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	Patient Rights (Scotland) Act 2011

	
	

	Frequently Asked Questions

	
	

	

	1.
	Do I “Need” to provide this information?

	

	
	As a contractor included in the Health Board’s Pharmaceutical List you are required to comply with a certain set of criteria.  These criteria are contained in the Terms of Service and can be found at Schedule 1 of the current Pharmacy Regulations.

	
	

	
	Part of the Terms of Service requires contractors to adhere to the provisions contained in the Patient Rights (Scotland) Act 2011 and any regulations or directions made under that Act.

	
	

	
	The requirement for contractors to provide information on complaints received is contained in The Patient Rights (Feedback, Comments, Concerns and Complaints) (Scotland) Directions 2012 (see Paras 10 (1) (b) and (d)) and as such all contractors are obliged to comply with this requirement.

	
	

	2.
	The reporting tool asks for the number of complaints where “alternative dispute resolution” is used – what is this?

	
	

	
	You should only record those complaints where you have required to make contact with the Health Board’s Clinical Governance Support Unit (CGSU) to arrange mediation and/or conciliation.  You should not include complaints where other areas of the Health Board have been involved i.e. Lead Clinical Pharmacist, Prescribing Support Pharmacists, and Community Pharmacy Development.

	
	

	3.
	If I feel that “alternative dispute resolution” is needed – how can I access this?

	
	

	
	You should make contact with the CGSU on 0141-201-4550.

	
	

	4.
	What types of complaint do I include?

	
	

	
	

	
	

	5.
	What will happen if I don’t provide the information?

	
	

	
	The initial survey sent out in April to capture information for the whole of 2012/2013 elicited a response rate of over 90%.  The survey generated for complaints received between April and June 2013 attracted a response rate of 99%, with only one contractor not providing the information.

	
	

	
	This shows clearly that contractors see the provision of customer complaint information to the Health Board as a valuable tool in the future planning and organisation of pharmacy services and are keen to comply with the requirements of the Act.  We hope to sustain this level of response. 

	
	

	
	This having been said, the failure of a contractor to comply with the legislation would mean a breach of the Terms of Service and a situation which could potentially lead to a referral to the Health Board’s Reference Committee.

	
	

	6.
	Where can I find guidance and/or information on the process?

	
	

	
	Community pharmacies who have access to an N3 connection can access the Community Pharmacy Development Team’s intranet site (link provided below):

	
	


http://www.staffnet.ggc.scot.nhs.uk/Acute/Division%20Wide%20Services/Pharmacy%20and%20Prescribing%20Support%20Unit/Community%20Pharmacy/Pages/PatientsRights.aspx
	
	You will find a host of information and guidance here.


	What is a Complaint?

	

	
	

	1.
	What is a Complaint

	
	

	
	A complaint comes in many forms, it can be:-

	
	

	
	· Customer Service (Including staff attitude)

	
	· Medication Incidents (including dispensing errors)

	
	· Supply issues (including out of stock items & supply of prescriptions from GP surgeries)

	
	· Confidentiality issues

	
	· Waiting times

	
	· MCA (Multi-Compartment Compliance Aids)

	
	

	3.
	What does not constitute a complaint?

	
	

	
	· Collection and delivery of prescriptions

	
	· OTC items (including shampoo, deodorant etc)

	
	

	2.
	Who is entitled to make a complaint?

	
	

	
	Anyone
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