RQIA COMPLAINTS SURVEY, 2009-10
	PLEASE COMPLETE ALL THE UNSHADED AREAS AND RETURN AS INSTRUCTED



	1.  INFORMATION ABOUT THE SERVICE



	Name of Registered Service:

	

	RQIA Registration Number:
	

	Type of Home/Service:
	Adult Placement Agency
	
	Children's Home
	
	Day Care Service
	

	
	Domiciliary Care Service
	
	Independent Clinic
	
	Independent Hospital
	

	
	Nursing Agency
	
	Nursing Home
	
	Residential Care Home
	

	
	Residential Family Centre
	
	

	Please tick if service operates in more than one trust area (applies to agencies only)
	

	HSC Trust Area:
(not applicable if service operates in more than one trust area)
	Belfast HSC Trust
	
	Northern HSC Trust
	
	South Eastern HSC Trust
	

	
	Southern HSC Trust 
	
	Western HSC Trust 
	
	


	2.  COMPLAINTS MANAGEMENT IN THE SERVICE



	Can you confirm that your service has a written complaints policy and procedure in line with the regulations relating to your service?


	YES
	
	NO
	

	Do you have a complaints leaflet for service users/relatives/ friends advising them on how to make a complaint?


	YES
	
	NO
	

	Do you have guidance on 'how to make a complaint' available in a range of formats (eg Braille, Makaton, other languages)?

	YES
	
	NO
	

	Does your complaints leaflet provide contact details for the RQIA?

	YES
	
	NO
	

	Have all staff who require to be trained in the management and supervision of complaints (as per the regulations relating to your service) received training?

	YES
	
	NO
	

	Have you kept written records of all complaints from 1 April 2009 to 31 March 2010?

	YES
	
	NO
	


	3. COMPLAINTS HANDLING IN THE SERVICE



	How many complaints did your service receive in the period 1 April 2009 to 31 March 2010?

	

	Of the total number of complaints received in the period 1 April 2009 to 31 March 2010 please record how many were received from each of the following sources.


	Service User

	
	Relative
	
	Friend
	

	Staff Member


	
	Other
	
	

	Please record the number of each of the following issues arising from the complaints received in the period 1 April 2009 to 31 March 2010.


	Care Practice
	
	Personal Care
	
	Abuse
	

	Rights
	
	Infection Control
	
	Finances
	

	Management
	
	Medication
	
	Catering
	

	Staffing
	
	Activities
	
	Environment
	

	Of the total number of complaints received in the period 1 April 2009 to 31 March 2010 please record how many resulted in the following outcomes.


	Fully Upheld
	
	Partially Upheld
	
	Not Upheld
	

	Withdrawn
	
	Outcome Not Yet Determined
	
	

	Please record the number of each of the following actions taken as a result of the complaints made in the period 1 April 2009 to 31 March 2010.


	Change of Policies


	
	Disciplinary Action
	

	Specific Service Improvements Made
	
	Staff Training
	


	Please return this completed form to:

By email:


monitoring@rqia.org.uk
or by post:                         Paula Morrison
Information Department 

The Regulation and Quality Improvement Authority

9th Floor Riverside Tower

5 Lanyon Place

Belfast

BT1 3BT
Submission Deadline       No later than 13 September 2010.
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