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Dear Madam,
RE: INQUIRY INTO HYPONATRAEMIA RELATED DEATHS

| refer to the above and your letter received on 2" November 2011 (BPC-0063-11). | am
instructed as follows: -

Request 2a (a): - there is no separate agenda for the meeting on 5" December 1995, The
agenda for the meeting on 24™ November 1995 states that the Chairman indicated that a
second meeting on 5" December 1995 would be required to deal with outstanding items from
the agenda. The Minutes of the meeting of 24" November 1995 deal with items 1.00-7.00,
11.00 and 14.00. The Minutes of the Meeting on 5" December 1995 deal with the deferred
items of business from the agenda 8.00-10.00, 12.00-13.00. '

2a (8): - whilst it is not recorded which documents Professor McAleese was referring to it
may have been the Trust Policy for Management of Formal and Informal Complaints
(TP6/95). This document is not still available and was superceded by TP22/98 (copy

enclosed).
—

Yours faithfully
PR
Joanna Bolton
Solicitor Consultant

Providing Support {o Healthr and Social Care
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THE ROYAL HOSPITALS AND DENTAL HOSPITAL
HEALTH AND SOCIAL SERVICES TRUST

. TPR/98.
SUPER§EDES TPGIP_S :'

TRUST POLICY :
_MANAGEMENT OF FORMAY AND INFORMAL COMPLAINTS

DEFINITION
Any expression of a percerved wrong or grievance regarding an aspect of the service
provided 15 classed as & complamt (1)

BACKGROUND

The Royal Hospitals Trust 1s continually stoving to improve the quality of service it

offers to patients, relatives and visitors  The Trust weleomes suggestions and

expresstons of dissatisfaction which in furn provide valuable feedback on service '
performance Bach member of staff has & responsibility to ensure that sifuations which

may lead to complaints are avoided or dealt with at local level (2) In the event of

fattute to resolve the complant at local level, the Trust will focus on satisfymng

complamants” concerns while bemg farr to practitioners and staif’

RATIONALYL
All staff are aware of how to manage complamts and complamants in a professional
manner

oo

POLICY ,
- The Patients’ Charter should be displayed m all patient areas

- All patients and their relatives will know that they have a night to complain

- All patients and therr relatives will have access to leaflets deseribmng the
Complamts Procedure : .

- Imtiaily complamts should be handled at local level and resolved if possible

- Ffiach Directorate / Department will have a mechansm for dealing with
complamts '

- If the mechanism fals at Local Resolution the Trust’s procedurs for the
processing of complamts to Independent Review will be followed (4)
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W S McKee
Chief Executive
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