NHS Complaints Advocacy
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Introduction
The responsibility for commissioning an NHS complaints advocacy service (formerly Independent Complaints Advocacy Service - ICAS) was transferred from the Department of Health on 31 March 2013 to local authorities. Local authorities have a statutory duty to commission independent advocacy services to provide support for people making, or thinking of making, a complaint about their NHS care or treatment. 

Feedback

After attending the Advocacy Service's  first meeting on 16/12/2014 and listening to feedback from those present, it was felt that the report which had been provided did not accurately match the requirements of those present.
This report hopes to provide a wider context to the quarterly statistics and to clear up any misunderstandings that may have occurred.
Summary of service

The NHS Complaints Advocacy Service is at present managed through Citizens Advice Calderdale. The contract for this work terminates in March 2016. 
The Local Authority have recently placed the NHS Complaints Advocacy Service and Healthwatch out to tender as a joint project. 
The Advocacy Service provides tailored practical help to those individuals who wish to access this service. It supports individuals throughout both the local resolution stage (which includes the initial complaint to the Trust, GP/Dental Surgery and NHS England) and the more formal referral onto the Parliamentary and Health Service Ombudsman (PHSO).
The support provided can take the form of  help with writing letters, attending meetings and helping to complete PHSO forms. 
The objective of the advocacy service is to support the client to have their voice heard and their concerns recognised. In voicing these concerns there is hope that the client  will receive a resolution to their concerns which can take the form of an explanation of events surrounding their complaint, an apology for any inadequacies in the service provided and a subsequent  improvement in that service.
How support is accessed

Access is through both the Citizens Advice Calderdale telephone advice line on the number 01422 842848 and through the e-mail address at nhscomplaints@calderdalecab.org.uk. 
Access can also be obtained through  referrals from a range of organisations such as PALs, other Advocacy Services, Social Workers and also the Ombudsman themselves. 
Contact is usually within 5 working days and in the majority of cases is the next day. Further contact can be facilitated through face to face meetings, telephone and or   e-mail as the client requests. Both home and hospital visits are available.
The NHS Complaints Process
The advocacy service is provided for those complainants who require further support. Complainants can make their complaint directly to the GP/Dentist surgery, Pharmacy etc or through NHS England. If the issue is regarding a hospital in/out patient service then PALs also has a customer services department available to manage complaints.
The advocacy service provides support to allow people this access. It also endeavours to ensure that the process works smoothly for both the complainant and the Trust/NHS England through the presentation of a clear written review of the patients concerns. The belief is that a complaint letter that clearly outlines the issues of concern will help to speed up the process for the complainant. 

Advocacy complainants will therefore also be included in other complaints statistics provided from the relevant Trusts.

Reporting
Local Authority

Review meetings are held quarterly with the local authority including the provision of a Quarterly Report. Calderdale NHS Advocacy service reports together with our lead partner Kirklees Law Centre in a joint review. The report has been designed to cover feedback on all the KPIs. The latest report is for the year up to and including the second quarter. Case studies and client feedback are provided at the Local Authorities request.

Healthwatch

The advocacy service provides Healthwatch a full review of all the issues each quarter in an anonymised format. The advocacy statistics then become part of the wider review of care facilities in the area. For example if the advocacy service has a complaint or multiple complaints about a particular surgery, then these statistics can 

be included with all other Healthwatch complaints about that surgery which will highlight any issues across the district.
CQC Inspection Report
The CQC contact the advocacy service before an inspection in the area asking for any relevant feedback about the quality of care provided by these organisations and of any of the services they provide. A summary of this information maybe provided in the data pack they produce for each organisation. 
At present we are collating information for the Q4 MH Inspection - South West Yorkshire Partnership NHS Foundation Trust which will be undertaken in March 2016.
The CQC are also asking advocates to highlight this inspection to patients, carers and families and to ask them to feed in any comments to the inspection. 

Publicity
At present our publicity is mostly through the Telephone Advice Line and our partnerships with local groups. Leaflets have been placed in libraries and other public areas. 

The service is also promoted through any Citizens Advice activity e.g. there was recent publicity at stands held at the World Mental Health Day and the 50+ Forum.
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