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“The Hospital Authority aims to help people
I:I stay healthy. Let's promote better understanding
and move towards achieving our common goals
by communicating with trust and respect.”
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Complaints Received by Hospitals 2007-2011
BB ER B (2007-2011)

1514 (14%)

5089 (49%)
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Complaints substantiated after peer review

Misapplication of clinical skills - %*«%@E'Jﬁﬁ'ﬁ$
Failure to investigate or treat | %%FMH Nl
Attitude and behaviour - N
@down in commum) 77.9%
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Percentage of Cases (n = 215)

Donaldson LJ, Cavanagh J. Clinical complaints and their handling: a time for change? Qual
Health Care 1992;1:21-25
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Programme: Handling Difficult Complainants & Dissatisfied Patients
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P (\)ptline Talk :
Reframing an Adverse

Outcome *

{ Frontline Talk:
Do Not
Resuscitate

NTEC Patient Relations &
Engagement Service

( < Time :1-2p.m.
« Date and Venue :
NDH :16 Apr 2012 (Mon)
Auditorium, 1/F
AHNH : 17 Apr 2012 (Tue)
ecture Theatre

1st - ,J\ R r’fn;F[(-JF"[ SN

2nd - Informed Consent i["[‘ﬁ FIESE
3rd ¢ IR IR -d
4t € if2(reframe)p 7 }L’F'[FN

5t : Do Not Resuscitatej\ Eﬁf&\




35 senior clinical & administrative staff were
nominated to attend a 40-hour mediation skills
training course.

Results:

From Retroactive to Proactive

-Reactivate humane
medical service

A= O

Communication
(Front-Line)

—l— Reduces

‘Engage young clini-

Conflict Resolution cians
(Mid-Management) IR AT B

—I— Reduces

Complaint Handling
(Top-Management)

‘Warming the hospital
ambiance

W LB BBt

Effective Communication &
Conflict Management
through Mediation (5f#)
in Health Care Profession

+ Date: 9 May, 2011 ( Monday)

+ Time: 1-2pm
+ Venue: Auditorium 1/F New Extension
Block
+ Speaker : Dr. David Dai
arget: All ranks of staff

Sharing mediation skills in healthcare.
138 staff attended.
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Seminar on Mediation &
Patient Engagement
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The report highlights the following issues:

Trusts are not doing enough to make the complaints
Systems open and accessible

People who complain should be confident that their care
will not suffer

Few of the trusts appeared to approach leaming in a
systematic way

There is no one-size-fits-all approach to investioatina
complaints
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Complaints Received by Hospitals 2007-2011
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Feedback Received by Hospitals 2007-2011
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Feedback Received by Hospitals 2007-2011
EEBRI AR LB (2007-2011)

10399 (17%)

21791 (34%)

14706 (24%)

12769 (21%)

B Medical Services B Staff Attitude O Administrative Procedures O Environment O Others
EEREARTS Ik EREEE 1TERE R IR HAh




Appreciation Received by Hospitals 2007-2011
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Appreciation Received by Hospitals 2007-2011
Bk ot IO B 8 2 B 5 (2007-2011)

59863 (40%) S7758 (38%)

33950 (22%)

B Medical Services B Staff Attitude O Others
BE RS I EREE HAh




Complaint Channels HE TR YR

Within HA
S
Recelve Investigation Follow-up Recommendations
complaints ’ g . actions ’ for improvements
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