Clinical Complaints Handling Specialist
Full Job Description and Person Specification
1. Job Details
	Job Title
	Clinical Complaints Handling Specialist

	Employer
	Ranworth Partnership Limited 

	Reports to
	GP Partners 

	Professional accountability
	Appropriate registered professional body, where applicable

	Hours
	15 per week

	Contract
	Permanent

	Salary
	To be agreed 

	Responsible for
	Complaints coordination, investigation, clinical review and complaints-related learning

	Base
	Remote Working 


2. Job Purpose
The Clinical Complaints Handling Specialist will provide professional and, where appropriate, clinical oversight of complaints and concerns raised by patients, relatives and representatives regarding services provided by the Practice.

The postholder will coordinate and/or undertake appropriate investigations into complaints, including those relating to clinical care, communication, diagnosis, treatment, prescribing, referrals, access, continuity of care and patient experience.

Using appropriate clinical knowledge and experience, the postholder will work collaboratively with GPs, nurses, pharmacists, allied health professionals, administrative staff and Practice management to establish the facts, identify learning, address concerns and support appropriate responses to complainants.

The postholder will contribute to the Practice's wider clinical governance, patient safety, risk management and quality improvement agenda, ensuring that learning from complaints is identified, recorded, shared and acted upon.

A GP background is preferred, particularly where complaints involve complex clinical decision-making or the assessment of clinical care. However, suitably experienced registered healthcare professionals with significant UK primary care experience and relevant complaints/governance experience may be considered.
3. Key Responsibilities
3.1 Complaints Management
Act as a key point of contact for patients, relatives and representatives raising complaints or concerns.
Receive and appropriately record complaints received through telephone, email, letter, face-to-face communication and other approved channels.
Ensure complaints are managed in accordance with the Practice's complaints policy and applicable NHS requirements.
Acknowledge complaints appropriately and monitor agreed response timescales.
Assess the nature, complexity and potential risk associated with each complaint.
Determine whether complaints require clinical review, management review, administrative investigation or escalation.
Coordinate investigations involving multiple clinicians or departments.
Maintain clear and accurate records of investigations, correspondence, findings and actions.
Ensure that all elements of a complaint are identified and addressed.
Monitor outstanding complaints and ensure appropriate follow-up.
Escalate significant, complex or high-risk complaints to the appropriate Practice lead.
3.2 Clinical Review and Investigation
Review complaints involving clinical care within the limits of the postholder's professional competence and scope of practice.
Review relevant clinical records, consultation notes, correspondence, investigation results, prescribing information, referral information and other relevant documentation.
Establish a clear chronology of events where appropriate.
Liaise with clinicians involved in the patient's care to obtain factual information and clinical explanations.
Identify discrepancies, gaps in information or areas requiring clarification.
Consider whether the care provided appears consistent with the information available to the investigating clinician and relevant clinical processes.
Ensure investigations remain evidence-based, proportionate and impartial.
Avoid unsupported conclusions regarding individual clinicians.
Identify complaints that require independent clinical review or escalation.
Ensure that clinical complaints are reviewed by an appropriately qualified professional where required.
3.3 Patient Communication
Communicate with patients and representatives in a professional, respectful and compassionate manner.
Listen actively to concerns and ensure patients feel that their concerns have been appropriately heard and considered.
Explain Practice processes and investigation outcomes clearly.
Explain relevant clinical information in language that patients can understand.
Manage difficult, sensitive and emotionally challenging conversations appropriately.
Maintain appropriate professional boundaries when dealing with anger, distress or challenging behaviour.
Identify communication needs and support reasonable adjustments where appropriate.
Ensure communication remains factual, respectful and patient-centred.
3.4 Written Responses
Prepare or contribute to formal responses to complaints.
Ensure written responses are clear, accurate, comprehensive and appropriately empathetic.
Ensure each issue raised by the complainant is addressed.
Explain investigation findings in accessible language.
Distinguish clearly between established facts, clinical explanations and areas where information remains uncertain.
Avoid unnecessary clinical terminology and explain unavoidable terminology appropriately.
Ensure responses are reviewed and authorised by the appropriate Practice lead before being issued where required.
3.5 Clinical Governance and Patient Safety
Identify potential patient-safety concerns arising from complaints.
Escalate safeguarding, clinical risk, professional conduct or other significant concerns promptly.
Contribute to the Practice's clinical governance arrangements.
Identify complaints that may indicate a significant event, patient-safety incident or recurring clinical risk.
Support or contribute to significant event reviews, learning reviews and audits where appropriate.
Identify recurring themes and patterns in complaints.
Ensure appropriate learning is communicated to relevant members of the Practice team.
Support the development, implementation and monitoring of improvement actions.
Monitor whether agreed actions have been completed and whether learning has been embedded.
3.6 Learning and Quality Improvement
Treat complaints as an important source of patient feedback and organisational learning.
Analyse complaint themes, trends and recurring concerns.
Identify opportunities to improve clinical services, communication, access and patient experience.
Produce regular summaries and reports for Practice management and clinical governance meetings.
Make evidence-based recommendations for service improvement.
Work with clinical and administrative colleagues to implement agreed improvements.
Contribute to patient experience and quality improvement initiatives.
Where appropriate, identify positive feedback and examples of good practice as well as areas requiring improvement.
3.7 Risk and Escalation
Recognise and appropriately escalate immediate or potential patient-safety risks.
Recognise and escalate safeguarding concerns.
Recognise and escalate allegations of serious professional misconduct.
Recognise and escalate serious clinical errors or concerns about clinical care.
Recognise and escalate potential confidentiality or information governance breaches.
Recognise and escalate repeated or systemic service failures.
Recognise and escalate complaints with potential significant legal, regulatory or reputational implications.
Escalate threats, abuse or behaviour presenting a risk to staff or patients.
Seek appropriate advice or escalation when a matter falls outside the postholder's competence.
4. Governance and Confidentiality
Maintain strict confidentiality at all times.
Access patient information only where there is a legitimate reason to do so.
Comply with Practice information governance policies.
Handle patient information in accordance with applicable legislation and professional requirements.
Ensure complaints documentation is stored securely.
Share information only with appropriate individuals and organisations.
Maintain appropriate records of decisions, investigations and correspondence.
5. Professional Responsibilities
Work within professional scope of practice.
Maintain appropriate professional registration and competence where applicable.
Comply with the relevant professional code of conduct.
Maintain continuing professional development.
Recognise and appropriately manage limitations in knowledge or experience.
Seek advice or escalate matters where appropriate.
6. Communication and Working Relationships
GP Partners; salaried and locum GPs; Practice Manager; Clinical Governance Lead; nurses and healthcare assistants; clinical pharmacists; first contact physiotherapists and other AHPs; reception and administrative teams; safeguarding leads; data/information governance leads.
Where appropriate and authorised: patients and representatives, NHS organisations, relevant healthcare providers, other healthcare professionals, professional or regulatory organisations, legal or indemnity representatives and other agencies involved in complaint resolution.
7. Administrative and Reporting Responsibilities
Update complaints register.
Track complaints from receipt through investigation to closure.
Monitor response deadlines.
Maintain appropriate documentation.
Prepare regular complaints reports.
Provide information for Practice governance meetings.
Identify trends by complaint type, service area and underlying theme.
Monitor actions arising from complaints.
Support preparation of information for audits, inspections and quality reviews.
Maintain appropriate records of learning and service improvements.
8. Equality, Diversity and Inclusion
Treat all patients, relatives, representatives and colleagues with dignity and respect.
Recognise potential barriers to accessing the complaints process.
Support reasonable adjustments where appropriate.
Consider communication, accessibility and language needs.
Ensure complaints are handled consistently and without discrimination.
Promote an inclusive and patient-centred approach.
9. Safeguarding
Recognise safeguarding concerns arising through complaints or patient communications.
Follow Practice safeguarding policies and procedures.
Escalate concerns promptly to the appropriate safeguarding lead.
Maintain appropriate documentation.
Work within the level of competence and professional responsibility.
10. Health and Safety
Comply with Practice health and safety policies and procedures and report risks or incidents through the appropriate channels.
Recognise situations in which a patient's or complainant's behaviour may pose a risk to themselves, staff or others and escalate appropriately.
11. Person Specification
Qualifications and Professional Registration
	Essential
	Desirable

	• Registered healthcare professional
	• GP qualification

	• Current professional registration where applicable
	• Formal complaints/investigation training

	• Relevant clinical qualification
	• Clinical governance/patient safety training

	• Evidence of continuing professional development
	


Experience
	Essential
	Desirable

	• Significant clinical experience
	• Experience in patient safety/risk management

	• Experience working within UK primary care
	• Experience undertaking significant event reviews

	• Experience managing or investigating complaints
	• Experience in quality improvement

	• Experience reviewing clinical records
	• Previous GP experience

	• Experience dealing with complex or sensitive patient concerns
	• Previous responsibility for complaints within general practice

	• Experience in clinical governance
	


Knowledge
	Essential
	Desirable

	• Good understanding of UK primary care and the patient journey
	• Detailed knowledge of NHS primary care complaints processes

	• Understanding of complaints handling principles
	• Knowledge of relevant NHS complaints guidance

	• Understanding of clinical governance and patient safety
	• Knowledge of CQC expectations relating to patient experience, governance and learning

	• Understanding of confidentiality and information governance
	• Knowledge of significant event analysis and quality improvement

	• Understanding of professional boundaries and scope of practice
	• Understanding of risk management within general practice

	• Knowledge of how to identify and escalate clinical risk
	• Knowledge of safeguarding processes

	• Understanding of objective and evidence-based investigation
	

	• Knowledge of patient-centred communication
	


Skills and Abilities
	Essential
	Desirable

	• Excellent written communication skills
	• Experience producing complaints or governance reports

	• Excellent verbal communication skills
	• Experience analysing complaints data and identifying trends

	• Ability to communicate complex clinical information clearly
	• Experience developing and monitoring improvement plans

	• Strong investigative and analytical skills
	• Experience facilitating difficult conversations

	• Ability to review and interpret clinical records
	• Experience delivering learning or feedback to clinical teams

	• Ability to establish a clear chronology of events
	

	• Ability to distinguish fact from allegation, opinion and interpretation
	

	• Ability to remain impartial and objective
	

	• Excellent organisational and time-management skills
	

	• Ability to manage competing priorities
	

	• Ability to work independently
	

	• Ability to work effectively as part of a multidisciplinary team
	

	• Ability to manage confidential and sensitive information
	

	• Ability to deal calmly with challenging or distressed individuals
	

	• Ability to recognise when escalation is required
	

	• Good IT and electronic record-keeping skills
	


12. Personal Attributes
Empathy and compassion
Professional integrity
Objectivity and fairness
Emotional intelligence
Confidence combined with appropriate professional humility
Excellent attention to detail
Resilience when dealing with challenging situations
A calm and measured approach
Commitment to patient-centred care
Commitment to continuous learning and improvement
Ability to maintain professional boundaries
Ability to challenge appropriately and constructively
Respect for patients, colleagues and different perspectives
Commitment to confidentiality and professional standards
13. Assessment Criteria
Clinical knowledge and experience
Primary care experience
Complaints investigation experience
Ability to analyse clinical information
Written communication
Verbal communication and patient interaction
Clinical governance and patient safety
Risk recognition and escalation
Confidentiality and information governance
Conflict resolution
Quality improvement and learning from complaints
Professional judgement and integrity
14. Key Performance Indicators
Complaints acknowledged within the Practice's required timescales.
Complaints investigated and responded to within agreed timescales.
Quality and completeness of complaint investigations.
Quality of written responses.
Identification and appropriate escalation of clinical risk.
Completion of agreed actions arising from complaints.
Identification and reporting of recurring themes.
Evidence that learning from complaints has been shared.
Evidence of service improvements arising from complaints.
Patient experience and feedback relating to the complaints process.
Performance measures should be used alongside professional judgement and should not encourage inappropriate early closure of complaints or compromise the quality of investigation.
15. Job Description Review
This job description is intended to describe the principal responsibilities and requirements of the post. It is not exhaustive. The Practice reserves the right to amend the duties of the post in accordance with service requirements, changes in legislation, NHS guidance, professional standards and organisational priorities. The postholder will be consulted regarding significant changes to the role.
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