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Policy statement
Canberra Health Services (CHS) is committed to a person-centred approach to health care. CHS endorses the use of the Australian Charter of Healthcare Rights, professional codes of conduct, and relevant standards, which includes the consumer’s right to give feedback on their care and have their concerns addressed. CHS values receiving consumer feedback as part of quality improvement practices. All feedback, including compliments, comments and complaints, provides valuable insight into the provision of health care from the perspective of those who use services provided by the CHS Network. 
CHS is committed to ensuring that:
all feedback received by the organisation is managed effectively, confidentially, and in a timely manner, with an option for anonymity, and with the overall aim of addressing issues quickly and respectfully
feedback is addressed at the service level. If this is not possible, team members should involve their managers as soon as possible and provide the consumer with details of how to lodge feedback
a response to feedback, approved by the relevant Executive, is provided to the consumer or carer as soon as possible, within a 35 calendar day timeframe
if feedback is not able to be provided within the 35 calendar day timeframe, the consumer or carer will be contacted and advised of the delay as soon as possible, including a reason and expected timeframe for receiving a response
actions identified as a result of feedback are recorded in the Riskman feedback module and are followed up and completed by the service area
feedback is shared with staff appropriately and in a timely manner
themes and trends are identified, tracked, and reported to the Divisions / CHS
quality improvement practices are implemented to address trends in feedback 
the future care of the consumer is not adversely impacted by formal feedback provided, including storing formal feedback on the Riskman feedback module that is separate from the clinical notes
consumers are encouraged to provide feedback on the consumer feedback management process, and this data is used to inform future policies and procedures.
This policy is to be read in conjunction with the Consumer Feedback Management Procedure (CFM procedure), available on the CHS Policy Register.
Purpose
This policy and the associated CFM procedure outline the CHS approach to managing consumer feedback. It provides specific advice on supporting consumers and carers to provide feedback and supporting staff to respond to and act on consumer feedback. This policy also emphasises the importance of receiving and responding to feedback promptly.
Well-managed feedback involves:
receiving and capturing feedback accurately, including acknowledgement and record keeping
identifying issues raised, desired outcomes, and people involved
obtaining relevant information from different sources
informing relevant parties of outcomes and review / appeal processes
sharing consumer compliments with staff to highlight high performing staff and services and support a positive workplace culture. 
It is widely recognised that well-managed consumer feedback can lead to: 
a better understanding of the health care system
improved relationships with consumers and carers
better understanding of the consumer/carer perspective
prompt resolution of issues and the prevention of clinical deterioration
enhanced quality and safety
service improvements
a culture of reporting and accountability
a reduction in the escalation of complaints to bodies such as the Human Rights Commission, Australian Health Practitioner Regulation Agency and the ACT Ombudsman
a reduction in litigation
increased trust in the health service
positive outcomes for consumers and team members
increased employee morale and engagement and stimulation of innovation and adaptation to consumer needs.
Scope
Consumer feedback includes complaints, compliments, and comments received from any consumer, their family, carers or other interested parties (e.g., health professionals, consumer organisations) regarding services provided by CHS Network.  
[bookmark: _Hlk180151102]This policy applies to the CHS Network including inpatient and outpatient facilities at Canberra Hospital, Clare Holland House, North Canberra Hospital (NCH), the University of Canberra Hospital (UCH) and community-based services. 
[bookmark: _Hlk173398953]This Policy applies to all CHS staff working within their scope of practice. This includes:
Medical Officers
Nurses and Midwives
Allied Health Professionals
Support staff, including administration and volunteers
Students under direct supervision.
This policy and associated CFM procedure are specific to the management of feedback from consumers and do not address:
staff feedback on workplace issues
feedback from external service providers regarding service level interactions with CHS
feedback from advocacy groups regarding systemic issues
consultation feedback
external agencies who receive funding from CHS
the broader aspects of consumer and carer engagement and support.
Roles and responsibilities 
All Staff
All staff are responsible for:
adopting this policy as the basis for managing feedback
understanding their role in responding to and managing consumer feedback at the point that feedback is received, where possible
recognising that good communication and customer service is important in improving health outcomes, as well as in the resolution of and prevention of complaints
attempting to resolve issues promptly at the service level and if this is not possible, providing and encouraging other avenues for management such as offering to speak with a local manager or the Consumer Feedback and Engagement Team in accordance with the CFM Procedure
documenting concerns and outcomes in the patient’s clinical record, if feedback is addressed at point of care
using the consumer’s chosen name and pronouns in any communication with the consumer.
The Consumer Feedback and Engagement Team (CFET) and NCH Feedback Team
The Teams are responsible for:
coordinating the CHS response to consumer feedback 
allocating the feedback to the appropriate Division and/or service area/s for investigation and response
determining, in consultation with the Insurance and Legal Liaison Unit (ILLU), whether the feedback requires notification to the ACT Insurance Authority (ACTIA)
liaising with consumers including informing them of any problems or delays in responding to their feedback
liaising with the relevant Division and/or service area/s investigating feedback and providing alerts of due dates
coordinating meetings with consumers, in collaboration with the relevant service area
preparing letters of response to feedback, including acknowledging and drafting final responses
providing a response to the consumer over the phone on behalf of the Division when deemed appropriate by the consumer / carer, feedback team Officer and Division
liaising with the Division and/or service area/s to determine expected completion dates and recording completed dates with supporting evidence in the Riskman feedback module
providing status and trend reports to Division and/or service area/s and CHS Executive
recording improvement or corrective actions arising from feedback in the Riskman feedback module and monitoring and recording actions through to closure
requesting and following up on release of information forms where required
ensuring Consumer feedback and engagement teams  are regularly trained on how to receive and handle feedback effectively 
monitoring survey results from the CHS - Charter of Healthcare Rights e-learning
delivering the CHS – Consumer Feedback and Engagement workshop.

Note: When a staff member is identified in feedback it is the responsibility of that staff members’ Division and/or service area to investigate and respond to the feedback and any further related processes including engagement with People and Culture. Consumer feedback and engagement team Officers are not involved in any processes related to allegations of staff misconduct.
Service Managers 
Service managers are responsible for:
supporting their staff to engage appropriately with consumers on complaints received and to seek a timely and effective resolution where required 
taking responsibility for changes in practice, particularly at the point of care, if required
ensuring compliments are shared and celebrated.
Service Areas
Service areas are responsible for:
responding to feedback directly via a phone call, in person or in a scheduled meeting, and assisting in providing information to draft a written response
ensuring consumers are aware of how to provide feedback
ensuring adequate feedback forms are available for use
where possible, taking immediate action to rectify any concerns if required
investigating feedback and taking action to address any concerns raised.
Executive Directors (ED)/ Executive Branch Managers (EBM)/ Executive Group Managers (EGM)
EDs, EBMs and EGMs are responsible for:
delegating the relevant staff member or service to investigate and respond to each case
making decisions, in consultation with the ILLU, regarding reimbursement for lost property or other costs, if sought
ensuring that actions identified as a result of feedback are followed up and completed by delegating to a committee, team or relevant individual
sharing feedback, monitoring trends in feedback, and implementing quality improvement practices to address trends in feedback
finalising and sending written responses to the consumer, that do not require progression to the Chief Executive Officer/Chief Operating Officer
reviewing consumer feedback data related to their Division.
Executive Officer (EO)
EOs are responsible for:
being the Divisional point of contact for CFET Officers
supporting the relevant ED / EBM / EGM by coordinating investigations and responses to feedback
providing a coordinated written response to feedback from the Division to CFET
Chief Executive Officer (CEO)/Chief Operating Officer (COO)
The CEO/COO or their delegate is responsible for:
reviewing and signing written responses that require a coordinated response across multiple Divisions.
Evaluation
[bookmark: _Hlk170467190]Outcome
CHS manages and responds to consumer feedback in alignment with this policy leading to enhanced quality and safety and improved health care experience.
Measures
[bookmark: _Hlk180150980]Consumer feedback data is measured, reported and monitored through appropriate CHS Network Governance mechanisms including the CHS Network Executive Committee, CHS Network Operations Committee, CHS Strategic Advisory Committee, and CHS Consumer and Carer Advisory Committee. 
Related policies, procedures, guidelines and legislation
Policies
[bookmark: _Hlk137555127]Informed Consent- Clinical
Information Privacy 
Consumer Privacy
Child Protection 
Incident Management – Clinical 
Occupational Violence
Partnering with Consumers
Procedures
Consumer Feedback Management 
[bookmark: _Hlk137555148]Language Services- Interpreters and Translated Materials
Occupational Violence Procedure
Open Disclosure
Aboriginal and Torres Strait Islander Impact Statement and Declaration
Clinical Records Management Procedure
Sexual Misconduct (alleged) Towards Consumers 
Consumer Compensation Claims
Requests for Legal Advice
Reportable Conduct
Guidelines 
AHPRA Guideline: Mandatory notifications about registered health practitioners
Legislation
Health Records (Privacy and Access) Act 1997
Information Privacy Act 2014
Human Rights Act 2004
Health Act 1993
Human Rights Commission Act 2005
Work Health and Safety Act 2011
Health Practitioner Regulation National Law (ACT) Act 2010 
Discrimination Act 1991 
Freedom of Information Act 2016 
Territory Records Act 2002 
Public Interest Disclosure Act 2012 
Mental Health Act 2015
Power of Attorney Act 2006
Guardianship and Management of Property Act 1991
Ombudsman Act 1989 (ACT)
Other
Australian Charter of Healthcare Rights
Disability Action and Inclusion Plan
Definition of terms 
Consumer.  Refers to any constituent, person, patient or client accessing the services of CHS, and their associates including family, carers and people who have the legal authority to act on their behalf.  
Consumer Feedback.  Comments, compliments and complaints received from someone who has engaged with services provided by CHS, whether directly or indirectly.  
Delegate.  The person on whom duties or authority is conferred by another person.
Riskman.  In this policy, this term refers to the Feedback module used to record and track feedback received by CHS. 
Service Manager.  The person who is in charge of a service area, including a manager, Clinical Nurse Consultant (CNC), or Director.
Service Area.  The area where a CHS service is provided, including all wards and outpatient areas.
References
Australian Commission on Safety and Quality in Health Care Australian Charter of Healthcare Rights 
Australian Commission on Safety and Quality in Health Care Patient Centred care: Improving quality and safety through partnerships with patient and consumers. 
National Quality and Safety in Health Care Standards Second Edition
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