Complaints Handling
Automatically generates responses to patients by the
appropriate deadlines and monitors your performance

Supports you through the complaints process

About Datix

Datix Complaints Handling software provides the tools you need to respond promptly and
effectively to complaints, generating correspondence and identifying areas where the quality
of your service could be improved. Datix lets you know when a reply is due to a complainant,
helping you to meet your targets for response times. Deadlines for responding to a complaint are
calculated and displayed on the screen when details are entered on Datix. When users log into
Datix, they are immediately shown the complaints that are due a response on that day, and also
those complaints that will be due a response in the next few days.

Datix is a global supplier of
software for patient safety, risk
management, incident and adverse
event reporting.

Letters and memos are generated automatically when a response is due and stored with the
details of the complaint. Letters from complainants can also be scanned in and attached to a
complaint. Datix can also interface with your e-mail system, allowing correspondence to be emailed directly from Datix and any replies to be ﬁled with the complaint. This means you can easily
refer back to correspondence at any time.

Secure information at your ﬁngertips
Complaints handlers appreciate the instantaneous access to information that Datix provides.
You can pinpoint the complaint you are looking for by searching on words that appear in its
description. Datix is a fully networked product, which means that your complaints handlers can
all access the software simultaneously. Complaints handlers in different departments can be given
access only to view the complaints for their own departments, keeping your data conﬁdential.

Helping to improve your services
Datix will help you identify areas that are frequently the subject of complaints, allowing you to
focus on these in your efforts to improve services. Datix can also record positive feedback from
service users and staff and can be used effectively in training, induction seminars and staff
appraisals. Datix Complaints Handling integrates with Datix Incident Reporting, Freedom of
Information, PALS, Claims Management, Standards and Risk Register to offer a comprehensive
risk management solution.
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We aim to help healthcare
organisations build a culture that
drives excellence in patient safety,
based on market-leading software,
skills and healthcare knowledge.
Set up speciﬁcally to meet the
governance and risk management
requirements of the healthcare
industry, Datix is working as a
partner to leading healthcare
organisations across the world.
Today, Datix customers include
more than 70% of the National
Health Service in the UK, the
United States Department of
Defense, a number of provinces
in Canada and some of the
world’s leading private
healthcare providers.
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Complaint management overview

The Datix complaint report form (COM1) is used to submit
complaints. Upon submission, automated email
notifications can be sent to notify specific personnel of the
complaint.

Datix
complaint
report form
(COM1)

Complaint
received and
reported by any
staff member

Once submitted, complaint records move to the
‘Unapproved complaints’ area. These records are then
either rejected as non-complaints or approved and passed
forward for complaint resolution.

PROFILE

User logs into Datix
to approve complaints

Datix
complaint
review form
(COM2)

The Profile limits access to
complaints and details userspecific settings such as access
level, form design and reporting
options.
Access to complaints is
generally determined on a
location basis, but almost any
value on a complaint record can
be used.

User logs into
Datix to manage
approved complaints

Investigate
complaint

Acknowledge
Complaint

Rejected complaints move to the ‘Rejected complaints’
area and can be reviewed / reinstated as required.

Following approval, complaint records move to the
‘Awaiting acknowledgement’ area. Acknowledgement of
the complaint is the first stage in the Complainant chain
(see below) which is used to manage the investigation of
the complaint and ensure response timescales are
adhered to. Once all stages are complete, the complaint
is closed.

PROFILE

Datix
complaint
review form
(COM2)

It is not necessary to log into the application to complete
and submit a COM1, but user authentication can be
demanded if desired.

Send holding
letter?

The Datix complaint record acts as the focal point for
investigation into the complaint, with all staff members
involved being able to log in and view / update
information.

Send final
response

Close complaint

The Complainant chain provides a clear sequence of steps for completion, from receipt of the
complaint through to final response and closure. Different types of complaint can be set with different
timescales which are automatically assigned when the record is created. Document storage and
generation features allow for a completely paper-free approach to complaint management.
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All COM2 users can produce a variety of statistical and listing reports on
records to which they have access. The Datix system administrator can
design standard reports to be made available to specific users or groups of
users and users can be given access to design their own reports.
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Report data can be displayed on the Datix Dashboard or exported in a
variety of formats to allow for ease of presentation.
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