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Introduction

The purpose of this guide is to assist users in generating reports on the Complaints Management
System.

The guide contains a list of the key reporting fields and an explanation of their use and also provides
a step by step guide of how to generate views.

It is the responsibility of the report creator to ensure that the reports they build are fit for the
purpose intended, fully anonymised and are not shared with any unintended third party. The below

section on “Best Practice”, should help in this regard.

Should you require any further assistance please contact:

CMSTraining@hse.ie
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1. Reporting Best Practice

1.1. Security

The type of data and the volume of data that is stored in NIMS / CMS is of a highly confidential
nature. It is therefore important that only persons who have the correct authorisation should have
access to the CMS and data. Please ensure you adhere to your local IT security and information
sharing policies.

1.2. Creation and storage of views/reports

To prevent storage issues, do not create multiple instances of the same report, use existing reports
and amend criteria, where appropriate.

If reports have not been accessed over a specified period, they will be deleted.

1.3. Report Naming Conventions

All views on the CMS should be accurately named to reflect the data that they are summarising /
detailing. For example, an “All closed complaints created year to date” report should not be called
“All closed complaints year to date”, unless you have specified the “Complaint Status” as being
“Closed”. Also all reports created for formal complaints should be prefixed with ‘FC —‘as this will
make it easier to find your reports.

1.4. Quality Assurance

It is important that there are quality assurance procedures at local level to ensure the quality of the
reports that are being produced. All reports that are being sent to a third party should be checked
to ensure the following:

1. The criteria for running the report has been checked and verified as being correct and there
are not incorrect filters or groupings on the report.

2. The information provided matches what has been requested. For example if a request is
received looking for “Access incidents year to date”, the report should not reflect, “Access
incidents 2017-2018".

3. If the requestor is requesting complaints that occurred in 2017 then the report should be
run based on the “date complaint received” and not “create date” which would be the date
the complaint was logged.

4. The report doesn’t contain any personal data; for example, the “Patient / Service User
Name”.
5. Also when providing data to third parties, it is important that the information that is being

provided is accurately explained. For example, if providing a report on “All complaints that
occurred in 2017”7, it needs to be specified on the accompanying email or document that the
report depicts information, “All Complaints that occurred from 01/01/2017 —31/12/2017".

6. In addition, it is important that you specify the run date of the data. So if the report was run
on the 16 Jan 2018 then the, “Data reflects the position as at 16/1/2018”".
7. If the third party is not familiar with the system, it may be helpful to provide definitions of

the terminology used, which is supplied in section 2 of this document.

If a request is received and you are unsure what criteria should be used please contact:
CMSTraining@hse.ie
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2. Key Reporting Fields

Field Name

Definition

Complainant Age Group

Is the Patient / Service User a “child” or an “adult”?

Complaint Format

How was the complaint received?

Complaint Outcome

Was the complaint upheld?

Complaint Resolution

How was the complaint resolved?; “recommendations”,
“resolved informally” etc.

Complaint Status

Status of the complaint i.e. Open or closed?

Date Acknowledged

This is the date when the Patient/Service User was sent a
letter of acknowledgement.

Date Complaint Closed

The date the complaint was closed.

Date Complaint Received

This is the date on which the actual complaint was
received into the organisation.

Did this happen?

OnSite/OffSite?

Division

This is to capture the service the issue was attached to
e.g. “Acute Hospital”, “Mental Health” etc.

HIQA Standard

What HIQA standard did the complaint relate to?

Is the Complaint subject to legislation?

Is the complaint covered by Part 9 of the 2004 health
Act?

Issue Category

Category of Issue i.e. “Access”, “Dignity and Respect”,
“Accountability” etc.

Issue Category Type

Category type driven by the Issue Category selection

Issue Category Sub-Type

Sub category type driven by the Issue Category Type
selection

Issue Outcome

Was the issue “upheld”/”not upheld?”

Issue Resolution

How was the issue resolved?; “recommendations”,
“resolved informally”? etc.

Issue Status

Status of issue i.e. “Open” or “Closed”?

Location Level (A - G)

A description of where the complaint occurred. Choose
any letter between A — G depending on what level of
your hierarchy you wish to report by.

Profession

Profession of staff involved if any e.g. “Administration”,
“Nursing” etc.

Report Date

The date the complaint was created on the CMS.

Service HSE Division Service. Dependant on the value selected in
the Division drop down menu.
Sub Service HSE Division Sub Service. Dependant on the value

selected in the Service drop down menu.

Weekdays to Close

Working days to close. This is calculated as 35 working
days. This allows 5 days for the acknowledgement and 30
working days for investigation and report.
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3. Views / Report

NOTE: Login in at https://www.csstars.eu/Enterprise/login.cmdx??c=NIMS

Information is obtained from the CMS through the creation of VIEWS.

VIEW: A ‘view’ is a particular way of selecting specific columns of information for a set of items you
are interested in. You can create Views for Issues (Incident Manager), Complaints (Occurrences) and
Recommendations (Tasks).

In this example there is a requirement to create a report for All complaints that occurred in Quarter
One 2018.
Fields requested: Occurrence Number, Date Complaint Received, Complaint Status and Complaint

Outcome.

Step 1: Create a View for Complaints (Occurrences)

1. To create the new view go to the ‘Occurrences’ module. Within ‘Occurrences’ there is a
defined list of existing views for you to choose from but you can also create your own
personal views. The default view is FC — All Formal Complaints. See figure 1.0

ia B HSEir 3 FileMaker WebDirect #) NIMSTraining #) NBAS &) Weh Slice Gallery =

ntRecoived | Primary Compsainant Name | Compaaint Status | 15 Complaint subject fo legestation? | Complaint O

Open
18/11/2015 Open

18/11/2015 Open

10/11/2015 Open

12/11/2015 Closed Partially Lipheld Process update e
13112005 Clorsied Partsally Upheld Recommendations made: No
12/1/2015 Closed

16/11/2015 Closed Mot Upheld Withdrawn

13/11/2015 Closed Upheld Recommendations made Yes
23/11/2015 Open

28/11/2015 Closed

Figure 1.0
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2. To create a new view, select the ‘Manage Views’ button and click ‘Copy view’. See figure
2.0

[ESEE-2 Tx
a & ey cxstanen/Eniepise/ delokt crod: £ O | W S - National Incident . % L

x EiComvert = FSeect

e M HiEie O3 FleMaker WekOweet W MIMETraining M NIMG ) Wb Shee Gallery =

[ Occurrences

FC - All Formad Complaints

Cigar A Manags Views

{nb MrNIMG Homepage

Coverage equats Farma Compraing Edit View

Asd View

Copy View

T fi1 Delete View
plaint Received | Primary Complainant Mame | Comptaint Status | 1 Compaint subject to sgistation?

Create from Search |

Set Default View
Se1 Sesrch Defaults

Load on Search

Partially Upheld

Closed Partially Uphetd Recommendations made No

Closed Nat Upheld Withdram

Clogod Uphled Recommendations made Yes

03/11/2015 Open

Figure 2.0

This will open a window where there are 4 relevant pages which we use to create a view.
(General Info, Select Data, Select Columns and Preview). See figure 3.0

3. The firstis the ‘General Info’ page where you name your report. In this scenario we will call
the view ‘FC- All Occurrences Q1 2018’. Make sure to always properly name your report to
reflect what you are reporting on. See figure 3.0

LI exstarg o Erteptive el st B = & || s vamionstincidens . % |
x EliConven = [Jiselect '

W W HSEie O3 FleMaker WebDicect M) NIMSTraining #0 MIMS ) Web Shce Gallery =

el Il

s rame. | FC - All Occurrences @1 2015

Dutument Type, Occurrence
Select Data

SRR Viawr Cumar: | Ryan. Aosemary L=
SorResunt Set TS View 35 Detaut Lead Data on Search Oniy:
Freview

ADYDETICNAL EHECRMATION

Madifiea Liser  Ryan, Rosemary Modified Date: 14/08/2019

Figure 3.0
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4. The second page ‘Select Data’ is where we select our criteria. As | am looking for all
occurrences Q1, my condition is ‘Date Complaint Received’ is between 1* January 2018 and
31° March 2018. See figure 4.0

i it 53 = || @ NIMG - Mationsl Incident . %
x B

seiecteoiumns | Allel the following must be tue

Sart Result

Bresiew Al of thee fabiwieeg st ue true

Figure 4.0

1. Select Add Condition — by default the first field displayed under Define Filter
Condition will be ‘Adverse Occ Number’.

2. Change the text in the text box under Define Filter Condition to ‘Date Complaint
Received’.

3. Inthe next drop down box select ‘is’

In the next drop down box select ‘between’

5. And finally enter your date range in the 2 fields provided by selecting the calendar
option. Then Save.
(Note: This is the only condition for this scenario but if there were more you would

Ea

continue adding conditions until all criteria are established.) See figure 4.0 and figure
4.1

W ity csvtars eu Enterprise defpult ccx £+ & || @ 1 Nationalincident . % |
% EiComet = BSelect

v M HSEie O3 FleMaker WebDirect #) NIMSTraining # NIMS 27 Web -

review it
Date Complaint Receives ks between 01 jJanuary 2018 ana 31 March 2018

Figure 4.1

6|Page



Complaints Management System Reporting:
How-to Guide:

Your Service
Your Say

5. The third page ‘Select Columns’ allows you to select the columns you want to output on

your report. Move columns you want from the left to r
want from the right to left pane using the blue arrows.

ight pane. Move columns you don’t

Select the up/down arrows to change
the column order for the selected fields. The requested fields for this scenario are
Occurrence Number, Date Complaint Received, Complaint Status and Complaint Outcome.
See figure 5.0

1;‘: My NIMS

i Incident Manager

Select Data SELECT FIELD COLUMNS

3 ot Cotumn:
S0t Resuly
Auailabie Fields
Preview
Complaing Outcome [coe]
Complaint Resolution [Sescription]

Complaint Resclution [code)

ummary

Complaint Type [description]

Compilaint Type [coag]
Coverage [code]

Create Date

Create User [descrigtian]
Create User [code]

Data Cleansing Update

Uate Acknowledged

Date Acknowledgement Due
Dete Complaint Closed

DOt of Birth

Date Response Due

Selected Fields

Qccurrence Number

Date Complaint Recelved
Complaint Qutceme [description]

Complaint Status [description]

O

Figure 5.0

6. The fourth page ‘Preview’ allows you to preview the output should you wish to do so.
Otherwise click ‘Save View’ and select ‘X’ to close this window. See Figure 6.0

ENTERPRISE

’(-i}}|l| https://www.csstars.eu/Enterprise/default.cmebx L~a H M NIMS - National Incident ...

@ Convert ~ [EfSelect
H- HSEie (P FileMaker WebDirect # NIMSTraining # NIMS &) Web Slice Gallery ~

ENTERPRISE

() HELP ABOUT MYPROFILE LOGOUT

3 Views - FC - All Occurrences Q1 2019

4 [ 3

My NIMS Homepage
) incident Manager General Info
Select Data SELECT FIELD COLUMNS
Select Columns

SortResult .
Available Fields

Adverse Occ Number
Claim [description]

Claim [code]

Claim Deductible Incurred
Claim Deductible Paid

|| Occurrences

Claim Deductible Reserved
Claim Expense Incurred
Claim Expense Paid

Claim Expense Reserved
Claim Ind/PD/Coll Incurred

Last Login - 14/06/2019 13:08:14

®

PAGES @ Views - FC - All Occurrences Q1 2019

Selected Fields

Occurrence Number

Date Complaint Received
Complaint Outcome [dlescription]
Complaint Status [description]

Figure 6.0
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7. The new view is now available. When you return to the Occurrences module, the ‘FC- All
Occurrences Q1 2018’ view will be the default view. If you need to access it again later, it
will be available in the view name drop down list.

To display your view, simply select it from the drop down list of views available in the
‘Occurrences’ module as seen in Step 1.

[7] Oceurrences

(EFC - All Occurminces G 2018 D T Chearal Search Manage Views

,:ﬂ} My NIMS Homepage All gecirenee

All occurrences assigned to me

HE' All geurrences openid by rme .

Al gecurmences with financial activity in last 30 cays 2y

B e e I
FC - All Formal Complaints awaiting acknowlesgement =

LFC - All Qecurrencss 1 209

New Oecurrence 4]

{?) Lacations

a

FL - My Formal Complaints

’ﬁ EC - My Farmal Complains awaiting acknowledgement

b FC - My Farmal Complaints due reseonse in the next twe weeks
EC - My Farmal Complaints ovirdus respons:

FC - Reviews - Open Internal Reviews

FC - Reviews - Open Ombudiman Reviews

Open oecurmenciss with na activity in the kst 30 days

b

@

Recently closed Gcurrences

Reopened Gecurmences

Figure 7.0

Below are all the records within your report. You can use the black arrows to scroll through
the pages of your report if more than one exists.

[7] Ocecurrences

[FFE - Al Occuriencis G1 2015 | ¢ | Coaran Search Manage Views

Date Complaint Received is Detween 01 January 2019 and 31 March 2019

New Occurrence [7]

Date Complaint Recened Complaint Qutcome | Complaint Status

Partially Uptweld
D2/01,/20019 Open
01/01/2019 Not Upheld Closed
02/01/2019 Upheld Closed
02/01,/2019 Not Upheld Closed
D4/ /2009 Uphoeld Closed
04,/01,/2019 Mot Upheld Closed
o3/ 20 Partally Uptweid Closed
00015639 03/01/2019 Partially Upheld Closed
00015659 Closed
00015666 Closed

Not Lipheld
Upheld
Uphehd
Uphebd
Mot Upbeld
07,/01/2019 Partially Upheld
08/01,/2019 Mot Upheld
08/01,/2019 Upheld
09/01/201%

Upheld

Figure 7.1

0 of 100 irems selecred

8. You can also output your report to excel by selecting the ‘Export to Excel’ icon.
Once exported you can then save locally or open the report directly from CMS.
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nt Manager

[ Occurrences

FC - Al Dturrences 91 2019 = | 97 | Cuesran Sgarch Manage Views
Diate Complaint Received is between 01 January 2019 and 31 March 2019
New Occurrence [7 W
Expart to Excel
C ain1 Recaived
00019101 02/2019 Open o
00015735 09/01/2019 Partially Uphedd  Closed
00015554 gz/0/2ms Open
00015599 01/01,/2019 Not Upheld Closed
D0015610 02/01/2019 Uphald Closed
00015615 S2019 Mot Uphetd Closed
00015632 01/2019 Closed
00015641 S2019 Ipheld Closed
00015637 2019 Partially Upheld  Closed
00015639 2018 Partially Upheld Closed
00015659 gz/0/2me ot Upheld Closed
00015666 04/01/2019 Upheid Closed
D0015670 Uphald Closed
00015674 Upheld Closed
00015690 Mot Upheld Cloged
00015751 Partially Upheld Closed
00015718 Mot Upheld Clozad
00015733 Upheld Closed
:q N o o Co,,.... Gave: )....l x 4 |Pageiferic| » M
g T T ™ — =

Figure 8.0
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Step 2: Create a View for Issues (Incidents)

1. To create the new view for issues (incidents) go to the ‘Incident Manager’ module. Within
‘Incident Manager’ the default view prompt is FC — All Complaint Issues.

ENTERPRISE

1 Oecurrences

£ = || v - Mationad Incident

W hitp costarseu Trterprise/ default cmas
¥ FEComvet = FHSelect

e M HSEse ) FileMaker WebDircet 80 NIMSTrmining # NIMS 2 Web Shoe Gallery =

> — l s

New inciaent [N new Claim [

ssue Clised Date | Briel Summary of he ncident

Primary Complainant Name

2015

18/11/2015

18/11/2015

10/11/2015

12/11/2015 121272015 071272005

12/11/2015 | Closed 12/10/2015  07/12/2015
16185231 13/11/2015  [Closed 11/12/2015  16/02/2016

13/11/2015  Closed 1171272015

VINIIINE P LY TLRT

16185240

1ETeAnIn

AnAnBn

You then follow the same process as Step 1 (2-8).

Step 3: Create a View for Recommendations (Tasks)

1. To create the new view for recommendations (tasks) go to the ‘Tasks’ module. Within
‘Tasks’ the default view is FC - All Complaint Recommendations.

« ENTERPRIS

[7] Tasks
| e- Al Complaint Recommendations « | 7 | ciearan Search Manage Views
{n} MyNIMS Homepape Title starts with “Formal Complaing® 5 EditView
M Add View
Incident Manager Mo Task [ Copy View
! Delete View

Create User

‘05/201817:51
18/06/2018 18:01
18/06/2018 18:05
18/06/201818:11
18/06/2018 18:38
30,/06,/201810.11
30/06,/201810:50
30,/06,/201811.12
30/06,/201813.23
20/06,/201813:35
30/06,/2018 14-03
03,/07 /2018 1303
03/07 /2018 1606

Due Date * | Description

Create from Jearch
Set Default View

Set Search Defaults
Ls

srotherapy appontm
ents made based ont

You then follow the same process as Step 1 (2-8)

Please email CMSTraining@hse.ie with any questions.
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Appendix A - Key Reporting Fields

Complaint (Occurrence) fields

Field Details

100 Occurrence Number Unique reference for the Complaint Occurrence

100 Primary Complainant Who the Complaint relates to

100 Primary complainant contact details Contact details of who the Complaint relates to

101 Date Complaint Received When did we receive the complaint?

102 Report Date This is the date it was added to NIMS

103 Location Where was this specific issue located? Known as Where (Hierarchy)

104 Complaint Summary Details of the complaint

105 Complaint Format How did the complaint arrive?

106 Complaint Type Categorise the complaint

107 Is Complaint subject to legislation? Is the complaint subject to part 9 of the Health Act 2004?

108 Was complaint raised as NIMS This is to record if the event was recorded separately as an adverse
incident event.

109 Complaint Officer What NIMS user is in charge of the complaint?

109 Complaint Officer (Surname, First) Free text - what user is in charge of the complaint?

111 Service User Name (Surname, First) Name of the patient/service user

112 Service User Phone/e-mail Phone number or e-mail of the patient/service user

113 Service User Contact Details Contact details of the patient/service user

116 Service User's Consent? Did the patient/service user consent to their data being used for

the complaints process or have they given consent to the
complainant to complain on their behalf?

124 Complainant Age group* This can be used to flag children/adults
125 Date of Birth.
126 Service User’s Consent Did the Service User consent to their data being used for the

complaints process?

127 Hospital number

131 Complainant Name (Surname, First) Name of the Complainant

132 Complainant Phone/e-mail The Complaint’s phone/email address

133 Complainant Contact Details Contact details for the Complainant

134 Relationship to Service User How is the Complainant related to Service user?

135 Referring Agent Where did the complaint originate (if from another agency)?

136 Complainant Consent? Did the Complainant consent to their data being used for the
complaints process?

200 Number of Issues This is an automatic count of the number of issues related to the
complaint.

221 Date Acknowledgement Due When does the acknowledgement need to be sent?

222 Date Acknowledged When was the acknowledgement sent?

223 Update to Complainant If there is a delay in the response when was an update last sent to
the complainant?

224 Number of Delayed Letters If there is a delay in the response how many update letters have
been sent to the complainant?

225 Date Response Due When does the response need to be sent?

227 Complaint Status Is the complaint open or closed?

228 Date Complaint Closed When was the complaint closed?

229 Weekdays to close (incl. Bank Holiday)  This is a count of the number of weekdays between the received
date through to the close date.

241 Complaint Outcome Once closed, what was the outcome?

243 Complaint Resolution What was the final resolution?

11| Page



Complaints Management System Reporting:

O

dar
Your Service
Your Say

How-to Guide:

245 Was Complaint closed within time Was it closed in time?
limit?

246 HIQA standard Standard

247 Root Cause HIQA Root Cause

250 Date Response Sent When was the response sent?

311 Local Review Requested? When was the review requested?

312 Local Review Officer (Surname, First) Who performed the Local Review?

313 Local Review Sent Date When was it sent for review?

314 Local Review Complete Date When was it completed?

315 Local Review Outcome What was the outcome?

316 Local Review Recommendations What recommendations were made?

317 Local Review Details What were the review details

321 Ombudsman Review Requested? When was the review requested?

23255 Ombudsman Review Sent Date When was it sent for review?

324 Ombudsman Review Complete Date When was it completed?

325 Ombudsman Review Outcome What was the outcome?

326 Ombudsman Review What recommendations were made?
Recommendations

327 Ombudsman Review Details What were the review details?

332 Which Ombudsman Was it the Ombudsman or Children’s Ombudsman?

400 Location Desc Level A Location name level A

400 Location Desc Level B Location name level B

400 Location Desc Level C Location name level C

400 Location Desc Level D Location name level D

400 Location Desc Level E Location name level E

400 Location Desc Level F Location name level F

400 Location Desc Level G Location name level G

500 Hospital Number.

Complaint Issue (Incident) fields

Field name Details

Record Number Unique reference for the issue

Occurrence Number Unique reference for the Complaint Occurrence

Complainant Name Copy of the Primary Complainant from complaint. This is also visible as
Name of Injured Party (read-only)

Complaint Officer Name of the NIMS user that is the Complaints Officer

Complaint Officer (surname, First) Free text name of any other (non NIMS) user that is the Complaints
Officer

Date Complaint Received Copied from complaint (read-only)

Date of Incident Date of issue (may differ from Date complaint received)

Did this happen Offsite or onsite at location of complaint

Issue Due Date When the Issue details are to be returned to Complaint Officer

Issue Closed Date When the Issue details were closed

Issue Status Current status

Issue Outcome Once the issue is closed, was the Issue upheld or not?

Issue Resolution Once the issue is closed, what was the resolution?

Severity Rating A five point rating scale for how severe it is

Likelihood A five point rating scale for the chance it will happen again

Impact score Calculated by NIMS as Likelihood x Impact score
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Field name Details

Where was this specific issue located?

Where (Location)

- dan

Your Service

Brief Summary of the Incident

A brief description of the Issue details

Pathway

How is the complaint to be handled?

Pathway Description

Detailed

Issue Category HSE Pillars
Issue Category Type HSE Pillars
Issue Category Sub-type HSE Pillars

HIQA standard What HIQA standard is referred to?

Division The HSE Division

Service Specifies service

Sub Service Lists sub services

Profession Profession of the person the complaint is about

Tusla Service Type

Tusla Categorisations

Tusla Function

Tusla Categorisations

Concern?

Tusla Categorisations

National Standards

Examination Assigned to (Surname,
First)

NIMS user that is examining the issue

Examination Assigned to

Free text (non-NIMS) user that is examining the issue

Date of Birth.

Copy of the DOB from complaint (read-only)

Hospital Number.

Copy of the Hospital Number from complaint (read-only)

Location Desc Level A

Location name level A

Location Desc Level B

Location name level B

Location Desc Level C

Location name level C

Location Desc Level D

Location name level D

Location Desc Level E

Location name level E

Location Desc Level F

Location name level F

Location Desc Level G

Location name level G

Complaint Task fields

Field name Details

Attached to

Record number of the Complaint Issue

Recommendation Made by
(Surname, First)

Who owns the recommendation?

Assigned to (Surname, First)

Who is it assigned to?

Status

What is the status?

Completed by Who set the Status to ‘Closed’
Recommendation Close Date When was the recommendation closed?
Title This is always “Complaint Recommendation”
Details What are the details of the issue?

Required Action Description

What are the required actions?

Recommendation Accepted /
Rejected

Was the recommendation accepted?

Recommendation Outcome

What was the final outcome?
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