
 
 
 
 
 
 

 

1 Copyright  © 2015, Health and Social Care Information Centre. 

 

 

 

 

 

Primary Medical and Dental 
Care Written Complaints 
 

A consultation on proposed revisions to the data 
collected and the presentation of publications 

 

 

Workforce and Facilities Team 

Health and Social Care Information Centre 

 



 
 
 
 
 
 

 

2 Copyright  © 2015, Health and Social Care Information Centre. 

 

Contents 

Contents 2 

Introduction 3 

Strategic Context 3 

Purpose, Audience and Outcomes 4 

How to respond 5 

Proposals 6 

Change to Service Areas 6 

Changes to Subject Areas 7 

New Staff Groups 9 

Changes to Reporting of Complaints Crossing More than One Subject and/or Staff Group
 10 

Other Changes 11 

Annex A: Current & Proposed categories. 16 

 

  



 
 
 
 
 
 

 

3 Copyright  © 2015, Health and Social Care Information Centre. 

Introduction 

The Health and Social Care Information Centre (HSCIC) currently undertakes an annual 
collection of, and publishes data relating to, complaints received by NHS organisations 
providing care in Primary, Medical and Dental care. This is known as the KO41b return. The 
latest publication is available here. 

Following recommendations made in Sir Robert Francis’s report and the Hart/Clwyd report 
the previous administration gave an undertaking in its response Hard Truths to improve the 
quality of complaints data. The current government remains committed to improving 
openness and transparency in the NHS of which complaints data is a key part. 

A consultation has already been undertaken on revisions to the parallel collection (KO41a) 
relating to complaints received by providers of Hospital and Community Health Services, and 
changes to this collection were introduced from 1st April 2015.  

The HSCIC is consulting users on changes to the data collected and the way the information 
is used to produce these statistics. These changes are intended to improve the quality, 
usefulness and timeliness of the data to assist both providers and other national bodies, 
including but not limited to the Department of Health, Care Quality Commission, NHS 
England, Monitor, the Parliamentary Health Services Ombudsman and patient groups. 

 

Strategic Context 

The NHS complaints procedure is the statutorily based mechanism for dealing with 
complaints about NHS care and treatment and all NHS organisations in England are 
required to operate the procedure introduced in April 2009. 

Improving the experience of people who use health and care services is a key priority for the 
government and it is recognised that simply counting the number of complaints made to an 
organisation does not indicate how an organisation is performing. 

The HSCIC’s priorities include the provision of information to support better care, through 
making available the information that people need to manage their own health and care and 
that organisations use to deliver safe, high quality care services. The aim of these revisions 
is to provide statistics which produce a clearer picture of where the incident leading to a 
complaint happened (the Service Area) and the cause (Subject Area). In addition the 
intention is to collect information relating to the Staff group(s) involved in the complaint, and 
to the age and status of the complainant (i.e. was the complainant also the patients, or some 
other e.g. parent, carer) and the outcome. Additionally numbers of complaints will be set into 
a context which allows a more objective assessment of an organisation’s level of complaints, 
chiefly through comparing numbers to activity.  

 

 

 

http://www.hscic.gov.uk/catalogue/PUB14705
http://www.hscic.gov.uk/media/13557/A-strategy-for-the-Health-and-Social-Care-Information-Centre-2013-2015/pdf/hscic-strategy-2014.pdf
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Purpose, Audience and Outcomes 

The purpose of this document is to consult you on proposed changes to the range of data 
used to produce the NHS Data on Written Complaints statistical publication relating to 
complaints received in primary medical and dental care. 

These changes would take effect from 1st April 2016 and would therefore be reflected in the 
first collection undertaken after that date. It should be noted that it is the intention to retain 
the current annual frequency of the collection, therefore the first collection to which any 
revisions would apply would not take place until April 2017. 

In particular we are consulting you regarding: 

1. Changes to Service Area categories; 

2. Changes to the Subject Area categories, including the requirement to report 
separately each aspect of a complaint where it covers more than one Subject Area;  

3. A new Staff Group category, including the requirement to report separately each 
aspect of a complaint where it covers more than one Staff Group; 

4. New data collected about the age and status of the complainant, the outcome of 
complaints and the time taken to reach a resolution; 

5. Proposals to use other data sources (e.g. GP patient numbers, dental activity and 
staffing levels collected through the workforce collection) in order to set data related to 
complaints into a context rather than considering numbers only. 

The document is aimed at: 

 General and Dental practitioners and practice managers; 

 Any current or potential users of the statistics produced, including but not limited to 
the Department of Health, Care Quality Commission, NHS England, Monitor, the 
Parliamentary Health Services Ombudsman and patient groups  

It is important that all stakeholders are aware of any alterations or additions to the statistics 
being made available, and have the opportunity to participate in the development of these 
changes. 

What will happen next? 

 This consultation will last 8 weeks following its release on 29th June 2015. 

 Details on how you may respond to the consultation can be found on the following 
page.  

 On completion of the consultation period views, opinions and evidence will be 
considered and inform the decision as to how this will work in progress. The outcome 
will be published here at the end of September 2015. 

 

 

http://www.hscic.gov.uk/consultations
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How to respond 

This consultation process is open to anyone, whether acting as an individual or representing 
an organisation. The closing date for the consultation is 23rd August 2015. You are asked to 
complete your response using the on-line survey which can be found at this link. 

Alternatively, if you are unable to respond via the on-line survey, you can send any 
comments to: 

Email: nhs.comp@hscic.gov.uk 

Post: 

Primary, Medical and Dental Care Written Complaints Review 

Workforce & Facilities 

Health and Social Care Information Centre 

1 Trevelyan Square 

Boar Lane 

LEEDS 

LS1 6AE 

 

Please ensure that you include your contact details on any documents you contribute to 
ensure we can contact you to inform you of the outcome of the review. A summary of the 
responses received will be made available on our website. 

 

If you have a query regarding completing your response, or would like to discuss any issue 
in order to respond more fully, please contact the HSCIC by emailing 
nhs.comp@hscic.gov.uk  and entering complaints consultation enquiry in the subject field. 

 

Responses: Confidentiality and disclaimer 

The information you send us may be passed to colleagues within the HSCIC, other 
government departments or related agencies. Even where confidentiality is requested, if a 
request for disclosure of the consultation response is made in accordance with the freedom 
of information legislation, and the response is not covered by one of the exemptions in the 
legislation, the HSCIC may have to disclose the response, in whole or in part. 

 

 

 

 

https://consultations.infostandards.org/workforce/primarymedicalanddentalcarewrittencomplaints
mailto:nhs.comp@hscic.gov.uk
http://www.hscic.gov.uk/
mailto:emailing%20nhs.comp@hscic.gov.uk
mailto:emailing%20nhs.comp@hscic.gov.uk
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Proposals 

Change to Service Areas  

In the current KO41b data collection there are four Service Areas (see Annex A of this document for 
current service area list). These do not adequately reflect the environments in which primary care - 
particularly primary medical care – may be provided. 

The proposal is to increase the number of Service Areas to six as listed below. This will help ensure 
more relevant identification of the environments in which care is provided without adding any 
significant increase to the reporting burden. 

 

 The six areas to be included are:- 

- Dental Surgery; 

- GP Surgery; 

- Health Centre/Clinic 

- Patient’s Home; 

- Residential/Care Home; 

- Other Community Setting. 

 
Question 1 – Do the proposed Service Areas cover all areas of Primary Medical and Dental 
Services? 

 

Yes ☐ 

No ☐ 

Don’t know ☐ 

Use the box below to add any comments. 

Comments: 
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Changes to Subject Areas 

The current six Subject Areas are considered too few to reflect the range of services provided, and 
the range of issues about which a complaint may be made. Additionally, they are not sufficiently 
discriminatory since the current heading of General Practice Administration may include a multitude 
of things, but individual practices may also record things differently as there is no guidance as to 
what this heading should include. Similarly the inclusion of ‘Other’ as an option may encourage use 
of this heading which provides no useful data. 

The proposal is to increase this number so that it accurately reflects the range of subjects about 
which a complaint may be made. Presently the list of proposed subject areas is 35, as listed below 
and in Annex A, but in the light of comments received we will look to whether this can be further 
rationalised to reduce the number whilst maintaining the principle of more detailed/more accurate 
reporting. In any event, the number of options does not of itself add any additional reporting burden.  

 

The 35 Subject Areas proposed are:- 

- Anaesthesia;  

- Appointment Availability/Length 

- Appointment (Obtaining inc 0844 numbers) 

- Charging/ Costs 

-  Clinical Treatment (inc Errors) 

- Communications 

- Confidentiality (Breach etc.); 

- Delay in Diagnosis;  

- Delay in Failure to Refer 

- Disability Issues 

- Equipment (Quality) 

- Failure to Diagnose 

- Follow-up Care 

- Hygiene (Equipment) 

- Hygiene (Hand etc.) 

- Inaccurate/Incorrect Records 

- Loss of/Failure to Send Sample 

- Loss of Records 

- Misdiagnosis 

- Overriding Patient Wishes 

- Practice Management 
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- Premises (inc. Cleanliness, Condition) 

- Prescribing Error 

- Prescription Lost (Practice/in transit to Pharmacy 

- Privacy and Dignity 

-          Repeat Prescription Process 

- Removal from List 

- Refusal to Allow Access to Records 

- Refusal to Prescribe 

- Refusal to Refer 

- Refusal to Visit 

- Staff Attitude/Behaviour/Values 

- Surgery Hours 

- Treatment Not Available (Dentists only e.g. veneers) 

- Waiting Time for Appointment 

 

Question 2 – Do the proposed Subject Areas cover all areas of Primary Medical and Dental 
Services? 

 

Yes ☐ 

No ☐ 

Don’t know ☐ 

Use the box below to add any comments. 

Comments: 
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New Staff Groups 

Currently no data is provided identifying which staff group(s) is/are involved in complaints, it is 
therefore not possible to know whether complaints are mostly relating to e.g practitioners, nurses, 
administrative staff or any others. 

The proposal is to introduce a new Staff Group with 11 possible categories listed below  

- Admin Staff  

- Hygienist 

- Healthcare Assistant 

- Locum Dentist 

- Locum GP 

- Pharmacist 

- Practice Dentist 

- Podiatrist 

- Practice GP 

- Practice Manager 

- Practice Nurse 

 

Question 3 – Do the proposed Staff Groups cover all occupation groups in Primary Medical 
and Dental Services? 

 

Yes ☐ 

No ☐ 

Don’t know ☐ 

Use the box below to add any comments. 

Comments: 
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Changes to Reporting of Complaints Crossing More than One 
Subject and/or Staff Group 

 
A single letter or other form of complaint may include more than one subject or involve 
more than one staff group. Classifying these as a single complaint will mask the true level of 
complaints being made and frustrate steps to improve transparency. 
 
We propose that organisations should report each component of a complaint separately. It 
will be up to organisations locally to determine what is classed as the primary cause of the 
complaint, with all others being classed as secondary complaints.   
 
In this way each topic of complaint will be afforded the same level of importance and not be 
hidden. 
 
It should be noted that a complaint with more than one subject will continue to be classed as 
a single complaint, but this this approach will allow separate aspects to be separately and 
identified and also to have different outcomes if necessary.   
 

Question 4 – Does this proposed reporting of each aspect of a complaint separately cause 
any issues that you are aware of? 

 

Yes ☐ 

No ☐ 

Don’t know ☐ 

Use the box below to add any comments. 

Comments: 
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Other Changes 

 

We propose a number of changes in relation to the reporting of the complaints process as 
opposed to the detail of complaints which we think will make the data more useful.  
 
It is proposed that organisations include:- 
 
- Number of ‘open’ complaints at the beginning of reporting period; (note, this in effect 

will be the number unresolved/carried forward after the first collection) 
- Number of new complaints received in reporting period 
- Age of individual who makes the complaint/ has the complaint made on his/her behalf. 

New complaints only to be provided in age ranges below: 
 

0 -5; 6 – 17; 18 – 25; 25 – 55; 56 – 64; 65 – 74; 75 and over 
 
- Status of the person making the complaint ( e.g. patient, parent, guardian, carer) 
- Number of complaints resolved in reporting period 
- Number upheld 
- Number partially upheld 
- Number dismissed 
- Number of unresolved complaints carried forward to next reporting period. 
 
Question 5 – Will this additional level of detail cause any issues that you are aware of? 

 

Yes ☐ 

No ☐ 

Don’t know ☐ 

Use the box below to add any comments. 

Comments: 
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Contextualisation 
 
As a final stage in the process, the Health and Social Care Information Centre (HSCIC) 
intends to use other data currently available (including, but not limited to GP practice size 
list, dental activity, and workforce numbers) to provide further context to the number of 
complaints. The HSCIC recognises that a high number of complaints may be less 
concerning than a low number when set into the context of a practice’s size and activity. 
 
Further work to model this will be required and will be undertaken by HSCIC in the weeks 
ahead, before any final decision on incorporating information for context purposes.  
 
 
Question 6 – Will the inclusion of additional linked data sets cause any issues that you are 
aware of? 

 

Yes ☐ 

No ☐ 

Don’t know ☐ 

 

Use the box below to add any comments. 

Comments: 
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About you 

 

Your details 

Thank you for taking your time to respond to this consultation, please can you complete the 
following as it will aid us in collating the data. 

 

Question 7 – If you are happy to be contacted in connection to this consultation, or if you 
would like us to notify you when the outcome of this consultation is available, please provide 
your email address:  

 

 

 

Question 8 – What is your primary reason for interest in these statistics?  

 

 

 

 

 

 

 

Question 9 – Is this a single or coordinated response (i.e. are you replying on behalf of 
yourself or an organisation or group)? 

 

Single   ☐ 

 Co-ordinated  ☐  

 

If ‘Co-ordinated’ please provide the name of your organisation or group: 
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Question 10 – Please choose the description that best describes the type of organisation 
you work for. Please check one box. 

 

Practice Manager     ☐ 

General Practice Provider    ☐ 

Dental Practice Provider    ☐  

Independent Sector Provider   ☐ 

NHS England     ☐ 

NHS England Region    ☐ 

Clinical Commissioning Group   ☐ 

Other NHS Commissioner    ☐ 

Health Education England    ☐ 

HEE Local Education and Training Board ☐ 

University      ☐ 

Other research organisation   ☐ 

Charity      ☐ 

Department of Health    ☐ 

Private individual     ☐ 

Professional body – GPC/GDC/BMA   ☐ 

Other       ☐ 

 

If ‘Other’ please specify: 
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Question 11 – Please choose the word that best describes your role. Please check one 
box. 

 

Administrative    ☐ 

Data Analysis    ☐ 

Practitioner     ☐ 

Information Technology/Services  ☐ 

Management     ☐ 

Research     ☐ 

Campaigning     ☐ 

Patient / user of health care services ☐ 

Member of the public   ☐ 

Other      ☐ 

 

If ‘Other’ please specify: 

 

 

 

 

 

 

  

 



 
 
 
 
 
 

 

16 Copyright  © 2015, Health and Social Care Information Centre. 

Annex A: Current & Proposed categories. 

1) Service Areas 

 

Current Service Areas Proposed Service Areas 

 

 Medical 

 Dental 

 General Practice administration 

 Other 

 

 

 

 

 Dental Surgery 

 GP Surgery 

 Health Centre/Clinic 

 Patient’s Home 

 Residential/Care Home 

 Other Community Setting 

 

2) Subject Areas 

 

Current Subject Areas Proposed Subject Areas 

 

 Communications/attitude 

 Premises 

 Practice/surgery management 

 General Practice administration 

 Clinical 

 Other 

 Anaesthesia;  

 Appointment Availability/Length 

 Appointment (Obtaining inc 0844 
numbers); 

 Charging/ Costs 

 Clinical Treatment (inc Errors) 

 Communications 

 Confidentiality (Breach etc.); 

 Delay in Diagnosis;  

 Delay in Failure to Refer; 

 Disability IssuesEquipment (Quality); 

 Failure to Diagnose; 

 Follow-up Care 

 Hygiene (Equipment) 

 Hygiene (Hand etc.) 

 Inaccurate/Incorrect Records; 

 Loss of/Failure to Send Sample;  

 Loss of Records/Misdiagnosis 

 Overriding Patient Wishes 

 Practice Management; 

 Premises (inc. Cleanliness, Condition) 

 Prescribing Error 

 Prescription Lost (Practice/in transit to 
Pharmacy) 

 Privacy and dignity 
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 Refusal to Allow Access to Records 

 Refusal to Prescribe 

 Refusal to Refer 

 Refusal to Visit 

 Removal from List 

 Repeat Prescription ProcessStaff 
Attitude/Behaviour/Values 

 Surgery Hours 

 Treatment Not Available (Dentists only 
e.g. veneers)Waiting Time for 
Appointment 

 

 

3) Staff Groups 

 

Current Staff Groups Proposed Staff Groups 

 None  Admin Staff 

 Healthcare Assistant 

 Hygienist 

 Locum Dentist 

 Locum GP 

 Pharmacist 

 Podiatrist 

 Practice Dentist 

 Practice GP 

 Practice Manager 

 Practice Nurse 

 


