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Background

A joint Healthwatch Cumbria (HWC) and Cumbria Health Scrutiny Committee (CHSC) Task 
and Finish Group set out to answer the following questions.

1. How well are complaints handled in Cumbria?
2. How is learning embedded in individual organisation?
3. How is learning shared and embedded across all organisations to ensure the lessons 

only need to be learnt once? 

Phase 1 of the work of the Task and Finish Group focused on developing an understanding 
of how complaints are handled in health and social care organisations across Cumbria 
through a series of presentations. The group expanded its membership to include members 
of the public and moved on to Phases 2 and 3 considering whether; 

 Managers and staff in services which have been the subject of a compliant are 
aware of what has happened and also whether any changes in practice have been 
implemented as a result.

 Customers who have complained have been kept informed about how their 
experience has helped to improve practice.  

To assist with this part of the project, the NHS Complaints Advocacy Service was asked to 
provide the Task and Finish Group with data that had been supported through the service 
in relation to each of the health and social care organisations. Customer confidentiality 
and appropriate permissions was paramount to this work. 

The work included telephone interviews and the use of the statutory Enter and View 
function afforded to local Healthwatch organisations to visit wards and other service 
delivery areas to determine how learning from complaints had been embedded. 

The final report is included as an Appendix.  

The report has been shared with CEOs and Complaints managers of all of the organisations 
that were studied during the delivery of the project for accuracy. 

During a follow up meeting Cumbria County Council asked that extracts from its Annual 
Report relating to Information Governance be included. – This is appended at the end as 
Appendix 1.

The Task and Finish Group is now seeking endorsement of the final report by CHSC and 
also agreement that further work takes place to allow delivery of the recommendations. 

Recommendation for Cumbria Health Scrutiny Committee

To endorse the enclosed report and agree to further work by HWC taking place to support 
the delivery of the report’s recommendations.

David Blacklock
CEO Healthwatch Cumbria 


