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Introduction to Complaints on NIMS
This manual looks at recording Formal Complaints on NIMS.

A formal complaint is made up of a number of different parts. These are stored and tracked on NIMS in two different
places.

1. Occurrences [Complaint & Complainant details]
2. Incidents [Issue(s)]

Complaint Details
Address 1, * Date Received
Address 2, e Complaint Format
Adddress 3 e Complaint Type
+ Complainant details

Complaints section,

1/10/2015

Dear Sir/Madam Complaint follow-up
s Acknowledgement Due

Th'e chl\dls 14vea!'s 'Dld and \smvo\untar\.t care of the st‘ate.Thn* o Acknowledgement Sent
Child is on the Autistic spectrum and requires therapeutic
intervention. The Child has not received this service. * Resolution

¢ Complaint Outcome

The social worker does not seem to think that this is urgent.

The child has had two placement breakdowns since going into
state care last August 12 months. The social workers do not Issue #1 Details
seem to know what they are doing and the staff in the care .
home are not much better Issue Location
Issug Po+mile

lssue | Issue #2 Details
lssue ® Issue Location
Issue Details

I want my child to get the services that my child needs. | let my
child go into care because | was told by the social workers that
they would take me to court if | did not agree to this. | am .
attending treatment for my addiction and getting my life
together and my child would be better off at home with me at * Issue Categorisation
least | would make sure that my child was getting services. e  |ssue Status

v e e @

| want someane to look into this and find out why my child 1s left
waiting and not getting a service.

Yours sincerely,
May Smitfr

Mary Smith,
Mary Address 1, Address 2, Address3

Complaint: There are details on the letter that are stored at the complaint level. This includes

° When did we get the complaint?
. Who is it from?

° How did it arrive?

Once the complaint is saved there are additional details that are stored as part of the complaint, and will be accessed
as the complaint moves through it life-cycle.

. When do we need to acknowledge the complaint?

. When did we actually acknowledge the complaint?

. When do we need to respond to the complaint?

. What was the overall Resolution and Outcome of the complaint?

Issue: each complaint will contain one or more separate issues. These are the individual issues that are listed within
the letter and may involve investigation by different members of the organisation. These separate investigations have
different life cycles to be tracked, and we can’t respond to the overall complaint until each issue has been resolved.



. Where was the issue located?
° Who is responsible for the issue?
. How do we categorise the issue?

Finally there is a third entity called a recommendation. These are used after the investigation to track any
recommendations that have been made in relation to the complaint.

Logging In

Open https://training.nims.ie

v NIMS

National Incident Management System

Please enter your user information.

Client ID [NIMS_uaT %]

User1D | |

Passwcrdl |

Log In to NIMS Training

2. Enter your User ID & Password and click Log in to NIMS Training
you're brought to the My NIMS Homepage

Note: The URL for the live environment is https://www.nims.ie.



https://training.nims.ie/�
https://www.nims.ie/�

Step 1: Create Record of Complaint

In the NIMS Complaints Module a Complaint is referred to as an Occurrence.
On the left-hand menu click Occurrences

A list of Occurrences is displayed (double-click on one to open an existing Occurrence)

File Edit View Favorites Tools Help
%z @comert ~ M Select
* Favorites NIMS Training - National Incident Ma...

¥ Occurrences

""_"'"’ binerets | Fc - Al Formal Complaints Sl fenh
Incident Manager | = J e L e
Covernge equals Formal Complaint
00001622 & Patient Hilton, Aife Open  Letter Open 08/05/2015
00001624 1L M. Owen-Ore Milton, Asife Open  Letter Formal Complaints Closed 31/07/2018
0o001625 Ms LN, Owen-Two Hilton, Aoife Open  Letter Pormal Complaints Closed FResponse within 30 days  30/01/2015
00001627 Mr. UM, Owen-Three Hilton, Aoife Open  Letter Closed Response within 30 days  26/02/2014
09001630 Hr. U, H. Gwen-Four Hilton, Acife Open  Website Formal Complaints Open 02/10/2018
00001631 4 Service USer Hilton, Aoife Open  Letter Open 02/10/201%
00001656 0 Kiersey Ore, Trainee Open  Letter Formal Complaints Closed 20/10/2015
00001667 Mchiamara, Fiona Thirteen, Trainee  (Open  Letter Formal Complaints Closed Response cutside 30 days 21/10/2015
0001668 White, Sinesd Eleven, Tramee  Open  Letter Formal Complaints Open 21/10/2015
00001669 Hilton, Acife Fourteen, Trainee  Open Telephone Formal Complaints Open 20/10/2015
19001670 shern £ Open  Letter Formal Complaints Open 20/16/2015
00001671 Mann, Elesnor Open  Letter Farmal Complaints Open 20/10/2018
10008672 O'Bren, Mary Open  Letter Formal Complaints Closed Withdrawn 18/10/2015
00001673 connefian, esther Open  Letter Formal Complaints Closed Response cutside 30 days 20/10/2015
000016 Okeee, Nors Ten, Trainee Open  Letter | Farmal Complaints Open 20/16/2015
00001675 Ggamry Twelve, Tramee  Open  Letter \ Formal Comalaints Open 20/10/2018
00001676 Sesame Ffteen, Trainee  Open  Letter Formal Complaints Open 01/10/2015
00001678 Oheetfe, Nora Ten, Trainee Open  Letter Faemal Complaints Open 20/10/2015
; , 0ol s8items selected

25/08/201%
07/04/2018
06/02/2015
28/02/2014
05/10/2018

09/10/2015
27/10/2015
28/10/2015
2871072018
27/10/2018
27/10/2015
27/10/2018
22102018
27/01/2018
27/10/201%
27/10/2018
08/10/201%
27/10/2015

14 [Page(2iof| b M

1. Click the button New Occurrence.

%8 NIMS Training - National Incident Management System - Windows Intermet Explorer 1 i 1 ;

. w'E. https://

& ;:‘f X G

g.nims.e/L

Bing

File Edit View Favorites Tools

x "“.-.Cpnven + Eseleat

Help

1.4 Favorites NIMS Training - Mational Incident Ma...

# Occurrences

My NIMS Homezage " I ——— v | g% | Clearal Search Bl |
R (___Fc - Al Formal Complaints_ J 68 [cmea || sewsh || Hanagevims D |
Tasks Covernge equals Formal Complant |
Locations —

w Occumences

“omplainant Name aint Format | Feedback Type
00001622 & Patient Milton, Acife Open  Letter Open 08/09/2015 joazos |
00001624 U. M. Owen-One Hilton, Acife Open Letter Formal Complaints Closed 31/07/2015 07/08/2018
00001625 Ms U.H. Owen-Two Milton, Acife Open  Letter Formal Complaints Closed Response within 30 days  30/01/2015 06/02/2015
00001627 Mr. LN, Cwen-Three Hilton, Anife Open Letter Closed Response within 30 days  26/02/2014 28/02/2014
00001630 Mr. U, N. Owen-Four Milton, Aoife Open  Website Formal Complaints Open 02/10/2015 05/10/201%
00001631 & Service USer Milton, Aoife Open  Letter Open 02/10/2015 09/10/2015
§ 00001666 O Kiersey One, Trainee Open  Letter Formal Complaints Closed 20/10/2015 27/10/2015
00002667 Mchiamara, Fiona Thirteen, Trainee | Open Letter Formal Complaints Closed Response outside 30 days 21/10/2015 28/10/2015
00001668 White, Sinead Eleven, Tranee  Open  Letter Formal Complaints Open 21/10/2015 28/10/2015
00001669 Hilton, Acife Fourteen, Trainee  Open Telephone Formal Complaints Open 20/10/201% 27/10/2018
00001670 shern £ Open  Letter Formal Complaints Open 20/10/2018 2/10/2015
00001671 Mann, Elesncr Open Letter Formal Complaints Open 20/10/2015 27/10/2015
00001672 O'Bnen, Mary Open  Letter Formal Complaints Closed withdrawn 15/10/2018 22/10/201%
00002673 connellan, esther Open Letter Formal Complaints Closed Response cutside 30 days 20/10/2015 27/01/2018
00002674 O'keeffe, Nora Ten, Trainee Open  Letter Formal Complaints Open 20/10/2015 27/10/2015
00001675 Ggarry Twelve, Tranee Open Letter \ Formal Comgplaints Open 20/10/2015 27/10/2018
00001676 Sesame Fiteen, Trainee  Open  Letter Formal Complaints Open 01/10/2015 08/10/2015
00001678 O'keeffe, Nora Ten, Trainee Open Letter Formal Complaints Open 20/10/201% 27/10/2018 1
: il
; , 0ol s58items selected i 4| Page1jof3|» M|
S -



2. You are prompted to select the Coverage

[~} Create a New Occurrence

Please enter the required information below so the system can select the appropriate Occurrence form.

Occurrence Number: | *AUTO-GENERATE® |

Coverage: ‘Formal Complaint| |v‘

| oK J | Cancel |

3. Select ‘Formal Complaint’ and click OK - a blank ‘Complaint General Details’ Occurrence screen appears:

# NIMS Training - National Incident Management System - Winaows Intemet Explorer - ' T i)
@()"”Z] hittps,//training nims.ie/Enterprise/default cmidx - & | 4 l Bing Pl
File Edit View Favorites Tools Help
X Romwert + MSelect
L Favontes MNIMS Training - National Incident Ma...

STARS Enterprise

| ;
? ) oceurrence - (*AUTO-GENERATE®)

My NIMS Homes: 2
¥ umesage Complaint G T Jils SmumOocurrenca k] M = M w8 8 B
Tncdent Manager a3
Pages 4 (g Complaint Belails
Tasks
e Camplamt General Details Date ‘;nmpm:; [oafos/201s B Report Date: |05/0s/2016 =
Camplaant Fallow-up Eico
Oecurrences
Complsint Reviews Location: | Azute Peychiatric Unit HIWAH v |
@ Occurrence - :
{*auTo- Compiaint Summary: |Lack of respest, hvgiens issues, focd, lost property
GENFRATE®) |
Complaint Format: |Letter ¥ | Feedback Type: |Farmal Complaints | >
Detals entered separately -
as incident?: L
§ &/ Patienl [ Service User
Service User Mame Service User Phane/e

|Bleggs, 3 /e | shinggagemail.ic
(Sumame, Firsty: |00 mail: 172228
Service User Cuntact | The House
Detaila: | The will
The Tewn
|The County

Hospital Mumber: | Date of Birth.: | fiE |

Service User's Concent?; | Vet || complaint Age Group: i.m::.n;

& Complainant Tnlarmation (il not the Palical | Service Bser) \

Compéamnant Name Compainant Phane/e
(Surname, First): | mail: |

Enter the complaint details (at minimum):

Date Complaint received

Report Date (defaults to today, edit if necessary)
Location - How to lookup a location

o T o bk

fral
Use the lookup: if you click on the magnifying glass ¢ . A search screen appears. Within this there are two

[
difference ways to use this, either the Search screen OR Tree-View.
ALWAYS use Tree-View.
. Click on Tree View and you can look through the location hierarchy to find your location.



d.

e.

f.

Location Search

Search | Tree View

Marsh Chent Technologies

Show All = || Show Name = || Sort By Name

13

] § 57

i oy av

Gouldavober Dooradayle
D Conmell 53

0 Connell 5t Limerick

3 £ acute Parchiatne Wnit HWRH

Complaint Format

-

= |

d

B
i |
) Cow
-
B )

Acute Peychiatne Unit.
ddminestrabion Degt.
Ar Theragy Deot
Catering Area.
Consultaton Area
mealing Dept
Lisizon Pgychaatry Dept.

Hursing Deat.

Cancel
-

Complaint Format

Comment

E-mail

Emails to your local complaints
email account. yoursay@hse.ie,
infolinel@hse.ie

Face-to-face

Fax

Letter

Other Written

Telephone

Website

Feedback Type

Feedback Types

Comment

Audit

DO NOT USE

Comments/Suggestions

Formal Complaints

Locally resolved Complaints

Parliamentary Questions

DO NOT USE - Do not enter here

Positive Feedback

Public Representations

Review existing complaint

DO NOT USE —there is a
separate Review Section

Either Service user name OR Complainant name



mailto:yoursay@hse.ie�
mailto:infoline1@hse.ie�

o 9 o wu

[g]

%% NIMS Training - National Incident Management Sy s Inter - '

@i;é&'mhups Jtraining nims.e/ -5 :‘f A
Fil:—Edif Tew Favorites _‘I'oclls Help
x ‘ﬁ.(_orwen + Eseleat
1.4 Favorites NIMS Training - National Incident Ma...

STARS Enterprise

| }
9 £ occurrence - (*AUTO-GENERATE*)

NIMS Homepage - -
i Complaint General Details | [ saeomarenceld % - 1 W o o2 B oo
Incident Marager -
Fages 9 \a complaint Details Save changes to Occurrence
Locations OBk G vl Date Complaint [ 552016 Report Date: |05/05/2016 [
Complaant Follow-up =
Complasnt Reviews Location: |
@ Ocourrence - L
(~auTo- Complaint Summary: | Lack of respect, hygrene issues, food, lost property
GENERATE") 1
L — — -
Complaint Format; |Letier ¥ | Feedback Type: |Formal Compluints -
Detads entered separately | —
s incident?: |
§ ‘& Patient [ Service User
Service User Hame [ ) Service User Phonefe- (oo i
(Surname, First): | J mail: |
Service User Contact | The House
Details: | The Hill
The Town
|The County
Hesptsl Number: Date of Birth.: | G2l
Service User's Congent?: | e £ || Complaint Age Group: | Adult |
& Complainant Information (if not the Patient / Service User) \
Complanant Name Complainant Phone/e-
(Surname, First): | mail: L
Complainant Contact

Details:

After you have entered all available details, click Save Occurence.
You will now see additional options:

Claims/Incidents

Notes

Files



@ NIMS Training - National Incident Management System - Windows Internet Explorer
@i Eia_ﬁlg hittps://tra
-Fil: Edit ’\fiew Favorites
x "“.-.Cpnven + Eseleat
1.4 Favorites NIMS Training - National Incident Ma...

g.nims.ie/E

Tools Help

L7 STARS Enterprise
-

9 # occurrence - (00001941)

NIMS Homegage )
i Complaint General Details | [ Save Ocourmence e WS i Bl 20k i 1 Mo i |
Incident Manager -
Pages Bloggs, 1 |
Locaticns o Complaint Details
amplaant Follow-up
om:l'nl Rg.u:w: Date Complaint (o nemnis Report Date: | 05/05/2016 [
w Occurrence - = L} g
s Twims/Incidents
(00001941} Location: | Acute Psychiatric Unit MwaN .| £
Hotes. L e - i =l
Complaint Summary: | Lack of respect, hygiene issues, food, lost property
L
Complaint Format: |Letter * | Feedback Type: |Formal Compilpints w
Detads entered seperately ™ »
§ as incident?: L
& Patient [ Service User
Service User Name Service User Phone/e-
(B = b & L
(Sumame, First]: 20" mail; ZREEEETATE
Service User Contact | The House
Details: | The Hill
The Town |
|The County
Hospitsl Mumber: Date of Birth.: o]
Service User's Congent?: | Yes \ | complaing Age Group: | |
‘& Complainant Information (if not the Patient / Service User)
Complamnant Name Complainant Phone/e-
(Surname, First): | L mail: L =1

‘ Note: Once you click Save additional items become available. Including Claims/Incidents.

Step 2: Create Record of Issues

This shows all the issues on a complaint.

1. Click on Claims/Incidents on the small left-hand menu

% NIMS Training - National Incident Management System - Windows Intermet Explorer
@i Eia_ﬁlg https//
-Fil: Edit ’\fiew Favorites
x "“.-.Cpnven + Eseleat
1.4 Favorites NIMS Training - National Incident Ma...

g.nims.ie/En

)

Tools Help

STARS Enterprise

| }
9 # occurrence - (00001941)

NIMS Homepage )
i Complaint General Details | [ Save Ocourmence e WS i Bl 20k i 1 Mo i |
Incident Manager -
Fages 9| Bloggs, 3 |
Complaint General Details

Locations o Complaint Details
Complant Follow-up

Dccumrences N ° Date Complaint

o | o4r0s/2016 Report Date: | 05/05/2016 =

- CUrrence - !
1)
(00001941} Location: | Acute Psychiatric Unit MwaN .| £
Complaint Summary: | Lack of respect, hygiene issues, food, lost property
1
Complaint Format: |Letter * | Feedback Type: |Formal Complaints w
Detads entered seperately | »
§ a8 inpident?: L
‘& Patient [ Service User
Service User Hame Service User Phone/e-
(B = b & L
(Sumname, First])s [0 mail; ZREEEETATE
Service User C: The House
Details: | The Hill
The Town |
|The County
Hospital Number: Date of Birth.: o]
Service User's Congent?: | Yes \ | Complaint Age Group: |Adult >
‘& Complainant Information (if not the Patient / Service User)
Complamnant Name Complainant Phone/e-
(Surname, First): L — mail: L .




The list of issues appears (this is blank in a new complaint)
Click _"| then _"| New Incident.

g R £ g g 8 e o g —

9\:‘)’_’_..’“!95 1 nims.ie/Ente fault x -5 -‘1“/'\ Bing B -

File Edit View Favorites Tools Help

@coment v [ Select

¢ Favorites - Nlusm ning -.. X (&) New Tab

- 9 occurrence - (00001941)

My NIMS Homepage

Claims/ Incidents = L~ Te pcomy . U o
Incident Manager
LS Pages 89| s compiant Issues = || Cloar &l Search Hanage Views
Locations 2. vt h - ort] o STAR g = Sp— .

Occurrences

Lead Claien | Record Mumber | lssue Status | Brief Summary of the Inodent | Complast Officer | lssue Pillar | Where (Hoerarchy)

You are asked to confirm the incident is ‘Formal Complaint’ coverage.

-4 Create a New Incident

Please enter the required information below so the system can select the appropriate Incident form.

Record Number: | *AUTO-GENERATE®

Coverage: | Formal Complaint v
oK | Cancel |

Click OK.
a blank Incident screen appears:

Auto-populated Fields

On creating the Issue, if Complaint Officer is blank, the system fills this as the current user.
On creating the Issue the Issue Status is “Open”.
On creating the Issue the Examination Target Date is set to today’s date + 14 days (10 week days)

Dependant Fields These are fields where changing the first one will change the available values in the second)

d.

bl

O T o

Issue Pillar = Issue Type =2 Issue Sub Type (details in Appendix 2)
Pathway = Pathway Description
Category of Complaint = Sub Category A

Enter at least the minimum details:

Issue location (mandatory)

Issue Details

You must also categorise the issue using the various options.



Mandatory fields are highlighted below

5.

&# NIMS Training - National Incident Management System - Windows Internet Explorer (0 i S s lschi=lk & -

@VC)..IE hittps://training nims.ie/

File Edit View Favorites Tools Help
% ®icomvert v [DSelect
L. Favorites |85 - E]N]MS Training - .. X &3 New Tab

STARS Enterprise

My NIMS Homepage
Incident Manager
Tasks

Locaticns
Occurmences

Occurrence -
{00001941)

0 Incdent -
{16137979)

P

Incident - (16137979)

Complaint Issue q b savelnoderthd b9 = (1 "7 ed B w fooel g
Fages 9 Bloges, 3 -
Complaint Issue —
Complant Detads
Becords :n Occurrence Complaint Officer: |User 10, Test v Seventy Rabng: Neghgible P
Motes Date Complaint Received.; |04/05/2016 [ Likoelhood: | 3. Possibie o
e Impact Score:
Fies

Issue Due Date: [3]]  tssue Complete Date: i3

Issue Status: |Open |86 Issue Resoluton: »

Issue Details

ssue Location: | Acute Peychistng Unit. mF

Issue Details: | Staff member did not introduce herself

Pathway: |Fathway & (Statutory) w Pathway Descrnpban: -
Issue Pilpr: | Communication & Informaticn w
tssue Type: | Communication sialis v tasue Sub-type: | Sta not introducing themselves and letting patients know the| w
HIQA standard: | 1. Person-Centred Care and Support .

Profession: ¥
dlick the magnifing glass in the top right to select

Ares of Resoorsbiltv: Recorting Grous: .

BEIDICEEEED

Click =% Save and Close.
The issue is saved and appears as the first issue

S
@@E https.//training nimsi

&% NIMS Training - National Incident Management System - Windows Intemet Explorer o - Sl
Enterprice,/default.cmdx - 3 | 4| X ﬂ \=| Bing L~
Toals Help

File Edit View Favorites

X Romwert + BSelect

L Favontes

My NIMS Humesage

Incident Mansger

Tasks

Locaticns

Decurrences

e Occurrence -

{oooosaly

Incdent -
{18137070)
Tnesdunt -
{16137360)
Incdent -
[161374961)
Incident
{16137902)
Incdent -
[16137983)
Inedent
(16137984)

Incdent -
(16137365}

@ # Occurrence - (00001941)

2 - [R] NS Training - . X @3 New Tab

Claims/ Incidants a b

L e B R R

Pages 9| ai complaint Tssues = || clearal || Search || Manage views 2 | ||

e Hasnt Gi Dhetanil:
P P (STARS Chert includes ary Marsh Chent Technotugees, [Cruss Client] or STARS Client s nul) and OccurrencelD equsis (0001841

Complant Follow-up
Complaint Reviews

Clasrea/Tncidents

tssue Pillar
Maotes
s 37979 Upen steff member did not introduce herses User 10, Test Communication B Infermation Acute Peychistric Unit.
| 16337980 Open ot spoken to with concem or respect during appointments User 10, Test Dignity and Respect Acute Psychiatric Unit MWR}
| 16137591 Upen ared sround bed not clean User 10, Test Safe b Cffective Care Azute Psychistric Unit MwRy | |
| 16137982 Open Mo s28p in bathroom Wser 10, Test Sefe o Effective Care Acute Prychistric Unit MWl | |
L] 162137593 Upen radistor didnt work Wser 10, Test Safe b Cffective Care Acute Psychiatric Unit MWRY
1
L 16237984 Open ot offered options for distary requirements. whest aliergy Alexander, Marie  Improving Heslth Catering Ares 1
1
= HEETET Upen lost dentures User 10, Test safe b Cffective Care azute Psychistric Unit MwRI |
|
0 of O items selected 4 [Page (1ot r b

"AAEROICIEIEE

Note: an issue can be opened from here by double-clicking on it. The issues above can be viewed in Appendix 1.

10



Note: Lead Claim can be ignored. This is not relevant to complaints/issues.

6. Repeat this to add additional issues

&% NIMS Training - National Incident Management System - Windows Internet Explorer - - . - [T x|
QI\ jl'l hitpsy//training nims.ie/Entamise/default.emdx - Bl&lx | = ing P -
File Edit View Favorites Tools Help

X ®comert » BSelect

[ Favorites |22+ [] NIMS Training - - @3 New Tab

- ? P Incident - (*AUTO-GENERATE®)
My NIMS Homepar ge "

Complaint Tssue L Save Tnedent |} [ e
Inadent Hanager

Pages 9 iamg;:. 3

Comipiant Tssisn

Complaant Details

O Complairn Officer der, M. Bl =
currence . |
- p—
(001541 Dake Complaint Received.; |B4/05/2016 & =
Incdent -
{16137979)
Tnodent - Im| [m
(16137980}
Cpes - -
Incdent -
[18137981)
Inadent
(1e137902) [« ng Al =
Indot ot offersd coticns for dietary requinements. wheat allergy
Pathway: v Pathvway Description
Issue Fillpr: |IMpraving Health
lesut Type Catermy 1ssue Sub-type: Coetary requirements not met »

Higa standard: |4 Belter Health and Wellbeing

bt e e

click the magnifing glass in the tep right to sefect

‘I@ ” e laﬂ @ | = |1z ;'lxs i| o |

‘ Note: By default the first issue is deemed the ‘lead claim’. This is not relevant to Complaints, but cannot be hidden.

Step 3: Update Record of Complaint

Complaint Follow-up screen
Mandatory Fields

° Complaint Status (default is Open)

Auto-populated Fields

° On creating the Occurrence, if Date Acknowledgement Due is blank, the system fills this as Date Complaint
Received + 7 days (5 week days).

. On creating the Occurrence, if Date Response Due is blank, the system fills this as Date Complaint Received + 42
days (30 week days).

° On creating the Occurrence, if Complaint Officer is blank, the system fills this as the current user.

° On creating the Occurrence, the Complaint status is “Open”

. Number of issues. This is auto-calculated.

. On changing the Complaint Status to “Closed”, if Complaint Close Date is blank, it is set to today. The weekdays
to close (incl bank holiday) is filled. This is a count of the number of weekdays between the Complaint Received
Date and the Complaint Closed Date. It is NOT aware of bank holidays.
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%% NIMS Training - National Incident Management System - Windouws Intemet Explorer : o |

v 'i!‘r')ﬂ.l.i Bing F=le
= —

File Edit View Favorites Tools Help
X Fomwert + BSelect

L.¢ Favorites | o @] HSEie - Complaints Stats .. €] LogIn

23+ |[A] NIMS Training - . % | @3 Complaints Stats To.. | &3 New Tab

My NIMS Momepage

9 L Occurrence - (00001941)

complaint Follow-up | [+ SoveOoourrencele] [ 2 0 Vol o S M o~ e |
Incident Manager e
z Pages 9 bloggs,
) Complasnt General Details
Location. & Complaint Fullow-up
e Compleant Follow-up
Ocaurres
Compluint Reviews Comalaint Officer: |User 10, Test ¥|  Seventy Rating: [Minor [
@ Occurrence -
vy Tncidents Date Complent Recewed: 04/05/2016 Humber of imodents: 7
O Inedent Notes
(TAUTO- Files
GENERATER) Complaint Investigation Lifecytle
@ Occurrence -
. Date Acknowledgement | o . Date Acknowledgement oo
05/05/2016 a| . 10/05/2016 [
GENERATE=} § Due: ;.-1 Sent: ﬁ
: Tumber of Delayed
int: | 20/06/2016 1 .00
I Update to Complaint: | 201 o] Letters:
Date Respurse Due; | 18/07/2016 ) Date Respunse Senl: | 22/07/2018 [ia]
Complaint Stanus: | Clozed »|  oate Complnine Closed: | 26/08/2018 o
- Weekdays to close (inel. [
[= Haint Cuts t | Rt ] tside 30 d » w200
senginint Cuteome: | Aevacre outside 30 days | il
Complaint Conclusion
Complaint Resalution: g PRy ‘“kh‘n |
Complaint Upheld: v
i v

2K

Step 4: Update Record of Issues

You can select the issue to update from Claims/Incidents. Double click to open,

&% NIMSE Traming - Mational Incdent Management System - Windows Internet Explorer o — -

'-“Z] httpe://fraining nims.ie,

File Edit View Favorites Tools Help
x  ®icomert v [ Select

| Favarites | .5 | HSEie - Complaints Stats .. 82 |LogIn

22 - [K]NIMS Training - .. % | @ Complaints Stats To.. €3 New Tab

9 £ Oceurrence - (00001941)

My M - -
Al Clalms/ q b seveoccurenceld W 2 1 Y ow ow & M L @
neident Manager
Tasks Pages 2w | il Complaint ssues v | Clescall || search || mManage views S |
Loeations Comgluint General Details |(STARS Client includes any Marsh Client Technalngies, [Cross Client] ar STARS Client is null) and QccurrencelD equnls 00001941 I
Complamt Follow-up
Complaint Reviews
o Occurrence -
(00003343) Cinims/Tncients A
© Incident Motes
s 16137978 Qpen Staff member &id not introduce herself User 10, Test Commuriication & Information Acute Paychistrc Unit.
{"AUTO- Files
GENERATE®} 3 16137980 Open not speken to with concem or respect during appointments User 10, Test Digrity and Respect Acute Psychintric Lnit MWRH
@ Ocourence [ 16137981 Open aren arcaird hed not dean User 10, Test Safe & Efective Care Acute Psychintric Lnit HWRH
[r:r:.::a-ﬁ'; . [ 16137982 Closed Mo snap in bathrosm User 10, Test Safe & Efective Care Acute Prychintric Unit My
2 16137953 eaduatar difnt wark Uewr 10, Teut Sale & FHlection Carm Acute Peychuatrc Unik MR
g S
=" 16137984, Ciosed ‘ot obtered cptions for distary requirements, wheat allergy. Aleaander, Mane  Improvp Health Calerng Area. ]
—
Led 16137985 Choved fost dentures User 10, Test Safe &k EMective Care Acute Peychiatne Umt MWRH |
¢l vl
1 0f 7 items selected 14 4| Page | 1jaf1|» » ]
. .

You can make any changes in the non auto populated fields, including changing the complaints officer assigned this
incident (issue)
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@ NIMS Training - National Incident Management System - Windows Internet Explorer

o~
@ b @ https://training.nims.ie/Enterpr

o
L

FICEE

File Edit View Favorites Tools Help
x  ®iconvert ~ [ Select
L. Favorites | | @] HSEie - Complaints Stats .. 4 |LogIn

E NIMS Training - National Incident Ma...

STARS Enterprise Help About My Profile
| - .
9 Incident - (16137984)

NIMS Homepage - . =
i i Complaint Issue 4 SavelInadent k) 1§ S g ad [ b o O
Incident Manager 2
ok Pages a Bloggs, 1 M
i
e Complaint Issue ese
i Complaint Details
Records in Occurrence I(amp-atnl Officer: | Alexander, Marie vI Seventy Rating: | Moderate e
@ Occurrence -
(00001941) Motes Date Complaint Received.: | 04/05/2016 o] Likelihood: | 3. Possible |
© Incident - Tuels Impact Score: 9.00
(*auto- Files
GENERATE™) Tesige. DUE|Date:| Issue Complete Date: | )
w Incident - Issue Status: | Closed | ‘ Issue Resolution: | Recommendations made |
(16137984) =
@ Occurrence - 8 Issue Details
{*auTO- 8 |
GENERATE™) Tssue Location: | Catenng Area. [ ‘,
Issue Details: [not offered options for dietary requirements. whest allergy L
Pathway: | |2 Pathway Description:
Issue Pillar: | Improving Health | \
Issue Type: | Catering | Issue Sub-type: | Dietary requirements not met ¥
HIQA standard: | 4. Better Health and Wellbeing >
Profession: | e
« 5 .

Note: Ensure all issues are ‘Closed’ before closing the Complaint. The system will not stop you from setting the
Complaint Status to “Close” even if there are individual issues with an Issue Status of “Open”.

Step 5: Create Record of Recommendations
Recommendation details can be added to NIMS. Tasks are added to the Incidents (Issues).

There are no required fields in the Recommendations Record.

Creating a Recommendation (Task)
1. Open the Incident (issue)
2. Click on Tasks

&% NIMS Traiming - Mational Incdent Management System - Windows Internet Explorer - o —— l*= IEJEE
S E
File Edit View Favorites Tooks Help
x  &comert = M Select

A I = ging L -

ning.nims.ie,/F!

K

1. Favorites | 7.5 & | HSEie - Complaints Stats .. & |LogIn

E NIMS Training - National Incident Ma_

9 occurrence - (00001941)

My NIMS Homepage

Clalms/Incldents o saveoccurenceld W 2 1 " e o & B v |
Incident Manager 1
S Peoss D@ | i complaint tssues v || Clesrall || sescch || mansge views© |
1 |
o ral Details
Lneatians Compleint Guneral Deta s nt includes any Marsh Client Technalogies, [Crass Client] ar STARS Client is null) and QerumrencelD equals Q0001941 I
Complnint Fallow-up
Orsurrences
Complaint Reviews |
@ Decurrence
(00003343) Claims/Incidents
O incident - Hotes "

s ¥ 16137978 Staff member did net introduce herself User 10, Test Communication t Infoemation Acute Peychiatric Unit
(AUTD- Files L |
GENERATE®) = 16137980 not spoken to with concem or respect during appointments User 10, Test Dignity 8nd Resoect Acute Paychistric Unit MW |
Incident - = 16137961 Aren sround bed not clean User 10, Test Safe 8 CHective Care Acute Psychistric Unit MWRI |
Aan1323ws] 16137982 Ho snap in hathroam User 10, Test Safe & Effective Care Acute Poychintric Unit Mk

o ?_‘:‘“;::’“ = @ [ 16137983 radiatar didnt wark User 10, Test Safe & Effective Care Arute Paychintrie Linit MYk
GENERATE") - o IO Tor SETATY FPUITEMENES. g THane  Improang TATenng Aren:
- -
16137985 CThoved fost dentures User 10, Test Sate & Eective Care Acute Peychiatne Ut HWRI
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&% NIMS Traiming - Mational Incdent Management System - Windows Internet Exploter - -

|EI httpe/ ftraining nims.ie, prize/defaultemedx - g

File Edit View Favorites Tools Help

x  ®icomert v [ Select

[ Favarites | .5 2| HSEie - Complaints Stats .. €2 |LogIn

[] NIMS Training - National Incident Ma

My NIMS Homepsge
Incident Manager
Taslkes

Lozatiens Tssue

9 & Incldent - (161373984)
Complaint Issue d [ savelncdentld 1§ 3 0 T e b w o boel g

Pages [ ] Bleggs, 1 -
Complaint Issue

e Complamt Detars

@ Occurmence - =
(D0001541) 3 Date Complaint Aeceived.: | 04/05/2016 = Uikelihoed: |3. Possible |

Records in Dccurrence Complaink Officer: | Alexander, Mane it Severity Rating: |Moderste |

Tmpact Scoe: 9.0

GENERATE®} Tasue Dur Date: o Issue Complete Date: | ]

W Incident Tssue Stanss: | Closed | Issue Resalution: |Recommendations made |
{163a7984)

Issue Delails.

00000

(=auTo-
GENERATE) Tssue Location: | Caterng Area >|¢

Issue Details: | not offered options for dietary requirements. wheat allergy

Pathuwny: | Pathway Description:
Issue Fillar: | Imuroving Health ||
Issue Type: | Caterng | issue Sub-type: |Dvelary requrements not met |2,
HIQA standerd: | 4. Belter Health and Wellbeng |2
Professon: s

3. Click on the New Task button.

Tasks b save Incident | L3 rj; i Y @ [k L=] h

e

Pages 9 W Al 'J! Clear All || Search || Manage Views S |

1}
Complaint Issue |A” Records |

Complaint Details

Records in Occurrence

Iser

Contacts

I > | ]
Title | Priority | Assigned By/To | Target Date Closed Date ) 5 : Category | Create

Notes
Tasks
Files

you are asked to select a Task type.

Please enter the required information below so the system can select the appropriate Task form.

Tesk Template: [Formal Complaint Issue Recommedation| |~

{ OK I l Cancel ]

4, Select “Formal Complaint Issue Recommendation” and click OK.
A blank Complaint Recommendation screen appears.
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&* NIMS Training - National Incident Management System - Windows Internet Explorer — . — —t

@6. hittps://training.nims.ie/Enterprise/defaultemdx

- @ Xl

File Edit View Favorites Tools Help
% ®icomvert + [fSelect
[ Favorites | 5 %3] HSEie - Complaints Stats . €2 Log In

E INIMS Training - National Incident Ma_

STARS Enterprise

Help About My Profle  Logout

-

Task - Complaint Recommendation
My NIM: —
¥ NIMS Homepage e ———— Qui:
Incident Marager
» Attached to: 16137984
Locaticns Recommendation
et Recommendation Cwner: | Acife Hilton

Occurrence -

(00001941} Due Date: | 30/08/2014
Incident - Status: |On Hold
(16137964)

W Task - Complain Completed By:

Recommendatios
Title: Compisint Recommendation

Description:

Recommendaton
Accepted
Accepted/Rejected?: o

Recommendastion Implemanted
Outcome:

5. Enter the details and click Save Task.

o » MoKID o ®. &

Task Template: Formal Complant Issue Recommendation

assgned To: | Catering Manager

Recommendation Close
Date:

5 Detads: |Recommendation: Review policy on catering for patients with destary reguirements

Bequired Acton |Policy siready under review, issue addressed in draft - recommendation on hold wntil Policy approved.

6. Once saved, notes can be added to the Issue Recommendation.

Step 6: Close Record of Issues

NOTE: Each issue recorded must be closed before closing the complaint record.

Step 7: Close Record of Complaint

1. Check each Incident/Issue is closed and a selection has been made from the ‘Issue Resolution’ field.

Issue Resolution

Comment

Dealt with Informally

Documentation Update

USE RECOMMENDATIONS
MADE

Insurance Claim

DO NOT USE

No Action

No Recommendation

Not substantiated

Not Upheld

Partially Upheld

Process update

USE RECOMMENDATIONS
MADE

Recommendations made

Resolved through Mediation

Retraining USE RECOMMENDATIONS
MADE
Reworked DO NOT USE

15



Transfer to Risk Register

USE RECOMMENDATIONS
MADE

Upheld

Vexatious Complaint

Withdrawn

2. To close a complaint go to the Compliant Follow-up screen and

a. Change the Complaint Status to ‘Closed’.
b. Add a Complaint Outcome.

Complaint Outcome

Comment

Anonymous Complaint

Excluded under Health Act 2004

Dealt with informally

Withdrawn

Response within 30 days

This will be most common field

Response outside 30 days

This will be most common field

3. Show how the complaint was resolved

Complaint Resolution

Insurance Claim

DO NOT USE

No Recommendation

Not Upheld

Recommendations made

Resolved through Mediation

Vexatious Complaint

Withdrawn

Documentation Update USE RECOMMENDATIONS MADE
No Action

Process update USE RECOMMENDATIONS MADE
Retraining USE RECOMMENDATIONS MADE
Reworked DO NOT USE

Transfer to Risk Register

USE RECOMMENDATIONS MADE

Dealt with Informally

Vexatious Complaint

Withdrawn

Click Save.
Mandatory Fields

. Status (defaults to Open)
° Title (defaults to Complaint Recommendation)

Auto-populated Fields

L none
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Step 8: Internal Review

Currently (May 2016) there is no way for a Complaints Manager to assign a review to a Review Officer through the
system. The Review Officer will have access to all complaints in their location and will be given the relevant
Occurrence Number. Details regarding the Review Officer should be added to notes and the Review Investigation
Report should be uploaded to Files.

&% NIMS Traiming - National Incident Management System - Windows Internet Explorer —— - - l: = !'5II gﬂ
Lo - ra—
Q\. Jll https://training nimaie/ Fntemprise/defaultomdy - i 4 X Ring 2o

File Edit View Favortes Tools Help
® ®comert * FSelect

L. Favonites | |- ¥ HSEie - Complaints Stats.. & |Login

]Z‘ INIMS Training - National Incident Ma...

STARS Enterprise Help  Ahout My Profile  Logeut
¥ F occurrence - (00001941)

My NIMS Homepage

Complaint Reviews L save Uecurrence kel 1H Voo &ML o |

Fages 9 B8leggs, 1

Incident Manager

Tasks
. Complaint Genersl Details
Locaticns & Internal Review
Camplaint Follow-up
Oceusrences

Internal Rev = ntermsl Review Sent
Compheint Reviews Intermal Review [ 010812016 = Internal Review Sent [, 4 r08/2016 @l
W Occurrence Reguested?; = Cate: =
(Ca0O1941) Clsims/incidents -
Internal Review Complete
Internal Revew Outcome: | Recommendstions made . . JL0w 2016 13
Tnicdent - Tpten 4 Dt 53
16137984 Piles 1
¢ 1 - Internal feview Details: | Compleinent does not feel his sues reqarding respect snd communication were sddrassed in the investigetion and report.
Task - Complain! Rr mendabans made in Review: Adddsanal/Rebresher brasing foe stall commurncatng with pateents

Recommendabion
3 -

o HSE Review

HEE Rieview Requested?: [7%| HaE Review sent oate: =l
HEE Review Camplete
HSE Revimw Dulcame: - 18
- Oate Llris B3
HSE Review Details:
& Ombudsman Review
Cmbudsman Review N Ombudsman Review Sent = .

After a complaint is closed it may be reviewed. Select “Complaints Review” in “Occurance” to record the details that
can be captured for the reviews.

There are currently no rules on the system regarding the filling of any of these fields. i.e. you can fill any of these at
any time.

These have no effect on the Complaint Status. i.e. the complaint remains closed while a review is happening.

Relevent documentation to the Files section by the Review Officer
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0 ..
9 # oceurrence - (00001632)

My NIMS Homegage —
i Complaint Reviews <] [ Save Occarrance b b [ T RTINS SN e
Incident Mansger 2
Pages
T £l test userd
Complaint General Detais
Locations B & Internal Review
SR Internal Review ] Internal Review Sent [
w Octurrence - 1 Requested?: 13) Date: 1
(00002632) 1 "
It ; Iriternal Review Complete
s tnternal Review Outcome: B P E
L}
ELi o) Internal Review Details:

& MSE Review

1l HSE Review Requested?: [5]| Hsk Review Sent Date: [
i HSE Review Outcome: ] S Ruviem c°"';’:: [

HSE Review Details:

& Ombudsman Review

Ombudsman Review = Ombudsman Review Sert
Requested?: l'—:l Dite: L @

Ombudsman Review Ombudsman Review
X, . o

Outcome: L Compiete Date:

Ombudsman Review
Details:

Hiow -

Note:
The Save button ki will save the current details and leave the screen open.

The Save and Close button EFwil save the current details and close the current screen.

Attachments: Files and Notes

Files screen
Files can be attached to the Complaint Record / Occurrence. For example this allows scanned copies of the complaint
to be loaded into NIMS. Other examples of files that can be uploaded are:

. Complaint Investigation Final Report

° Action Plans for Implementing Recommendations
. Associated emails

o Review Report

Adding Files:

1. Open Files
2. Click the @ Upload button, you are prompted to select file(s)
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%8 NIMS Training - National Incident Management System - Windows Intemet Explorer . [y
@E https://training.nims.e/Enterpriss/defaultcmdx - % I 4K I.I E=| Bing P -
File Edit View Favorites Tools Help
x 'ﬁ.(_orwen + Eseleat
E] NIMS Training - . X &2 New Tab

1 Favorites |2

STARS Enterprise
| }
9 £ occurrence - (00001941)

A Fites Jub> Swve oceurrenee el WY iz 0 Tood w Mo @
Incident Manager
Tasks
Locations
Occurmences

w Occurmence -
(00001941) Clssmg/Incidents

Pages dw

Complaint General Details

Complaant Follow-up

Complant Reviews

R Hotes

{16137975) [Files |
incdent -

(16137980)

Incdent -

(16137981)

Incident - §

(16137982

Incdent -

{16137983)

Incdent -
(16137984)

Incdent -
{16137985)

4| Page(lofd|r ¥

|xz

]

3. Select files to upload from your PC

W@ NIMS Iraimng - National Inaident Management System - Windows internet kxplorer =

A - — . wm = " SA

¥ New folder (2)
-

Organize = New folder

I b Favorites *  Name Date modified Type Size i

}s Downloads ] samplecomplaint.doc: 05, Microsaft Office
<> Recent Places = samplecomplaintdoc 05/05/2016 1402 Microsoft Office 2028 KB

B Desktop =
|

4 Libraries
" Documents
o Music u
=, Pictures
R videos

W Camratar

File name: samplecomplaintdoc ~ | All Files =

_-m——. " "

4, Select one or more files and click Open.
you can (optionally) add a Description and Category to the files

19



%% NIMS Training - National Incident Management System - Windouws Intemnet Explorer - (S=FEE
BIIRI[A] s v nimsieverprise cetautcman - & |4 [x |6 ) i
_H;e_ Lﬁlt_vlew Favorites Tools Help

e

1 Favontes |88+ IENMTmining-_ X @B NewTab

samplecomplant.duc Description | Complamt

| 1.58 M8 Categary Corresgunience | |

Select File(s) | | Attach file(s]
| attach the selected file(s).

5. Click Attach File(s).

The files are attached :
% NIMS Training - National Incident Management System - Windows Intemet Explorer E— el 50
, E https.//training nims.ie/Enterprise/ defaultemdx L % | ‘f !X u ::_' .Bmg R -

File Edit View Favorites Toals Help
% @comert v [Select
L Favorites 22 - [ K] NIMS Training - . X €3 New Tab

9 £ occurrence - (00001941)

:ir. Homepage Files Qb SmeOccurenceld B & 0 ool e B M » @
= ey ]

. Complaint General Details

Complant Follow-up BB > ax
e, Complamt Reviews -
(00001941} Clyms/Incidents Complaint | samplecomplaint User 10, Test 05/05/2016 dee Corresponderce

Incdent - Rotaw

{16137979) Files

Incdent -

(16137960)

Incdent -

(16137581)

Note: if the Description is left blank, the filename is used.

Notes

The Notes screen allows you to add notes to a Complaint or Issue or Recommendation. These automatically add the
date note added, and the user that created the note.
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Notes 4 b Description SavEO:currencEL,'C'a‘i‘égo-ry i " e bd & b o @

Pages ) Gecurrence Note | this is the description | Excerpt from an Email | * New Note | ]

Complaint General Details

) hi, this is the text of the Note.
Complaint Follow-up

) Text =
Complaint Reviews nore text here From
Claims/Incidents - ..-

o 15
Contacts Posted ;‘i Saventeen, Trainse on 22/0. 3;54:‘{3 E£dit ||| Comment ||| Delste
Notes = S
Tasks User/Date contB
y

Files

Latest Entries
Oldest Entries
Entry User

Filter To Show
Show All Notes
Occurrence Notes
Task Notes
Trans Notes

Filter By Category

L. -]
Adding a Note:

1. Open Notes
2. Click the New Note button

Save Note [ [ERIRL R s

Pages (€}

Description: | |
ot Category: | ||
Text:
H
H
H
Create User: Create Date: |22/05/2015

Enter:

Text

Description (optional)
Select Category (optional)
Click Save and Close Note.

o T o w

Dashboard, Views and Reports

Dashboards

Dashboards are unique to each Complaint Officer/User Account. By default Dashboards show the following:

. My formal complaints awaiting acknowledgement

. My formal complaints response overdue

. All open complaint issues

. All open complaint recommendations created by you
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€ NIMS Training - National Incident Management System - Windows Internet aplomm
@v “E https://training.nims.ie/Enterprise/default.cmdx A % | X J Bing P~

X ®iconvert v B select
1= @] HsEie - Complaints Stats .. €| LogIn

.1 Favorites ‘

E NIMS Training - National Incident Ma...

STARS Enterprise

9 #& My NIMS Homepage

About My Profile  Logot

w My NIMS Homepage —— -
Sample | FC - Complaints E| 2 By XK ‘
Incident Manager
Tasks FC - My Formal Ci laints iting Acknowled: FC - My Formal Complaints response overdue i
Locations
A Primary Complainant Name. | Gomplein Offcer | Status | Complait Forma Primary Complainant Name. | Compleint Offcer | Status | Complait Forma
Occurrence - 00001942 Owen U. N. User 10, Test Open Letter 00001942 Owen U. N. User 10, Test Open Letter
(00001541)
Ocecurrence -
(00001542)
. =
8
H
H
8
< | v .| | v
0 of 1 items selected 14 4|Page(1]ofL| b M|  0of iitems selected 1 4 |Page[1]of1| b |
FC - My Open Complaint Issues FC - All open Complaint Recommendations created by me
Record Number | Name of Injured Party (Sumame, First) | Date offncident [l Attached to AssignedTo | Status | Description
00001941 16137979 Bloggs, J 04/05/2016 16137984 30/06/2016 Catering Manager On Hold 'Recommendation: Review policy on catering fo | ||
00001941 16137980 Bloggs, J 04!05{2[11\
00001941 16137981 Bloggs, J 04/05/2016

RO TN ED SR

These can be extended for Complaints Managers and Review Officers on request.
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Linking VIEWS to your Dashboard

Some users have rights that allow them to attach a VIEW to their dashoard

1. Select Add Content &

erm————

6% NIMS Training - National Incident Management

@JC-)'-IE https//training nims.ie/Enterprise/de!

% @icomer ~ [Pselect
¢ Favorites | {5 @) HSEie - Complaints Stats . £ LogIn

E] NIMS Training - National Incident Ma_

. STARS Enterprise
|
9 X My NIMS Homepage

w My NIM5 Homepage

Sample | FC - Complants
Incident Mansger

Tasks FC - My Formal G awaiting
Locatices
Decurrences

Occurrence Number « [P t Officer | Status

00001942 Owen U, N, User 10, Test Open

-

' ' ‘ '
0 of 1 items selected I 4 |Page|ljcfl|r M 0 of 1 items selected 4| Page|1jof1|» m|
FC - My Open Complaint Issues W FC- Al open Complaint Recommendations created by me =
Occurrence Number « | Record Mumber | Mame of Irjured Party (Surname, Fst} | Date of Incident Mtached to | Due Date | Assgned To Status | Description
00001541 16137979 Bloggs, 1 31/07/2015 16137984 30/08/2016 Catenng Manager On Hold | Recommendation: Review policy on catering fd
00001941 16137580 Bloggs, 1 31/07/2015

00001941 16137981 Bloggs, 1 26/02/2014

7 o & ' 2IFDEKIEIEIEIE
2. From the Add Content select My Views from the options

Add Content

Select Content

My Links

Mews And Announcements
=) My Views

What's New in Enterprise

2

My Data History
My Reports
Pending Approvals
Monthly Analysis
My Calendar

My Dashboard Part

Add Cancel

3. You will be asked to select 2 options from the My Views Configuration Settings.

Configuration 4
\' Views Configuration Settings

Select Document Type] | Occurrence -]

Select View Name] | FC Mental Health Commissicn -

- s
o

4. First you will be asked to select type, you will select EITHER, Incident, Task or Occurrence. In this case we

[

created a VIEW in Occurrences so select Occurrences.
5. Then select the actual view. We created a View called ‘FC — Mental Health Commission’, this should appear
on the list.
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6. Save

%8 NIMS Training - National Incident Management System - Windows Intermet &
%w'@ hittps://training nims.je/E
File Edit View Favorites Tools Help
% ®icomvert * [ESelect
i Favorites | 4 &*| HSEie - Complaints Stats . £ Logn

fefaultemidx

[] hinS Training - National Incident Ma_

9 # My NIMS Homepage

@ My NIMS Homesage —
Sample | FC - Complaints = 5 & ER R s |
Incident Manager e = T B @ 5

O of § items selected [ ¢|7 ©of 1 tems selected "

FC - Formal Complaints response overdue FC Mental Health Commi n g
0000194, Crwen U, N Wser 10, Test Open Letter 00001941 Acute Psychiatric Unit HMWRH A |
00001945 Dept. of Psychiatry, UCHG - Misc Areas - West Galway Chid |
00001905 Acute Prychiatne Unik MWRH Adult |
|

=
. ' ‘ v
M4 |Page(tjotis M W4 | Pagedjof1|n w

7. The selected live VIEW is now available permanently in your Dashboard
8. To Export the data in this View, select the arrow logo

FC - Mental Health Commission 8 /{:}I
Name of Injured Party (Sumame, First) Date of Inadent

9. From the menu select the format of the export, i.e. JPG, PDF, Excel.

% NIMS Training - National Incident Management System - Windows Internet Explore
%w'@ hittps://training nims.je/En
File Edit View Favorites Tools Help
% ®icomvert * [ESelect
i Favorites | 4 &*| HSEie - Complaints Stats . £ Logn

sa/defaultemidx

[] hinS Training - National Incident Ma_

9 # My NIMS Homepage

@ My NIMS Homepage Sampie | FC - Complaints T T [ O - R W S, S N
Incident Manager il
Tasks
Locations.

Occurrences
iews - FC Mental
Health Commission
b s . . "
oa';mm . o4 (Pagetjofl)» ll. Od.ll-l-m
FC - Formal Complaints response overdue = W FC Mental Health Commission
§ =] Exportte PG
o Numiber o [ Pimary Cos ant Mame | Compl Officer 4 C it | orrna Ocoummende Number | Where (Hierarchy) m Export to POF
00001942 Cwen U N User 10, Test Open Latter 00001941 Acute Psychiatnc Unit MWRH 1 Remove Content
00001945 Dept. of Pychiatry, UCHG - Misc Areas - West Galway @ & Personalize Content
00001506 Acute Peychiatng Unit HWRH ] Export to Excel
-
. ’ ‘ v
00f 1 iems selected W oa|Psgeitjsti|s w|  Dofditems selected 1 4 |Pogeiilofa|n m| |}
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10. The exported file will open in the programme you chose.
Tl 0o T T T Ecerpontiiag [Compatbiy Model - Miroson e I s
iy

Home | Insert  Page Layout  Formulai Data Review  View  Developer  Acobat - o x
= ¥ ool = ! i wna gy e = == | X AutoSum =
B i Arsal S0 - A | e || | | S Wrap Ten General F }-é _d.jd By *Ih :y?‘ il = %? ﬂ
va_su # Format painter || M) (£ - A EE W PP ki Merge & Conter - S - 85|38 8 I_C;:!nﬁ;l;al‘ n;::la: = 5,;1:2_ lns'zrl Dele!e Fnr:nat 5 Chine I:-iil')‘r:ru‘c ;:I'::ua'
Cligboard 5 Font I Alignment {0 Hummber H | styles Cells I} Editing
Al - bl £ | Occurrence Nnmher_ ) - - N - N o o Ii
J A B (5] D E E G .
1 |Dccurrance Number IW‘horetHIorarchy‘l Complaint Age Group  Complaint Resoluti C Status
2 DDO01941 Acute Psychimine Dol MWRH Adull Recommendabons made Clovsed
3 00001945 Dept. of Psychiatry, UCHG - Misc Areas - West Galway Child Not Upheld Closed
4 DODO1906 Acute Psychiatric Unit MWRH Adul Racommendations mada Closad

Views
There are various views in NIMS. For Formal Complaints there are sets of views for

NIMS: Incident Manager

NIMS: Occurrences

NIMS: Tasks

Within an individual Occurrence to see Incidents (issues)
Within an individual Incidents to see Tasks (recommendations)

The following sections apply to all of these view, but we will just look at ‘Occurrences’.

A ‘view’ is a particular way of selecting specific columns of information for a set of items you are interested in.

Changing views

1.

2.

Open the Occurrences screen. Some data displayed:

¥[ FC All Formal Complaints - J o I Clear All H Search H Manage Views J' J
|Coverage equals Formal Complaint ‘
Mew Occurrence | | % oy [ = [pg
00000752 Letter Locally resolved Complaints Cardiac Rehab. 18/10/2014 29/12/2014 12/05/2015  *
00000744 Face-to-face Formal Complaints Cardiac Rehab. 02/01/2015 17/01/2015
00000745 E-mail Formal Complaints Cardiac Rehab. 06/01/2015 17/02/2015 15/05/2015
00000736 Letter Formal Complaints Cardiac Rehab. 08/01/2015 30/04/2015 11/05/2015

Clickonthe ™ dropdown to see other views available
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z l FC All Formal Complaints A ] [ | Clearall || search || Manage views J7 |

All occurrences |

All occurrences assigned to me

All occurrences opened by me New Occurrence J i Lji‘

All gccurrences with financial activity in last 30 days B
=

Copy of FC All Formal Complaints

000! 014 28/12/2014 12/05/2015  *
FC All Formal Complaints

0oo! 015 17/01/2015
FC All Formal Complaints closed this month

000! . . 015 17/02/2015 15/05/2015
FC All Formal Complaints received last month — —

3. Select another view and the table of data will refresh

= | FC All Formal Complaints received this month | ﬁ | Clear aAll I Search || Manage Views /4\4 |

‘Cuvarage equals Formal Complaint and Date of Occurrence is between First day of this month and Last day of this menth |

New Occurrence .j

00000777 Closed 30-31 Eccles Street - Diabetic Day Cent  01/05/2015 19/05/2015

00000742 Open Cardiac Rehab. 01/05/2015

00000746 Open Cardiac Rehab. 05/05/2015

00000699 Closed Cardiac Rehab. 05/05/2015 19/05/2015 15/04/2015 12/05/201

Setting your Default views
If you always want a particular view to be selected when you open a particular screen you can set it as your default
view. To do this

1. Select the view you wish to be your default.
2. Click on the Manage Views button

x | FC All Formal Complaints received this manth A ﬁ | Clear all I Search || __Manage Views /\ |
| Coverage equals Farmal Complaint and Date of Occurrence is between First day of this month and Last day of this month [ Edit view
] Add view
[y copy View

New Occurrence | |

= = Tl Delete view

& Create from Search

00000777 Closed 30-31 Eccles Street - Diabetic Day Cent | 01/05/2015 19/05/2015
| QD Set Default View
00000742 Open Cardiac Rehab. 01/05/2015
.. Set Search Defaults
00000746 Open Cardiac Rehab. 05/05/2015
00000699 Closed Cardiac Rehab. 05/05/2015 19/05/2015 15/04/2015 12/05/201

3. Select Set Default View.

Creating custom views
You can create your own (private) views. To do this:

There are various views in NIMS. For Formal Complaints there are sets of views for

° NIMS: Incident Manager

. NIMS: Occurrences

. NIMS: Tasks

° Within an individual Occurrence to see Incidents (issues)

. Within an individual Incidents to see Tasks (recommendations)

The following sections apply to all of these view, but we will just look at ‘Occurrences’.
A ‘VIEW’ is a particular way of selecting specific columns of information for a set of items you are interested in.

1. Go to Manage Views
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he drop-down menu

% @conven v [Bselect

4 Favorites | & @] HSEie - Complaints Stats — @ |Log In

E NIMS Training - National Incident Ma_

STARS Enterprise

Melp  About My
N 0 -
£ Occurrences
My NIMS Homepage = =
st © [ Snssoni Ambusace ) o8 (o) [ssn v ]|
Tasks Where [Hierarchy) equsis Nationsl Ambulance Service and Date Complaint Recerved is on or sfter 01 January 2016 ¥ Edit View |
Locations Occummence Number: Complaint Status: .
s | | . 3 Copy View
» Octumences
Complanant Name (Surname, First): Complainant Contact Detads: 1 Delete View
Service User Name (Surname, Firsth: | Service User Contact Details: S Create from Search
Compisint Officer:

D Set Datasht View
. |12l set Search Defauits |

Mew Occarrence | ] = L=

14 |Page|siofi|r m

Name this VIEW, e.g. Mental Health Comission

Set VIEW to Private from the Privacy Level drop-down list, and tick the checkbox to set Private as default
Save the VIEW

%3 NIMS Training - National Incident Management System - Windows Intemet Explorer 1 i i o e 5
@U"IE hitpsy//training.nims.ie/Enterprise/defaultomdx - 'i | # | X I =}| Bing P~
File Edit View Favorites Tools Help

% @conven v [Bselect
4 Favorites | ¢ @ | HSEie - Complaints Stats — @ | Log In

E NIMS Training - National Incident Ma_

STARS Enterprise

N 0 -

Views - 5
NIMS Homeoag
w © eewme 03 v
Incident Manager — |
5 Pages [ ] ‘iewe Name: |FC Mentsl Health Commisson | Document Typa:
oy General Info Pri p—— - View Owner: User 10, Test X.
Select Data T 2
Octurences e T v s Dot
Seiect Columns
@ Views - Global
Preview -~
Views - | prvate:

mw Modified Date:

o ® M2 oE e

You now need to set the parameters of the VIEW. For example, what location(s) does it refer to and what
timeframes. Go to Select Date to Define filter conditions (set parameters).

There are a lot of options available in defining filters. You need to carefully decide in advance what you want

your VIEW to show. In this case we are selecting 2 Acute Psychiatric locations who have received complaints
from 01/01/2016. Please note all complaints shown here are fictitious.
To define a filter select Add Condition

27



9. To define the location, in the first drop down select Where (Hierarchy). If you start typing ‘Where’ this will
come up as an option. Select ‘is’ from the 2™ drop-down list.

10. You can specify that the filter, in this case ‘Where’ is either ‘equal to’ for one location, or ‘in a list’ for a
number of locations.

11. When you select ‘in a list’ each location has a checkbox in front of it. You can select as many locations as you
need. You can also type directly into the filter field to get location names.
12. Save View

2 S o ot e e W e e T T T s
@U"IE https://training nims.e/Enterprise/defaultemidx @ 4|X Wl =) sing P~
File Edit View Favorites Tools Help

% ®comvert v [DSelect

i Favorites | 5 @ | HSEie - Complaints Stats - &2 | LogIn

[%] Wi Training - National Incicent Ma_

STARS Enterprise

]
FS Views - 1
My NIMS Homepage ’
Select Data Qb 8 swevenld W5 |10 9
Incident Mansger ) 1 1
L & W
. 2) 9 ot tier condotans v 0 & & ||
- General 175 e oo fim we i |5 T T ey m—— 2|
Select Data
Octurrences egual to
Select Columns | = al oNGitireg Tiist B b
r— ? of the fallowing must be trus [P =
review Whers (Hierarchy) includes any Dapt. of P .
Viems - z 4 empty string "1 Acute pavehistric Urit Res County Hosp - Rescommen MK WARNHO33
Date Complaint Recerved is on or after 01 v A
Atute PRychatne Unt, Ennag Ganers! MWCELD

Agute Paychatrc Uni.

Agute Paychuatric Unit MWCELDOL

2 items selected
Show selected only.

13. To set the timeframe, select Add Condition,

14. Type ‘Date’ into the first filter drop-down list, select ‘Date Received’
15. In the 2™ drop down list select ‘on or after’

16. In the 3™ dropdown list type the date. It defaults to day, we will replace it with 01/01/2016
17. Save View
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% NIMS Training - National Incident Management System - Windows Internet Explorer = (B0

File Edit View Favorites Tools Help
x  ®iconvert v PSelect

x. %|‘1‘X” ]| Bing R~

i Favorites | 2 @ HSEie - Complaints Stats .. €| Log In Hife HSENet - HSE National Int...

'é NIMS Training - National Incident Ma...

STARS Enterprise

I D = = T
! Views - FC - Mental Health Commission 17
S H ~
wore i 14 A6 (=t vo|
Inadent Manager 1
e Pages 9 Define filter conditions 5 Add Condition 4 AddGroupls® H @
" =
Locatians. Gensial ¥ [SELE of Birth ] x| x|l forl v | [oror/z016 7
Select Data ~— Vi
e Crra—— :
o Select Columns . |
ccurrence - Date of Birth. after
(00001951) Previe ~ Pay |'sychiatric Unit Ros County Hosp - Roscommon MH;Dept. of Psychistry, UCHG - Misc Areas - West Galway; and
14— [Date complaint Received on er after '\ ¥
O Inodent - reo: N\
(AUTO | Bate complaint closed before
GENERATE®) | Date Acknowledgement Sent on or before %
Incident - | Date Acknowledgement Due | T L M5
(16138018) I

3 G

@ Views - FC - Mental
Health Commission

= All of the following must be true

Where (Hierarchy) includes any Acute Psychiatric Unit MWRH;Acute Psychiatric Unit Ros County Hosp - Roscomman MH; Dept. of Psychiatry, UCHG - Misc Areas - West Galway; and
Date Complaint Received is on or after 01 Jenuary 2016

18. Select Columns
19. In Selected Fields, remove any fields you DON’T want by selecting them and moving them to the left column.
4a
20. In available fields, hold the ‘Ctrl’ key and select the fields you want in your VIEW. Select % to move them to
‘Selected field’s

21. You can now see the fields you want in the right column
22. Save View

%# NIMS Training - National Incident Management System - Windows Internet Explorer =3l

-5 | 42 | X || =] bing L~

File Edit View Favorites Tools Help
x ®icomvert v [ESelect

L Favorites | 5 #3] HSEie - Complaints Stats . ] Log In % HSENet - HSE National Int...

&3 NIMS Training - National Incident Ma_

STARS Enterprise

£ Views - FC - Mental Health Commission
My NIMS Homepage

Complaint Outcome [description]
Compisint Outcome [code]
Complaint Resolution [description]
Compiaint Resolution [code]
\Complaint Status [description]

Compiain Saatie feodal

‘Compiaint Upheld [description]
Complaint Upheld [code]
Create Date

Select Columns 4 b sweviewld 1§ A "7 @ |
Incident Manager -
Fages 4 Select sort field |
Tasks
e General Info Sort Fiald: - Descending
S Select Data
Select Columns  Select field columns.
Occurrence =
(00001951) P Available Fields Selected Fields
o 1'_':3:': = Complainant Phone/e-mad 1 Occurrence Number
GENERATE®) 20 Compisinant's Consent [descripton] Complainant's Consent [description]
ncident | compiainant's Corsent [code] Complnint ge Group [description]
(15138019) Complaint Age Group [description] Complairt Format [description] 21
@ Views - FC - Mental § Compiaint Age Group [code] Complaint Officer [description] -
Health Commission Complaint Format [descriotion] Cemplaint Outcome [description]
Complaint Format [code] Complaint Resclution [description]
‘Compiaint Officer [description] Complairt Status [description]
Compiaint Officer [code]

P

29



You can Preview your VIEW at any time by selecting Preview.

“ NIMb Iulrlng Natmnl neident Mnnagemmlﬁplem Wlndcm'l Internet prlar

2| Bing p=in

v i a,ix
File Edit View Favortes Tools Help

X &comert v MSelect
. Favorites | |- @] HsEle - Complaints Stats .. € |Logln

[A] NIMS Training - National Incident Ma...

CEETTR v st e toget
EE 0

v Views -
My NIMS Hom: & ~
i Preview d b save viewkd |1 "y
Incident Manager - 1
Fages Ll Dccurrence Mumber | Where (Hherarchy} Complaant Age Group | Complaint Kesolution | Complaint Status
) Genersl Info 0000LE41 Acute Psychistic Unit MWRH Adult Recommendations mede Closed
Locatiens
Seleet Data 00001945 Dept. of Psychiatry, UCHG - Misc Aress - West Galway Child Not Upheld Closed
Occurrences.
a Select Columns | 00001906 Acute Psychistric Unit MWRH Adult Recommendstons made Chosed
Views
Prevew
Views -
]
3 items displayed N SR
‘ i

ENEm . %

You can return to this VIEW at any time by going to Occurrences and selecting FC — Mental Health Commission
from the drop-down list of Occurrences VIEW

o

Occurrences

&' §FC - Merttal Health Commissian i Cewama P (I r—

Tasks Where (Mierarchy) equais Aoute Paychatric Unit WA Aoute Pyychustrc Unt Rios County Mosp - Rascemuman M, and Date Complant Recerved s on o after 01 January 2016

For how to add VIEWS to your Dashboard go to the NIMS Complaints Module Toolkit.

Searching within a view
If you want to you can search within a view. To do this:

1. Open the view.

E FC All Formal Complaints v | @& [ Clearall || Search || Manage Views,” |

|Cuverage equals Formal Complaint ‘

New Occurrence .j %

Complomt Format. | Fecdback Tyoe Dote o Occurence + | Dete Complint e

00000752 Letter Locally resolved Complaints Cardiac Rehab. 18/10/2014 29/12/2014 o
00000744 Face-to-face Formal Complaints Cardiac Rehab. 02/01/2015 17/01/2015
00000745 E-mail Formal Complaints Cardiac Rehab, 06/01/2015 17/02/2015
00000736 Letter Formal Complaints Cardiac Rehab. 08/01/2015 30/04/2015

2. Click on the ™ to show/hide the search options:
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@[ FC All Formal Complaints v | 6} | Clearal || Search || Manage Views,” |

‘Cﬂverage equals Formal Complaint |

Complainant Name: ‘ | Complainant Contact Details: ‘ ‘

Complaint Format: ‘ {vl Complaint Outcome: ‘ IvJ

Complaint Status: ‘ {vl Hospital Number: ‘ ‘

Primary Complainant: ‘ |

Mew Occurrence lj B

Complint Format | eedback Type e T e r e

00000752 Letter Locally resolved Complaints Cardiac Rehab. 18/10/2014 29/12/2014
00000744 Face-to-face Formal Complaints Cardiac Rehab. 02/01/2015 17/01/2015
00000745 E-mail Formal Complaints Cardiac Rehab. 06/01/2015 17/02/2015
00000736 Letter Formal Complaints Cardiac Rehab. 08/01/2015 30/04/2015

3. You can enter values in these fields or select from drop-down lists then click Search. This will limit the rows

returned.
e.g. | can look for MY complaints that are “Closed”

% NIMS Training - Mational Incident Management Systim - Windows Internet Exprorer I ‘—L:-ILJQE
.f‘ k}“ﬂ httpe/ ftraining nimsie/Enterp

X Bcomert ~ MSelect

f Favontes | 5.8 #*| HSEse - Complaints Stats .. ## | Log In

E MNIMS Training - National Incident Ma...

STARS Enterpri

¥ Occurrences
My NIMS Homepage

e M @ | @ complaints: Acute Paychistric Services v | g | Clearan Search Manage Views
Tesks | where (Mierarchy) equals Anute Psychiatric Unit MWRH and Diate Complaint Received & after 01 January 2016 &nd Complainant Name (Sumame, First) starts with “Biogg”
Locations Occurrence Number: | | Complamnt Status: | Closed; w |
B OCONTENCRE Ceemplaimant Name (Sumame, First): | Complsinant Cantact Ertails:
f;:.b':}':] Service User Neme (Sumame, First): | | Senvice User Contact Details: o o
m::‘f’;{ Complaint Officer: | i —

Views - All Farmal 1 ilemsy selected

Complaints received

4 NIMS Traming - Mational lnap_dlml Management System - Windows Internet bplmfh

%--“ZI hitpe/ ftraining nims.ie/Fnt

User 1, Test TESTUSERL Shuw selected unly
by Testuseri0
completed in 30 days User 10, Test TESTUSERIO |
Views - Complaints: 5 | userz, Test TESTUSERZ
i s i User 3, Test TEsTUSLAD
Services
User 4, Test TESTUSER4

1 items selected

|_| Show selected only

2]

e @ @|a|r=

14 4 |Page tjofajs »i|

X ®comvert = MSelect

i Favontes

5 8| HSEe - Complaints Stats .. 8| LogIn

E MNIMS Tranrung - National Incident Ma_

STARS Enterpri

My NIMS Homepage
Incident Manager

by Testuser10
completed in 30 days
Views - Complaints:
Auute Prychestiec

¥ Occurrences

| 8 complaints: Acute Paychistric Services

Clear all

] search_|

Manage Views

nrenoe Humber

Tasks Where (Hierarchy) equals Azute Peychiatric Unit MWRH and Date Complaint Received is after 01 Tanuary 2016 &nd Complaing Status equals Closed and Comglaint Officer equals User 10, Test
Losations Uscurrence Numbers | | Complaint Statuss | Closed; | &2
$ Occrences Complunant Namr {Surnasme, Firat)s | Complainant Contact Detais:
Ocrurrence k 3 k
(DOB01%4) Service User Name (Sumame, First): | Servier User Contact Dietails: |
Decurence - -
Complaint Officer: ;
i ol | User 10, Tess;
Views - All Formal
Complaints received Mew Occurrence | =

00000

00001941

Acute Peychiatne Unit MWRH 04/05/2016 05/05/2016

26/08/2016

Note:
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When using this search feature it is doing this searching within the particular view. So if my view was looking for
Open complaints, and | added a search of status = ‘Closed’ then nothing would be returned!!

Changing search options

It is possible to change the list of fields that you can search by. If you change the search options it only affects your
own login and not other peoples. To do this:

1. Click on the Manage Views button

.4 Set Default View
[22] Set Search Defaults |

< [ FC All Formal Complaints - ] ﬁ l Clear All H Search “ Manage Views /\
| coverage equals Formal Complaint and Complaint Format equals E-mail and Complaint Status equsls Open [ edit view
Add View
Complainant Name: | | Complainant Contact Details: ‘.j
I— B2 copy view
Complaint Format: | E-mail; |+ Complaint Outcome: l Delete view
Complaint Status: |Open; lvl Hospital Number: [ Create from Search

Primary Complainant: |

New Occurrence | -

Complain: Format | Feediack Type Dato of Orasrence | Dete Compein Coeed

- 00DDD6ES E-mail Formal Complaints Cardiac Rehab. 11/04/2015

H

£ ooooosso E-mail Audit Cardiac Rehab. 21/04/2015
00000698 E-mail Comments/Suggestions  Cardiac Rehab. 21/04/2015

2. Select Set Search Defaults.

H E
Search Field Search Field
| complainant Name ~ | | Complainant Contact Details 3|
[chplaint Format - J |Cump\aint Outcome - ]
[Complaint Status R4 J [Hospital Number - ]
{ J |

Primary Complainant -

|

Create Date

Create User

Date Acknowledgement Due
Date Acknowledgement Sent
Date Complaint Closed

Date Complaint Received.
Date of Occurrence

Date Response Due

Date Response Sent

Did this happen

3. Then you can select what fields you wish to see in your search screen.
4. Click Save. The system will remember these search field options forever.

= I FC All Formal Complaints - | ﬁ { Clear All H Search H Manage Views /"-‘ J

|Cnverage equals Formal Complaint ‘

Complainant Name: Complainant Contact Details:

Complaint Format:

Complaint Status: {v Hospital Number:

Primary Complainant:

| \ |

{ v | Complaint Outcome: ‘ { v |
| | |
| \

| Date Complaint Closed:

=

New Occurrence | | (% -

Complaint Format Feedback Type Date of Occurrence « | Date Complaint Closed

, 00000686 E-mail Farmal Complaints Cardiac Rehab. 11/04/2015
H

} opooosso E-mail Audit Cardiac Rehab. 21/04/2015

Note:

There is a list of used fields at the end of the document to help you find relevant ones.

Exporting view details
If you are looking at a view you can export all the data to Excel. To do this

1. Select the view you wish to export.
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2. Click on the Export to Excel button

%' Fc All Formal Complaints received this month v | @ | clearall || Search || Manage views it |

| Coverage equals Formal Complaint and Date of Occurrence is between First day of this month and Last day of this month |

New Occurrence | | = I I

00000777 Closed 30-31 Eccles Street - Diabetic Day Cent 01/05/2015 19/05/2015 ‘_
00000742 Open Cardiac Rehab. 01/05/2015

00000746 Open Cardiac Rehab. 05/05/2015

00000699 Closed Cardiac Rehab. 05/05/2015 19/05/2015 15/04/2015 12/05/201

3. All the columns and rows will be exported to Excel.

Deleting Records

Users cannot delete records. In the unlikely event that a record must be deleted, for example a user saves an incident
to the Complaints Module in error they must complete the following form. This should be sent to the National
Complaints Governance and Learning Team at nationalcglt@hse.ie.

) NIMS Occurance/Complaint created in error - REQUEST FOR DELETION.doc (size 74.8 KB)

(http://www.hse.ie/eng/services/yourhealthservice/Documentation/ncglt/Toolkit/DELETIONREQUEST.doc)
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Appendix 1: Sample Complaint
(Fictional)
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1.

2.

182: Communication & Information Communication skills Staff not introducing
themselves and letting patients know their role

51: Dignity and Respect Delivery of care Lack of respect shown to patient

during examination / consultation Delivery of care

3.

4
5.
6
7

128: Safe & Effective Care Hygiene Cleanliness of area

129: Safe & Effective Care Hygiene Hand Hygiene / Gel Dispensers

118: Safe & Effective Care Health and Safety issues Temperature regulation
230: Improving Health Catering Dietary requirements not met

138: Safe & Effective Care Patient property Dentures
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Appendix 2: Complaint Categories

No. Incident/Category Sub Category Type Sub Category Please Specify

1. Access Accessibility / resources Equipment

2. Access Accessibility / resources Medication

3. Access Accessibility / resources Personnel

4, Access Accessibility / resources Services

5. Access Accessibility / resources Treatment

6. Access Appointment - delays Appointment - cancelled and not rearranged
7. Access Appointment - delays Appointment - delay in issuing appointment
8. Access Appointment - delays Appointment - postponed

9. Access Appointment - delays Surgery / therapies / diagnostics - delayed or

postponed

10. | Access Appointment - delays

Operation and opening times of clinics

11. | Access Appointment - other

No / lost referral letter

12. | Access Appointment - other

Appointment - request for earlier appointment

13. | Access Appointment - other

Unavailability of service

14. | Access Admission - delays

Delayed - elective bed

15. | Access Admission - delays

Delayed - emergency bed

16. | Access Admission - delays

Admission - delay in admission process

17. | Access Admission - delays

Admission - postponed

18. | Access Admission - other

Admission - refused admission by hospital

19. | Access Hospital facilities

Créche

20. | Access Hospital facilities

Lack of adequate seating

21. | Access Hospital facilities

Lack of baby changing facilities

22. | Access Hospital facilities

Lack of / minimal breastfeeding facilities

23. | Access Hospital facilities

Lack of toilet and washroom facilities (general)

24. | Access Hospital facilities

Lack of toilet and washroom facilities (special needs)

25. | Access Hospital facilities

Lack of wheelchair access

26. | Access Hospital facilities

No treatment area / space for consultation / trolley
facilities

27. | Access Hospital facilities Shop
28. | Access Hospital facilities Signage (internal and external)
29. | Access Hospital room facilities (access | Bed location

to)

30. | Access
to)

Hospital room facilities (access

Disability facilities

31. | Access

Hospital room facilities (access

Isolation / single room facilities

32. | Access E)())spital room facilities (access | Overcrowding

33. | Access ﬁc))spital room facilities (access | Public

34. | Access ﬁc))spital room facilities (access | Semi-private / private

35. | Access g);rking Access to disabled spaces
36. | Access Parking Access to spaces
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37. | Access Parking Car parking charges

38. | Access Parking Clamping / Declamping of car

39. | Access Parking Condition or maintenance of car parks

40. | Access Parking Damaged cars

41. | Access Parking Location of pay machine

42. | Access Transfer issues External transfer

43. | Access Transfer issues Internal transfer

44. | Access Transport External transportation

45. | Access Transport Internal transportation

46. | Access Visiting times Lack of visiting policy enforcement

47. | Access Visiting times Special visiting times not accommodated

48. | Dignity and Alleged inappropriate Patient
Respect behaviour

49. | Dignity and Alleged inappropriate Staff
Respect behaviour

50. | Dignity and Alleged inappropriate Visitor
Respect behaviour

51. | Dignity and Delivery of care Lack of respect shown to patient during
Respect examination / consultation

52. | Dignity and Delivery of care No concern for patient as a person
Respect

53. | Dignity and Delivery of care Patient's dignity not respected
Respect

54. | Dignity and Discrimination Age
Respect

55. | Dignity and Discrimination Civil status
Respect

56. | Dignity and Discrimination Disability
Respect

57. | Dignity and Discrimination Family status
Respect

58. | Dignity and Discrimination Gender
Respect

59. | Dignity and Discrimination Membership of traveller community
Respect

60. | Dignity and Discrimination Race
Respect

61. | Dignity and Discrimination Religion
Respect

62. | Dignity and Discrimination Sexual orientation
Respect

63. | Dignity and Discrimination Socio-economic
Respect

64. | Dignity and End-of-Life Care Breaking bad news
Respect

65. | Dignity and End-of-Life Care Breaking bad news - private area unavailable
Respect

66. | Dignity and End-of-Life Care Death cert - delay in issuing death cert
Respect

67. | Dignity and End-of-Life Care Death cert - incorrect / returned death cert
Respect

68. | Dignity and End-of-Life Care Delay in release and condition of body
Respect

69. | Dignity and End-of-Life Care Inattention to patient discomfort
Respect

70. | Dignity and End-of-Life Care Mortuary facilities
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Respect

71. | Dignity and End-of-Life Care Organ retention
Respect

72. | Dignity and End-of-Life Care Palliative care
Respect

73. | Dignity and End-of-Life Care Poor communication
Respect

74. | Dignity and End-of-Life Care Single room for patient unavailable
Respect

75. | Dignity and End-of-Life Care Treatment of deceased not respected
Respect

76. | Dignity and Ethnicity Insensitivity to cultural beliefs and values
Respect

77. | Dignity and Ethnicity Requests not respected
Respect

78. | Dignity and Ethnicity Special food requests unavailable
Respect

79. | Safe & Effective Human Resources Competency
Care

80. | Safe & Effective Human Resources Complement
Care

81. | Safe & Effective Human Resources Skill mix
Care

82. | Safe & Effective Diagnosis Diagnosis - misdiagnosis
Care

83. | Safe & Effective Diagnosis Diagnosis - delayed diagnosis
Care

84. | Safe & Effective Diagnosis Diagnosis - contradictory diagnosis
Care

85. | Safe & Effective Test Delay / failure to report test results
Care

86. | Safe & Effective Test Incorrect tests ordered
Care

87. | Safe & Effective Test No tests ordered
Care

88. | Safe & Effective Test Mislabelled test result/sample
Care

89. | Safe & Effective Test Mislaid sample
Care

90. | Safe & Effective Test Performed on wrong patient
Care

91. | Safe & Effective Test Repeat test required
Care

92. | Safe & Effective Test Result not available
Care

93. | Safe & Effective Test Delay in transport/collection of sample
Care

94. | Safe & Effective Continuity of care (internal ) Poor clinical handover
Care

95. | Safe & Effective Continuity of care (external) Lack of approved home care packages
Care

96. | Safe & Effective Continuity of care (external) Lack of community supports
Care

97. | Safe & Effective Continuity of care (external) Lack of medical devices / faulty equipment
Care

98. | Safe & Effective Continuity of care (external) Lack of support services post discharge
Care

99. | Safe & Effective Continuity of care (external) Unsuitable home environment

Care
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100. | Safe & Effective Discharge Adherence to discharge policy
Care

101. | Safe & Effective Discharge Delayed discharge
Care

102. | Safe & Effective Discharge Discharge against medical advice
Care

103. | Safe & Effective Discharge No discharge letter
Care

104. | Safe & Effective Discharge Patient / family refuse discharge
Care

105. | Safe & Effective Discharge Premature discharge
Care

106. | Safe & Effective Health and Safety issues Building not secure
Care

107. | Safe & Effective Health and Safety issues Central heating
Care

108. | Safe & Effective Health and Safety issues Equipment (lack of / failure of / wrong equipment used)
Care

109. | Safe & Effective Health and Safety issues Failure to provide a safe environment
Care

110. | Safe & Effective Health and Safety issues Fixtures and fittings
Care

111. | Safe & Effective Health and Safety issues Furnishing
Care

112. | Safe & Effective Health and Safety issues Lights
Care

113. | Safe & Effective Health and Safety issues Manual handling
Care

114. | Safe & Effective Health and Safety issues Noise levels
Care

115. | Safe & Effective Health and Safety issues Overcrowding
Care

116. | Safe & Effective Health and Safety issues Pest control
Care

117. | Safe & Effective Health and Safety issues Slips / trips and falls
Care

118. | Safe & Effective | Health and Safety issues Temperature regulation
Care

119. | Safe & Effective Health and Safety issues Waste Management
Care

120. | Safe & Effective Health care records Admission / registration process error
Care

121. | Safe & Effective Health care records Inaccurate information on healthcare record / hospital
Care systems

122. | Safe & Effective Health care records Missing chart
Care

123. | Safe & Effective Health care records Missing films/scans
Care

124. | Safe & Effective Health care records Patient impersonation (identify theft)
Care

125. | Safe & Effective Health care records Poor quality control of chart
Care

126. | Safe & Effective Health care records Poor recording of information
Care

127. | Safe & Effective Health care records Wrong records applied to patient
Care

128. | Safe & Effective | Hygiene Cleanliness of area
Care

129. | Safe & Effective | Hygiene Hand Hygiene / Gel Dispensers

39




Care

130. | Safe & Effective Hygiene Linen (beds and Curtains)
Care

131. | Safe & Effective Hygiene Spills on floors
Care

132. | Safe & Effective Hygiene Waste management
Care

133. | Safe & Effective Infection prevention and Communication deficit - infection status
Care control

134. | Safe & Effective Infection prevention and Health Care Associated Infection
Care control

135. | Safe & Effective Infection prevention and Non compliance with Infection and Control policies and
Care control protocols

136. | Safe & Effective Infection prevention and Personal hygiene of staff
Care control

137. | Safe & Effective Patient property Clothes
Care

138. | Safe & Effective | Patient property Dentures
Care

139. | Safe & Effective Patient property Glasses
Care

140. | Safe & Effective Patient property Hearing Aid
Care

141. | Safe & Effective Patient property Jewellery
Care

142. | Safe & Effective Patient property Lack of secure space
Care

143. | Safe & Effective Patient property Money
Care

144. | Safe & Effective Patient property Personal equipment
Care

145. | Safe & Effective Patient property Toys
Care

146. | Safe & Effective Medication Administering error
Care

147. | Safe & Effective Medication Dispensing
Care

148. | Safe & Effective Medication Prescribing
Care

149. | Safe & Effective Tissue Bank Bone marrow
Care

150. | Safe & Effective Tissue Bank Cord blood
Care

151. | Safe & Effective Tissue Bank Cornea implant
Care

152. | Safe & Effective Tissue Bank Cryogenics
Care

153. | Safe & Effective Tissue Bank Fertility issues
Care

154. | Safe & Effective Tissue Bank Heart valves
Care

155. | Safe & Effective Tissue Bank Samples/test results
Care

156. | Safe & Effective Tissue Bank Skin
Care

157. | Safe & Effective Tissue Bank Stem cell
Care

158. | Safe & Effective Treatment and Care Failure / delay in treatment / delivery of care

Care

40




159. | Safe & Effective Treatment and Care Failure / delay to diagnose
Care

160. | Safe & Effective Treatment and Care Failure to act on abnormal diagnostic results
Care

161. | Safe & Effective Treatment and Care Inconsistent delivery of care
Care

162. | Safe & Effective Treatment and Care Insufficient time for delivery of care
Care

163. | Safe & Effective Treatment and Care Lack of follow-up care
Care

164. | Safe & Effective Treatment and Care Lack of knowledge in staff
Care

165. | Safe & Effective Treatment and Care Lack of monitoring of pain control
Care

166. | Safe & Effective Treatment and Care Lack of patient supervision
Care

167. | Safe & Effective Treatment and Care Practitioners not working together / cooperating
Care

168. | Safe & Effective Treatment and Care Prolonged fasting
Care

169. | Safe & Effective Treatment and Care Unsatisfactory treatment or care
Care

170. | Safe & Effective Treatment and Care Unsuccessful treatment or care
Care

171. | Communication & | Communication skills Patient felt their opinion was dismissed / discounted
Information

172. | Communication & | Communication skills Disagreement about expectations
Information

173. | Communication & | Communication skills Inadequate listening and response
Information

174. | Communication & | Communication skills Inappropriate comments from staff member
Information

175. | Communication & | Communication skills Lack of support
Information

176. | Communication & | Communication skills Language barrier between patients/relatives and staff
Information

177. | Communication & | Communication skills No opportunity to ask questions
Information

178. | Communication & | Communication skills Non verbal tone / body language
Information

179. | Communication & | Communication skills Open disclosure (lack of)
Information

180. | Communication & | Communication skills Patient dissatisfied with questions
Information

181. | Communication & | Communication skills Patient felt rushed
Information

182. | Communication | Communication skills Staff not introducing themselves and letting
& Information patients know their role

183. | Communication & | Communication skills Staff unsympathetic
Information

184. | Communication & | Communication skills Tone of voice
Information

185. | Communication & | Communication skills Untimely delivery of information
Information

186. | Communication & | Delay and failure to Breakdown in communication between staff or areas
Information communicate

187. | Communication & | Delay and failure to Failure / delay to communicate with outside
Information communicate agency/organisation

188. | Communication & | Delay and failure to Failure / delay in communicating with patient
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Information

communicate

189. | Communication & | Delay and failure to Advising patient of treating consultant
Information communicate
190. | Communication & | Delay and failure to Failure / delay in communicating with relatives
Information communicate
191. | Communication & | Delay and failure to Failure / delay in notifying consultant (external)
Information communicate
192. | Communication & | Delay and failure to Failure / delay to communicate with GP / referral
Information communicate source
193. | Communication & | Delay and failure to Lack of information provided about medication side
Information communicate effects (KPI)
194. | Communication & | Diverse Needs Interpretation service (e.g. Braille services)
Information
195. | Communication & | Diverse Needs Special needs
Information
196. | Communication & | Diverse Needs Translation service
Information
197. | Communication & | Information Conflicting information
Information
198. | Communication & | Information Confusing information
Information
199. | Communication & | Information Insufficient and inadequate information
Information
200. | Communication & | Information Misinformation
Information
201. | Communication & | Telephone calls Telephone call not returned
Information
202. | Communication & | Telephone calls Telephone call unanswered
Information
203. | Participation Consent Consent not obtained
204. | Participation Consent Lack of informed consent
205. | Participation Consent Patient felt coerced
206. | Participation Parental Access and Consent | Consent, guardianship and information issues related
to leshian, gay parental relationships
207. | Participation Parental Access and Consent | Correct procedure not consented for
208. | Participation Parental Access and Consent | Guardianship consent not explained
209. | Participation Parental Access and Consent | Mother or father unable to access information
210. | Participation Parental Access and Consent | Mother/Father/Guardian not informed
211. | Participation Patients/ Family/ Relatives Excluded from decision making process - family /
relatives / advocate / next of kin
212. | Participation Patients/ Family/ Relatives Excluded from decision making process - patient
213. | Participation Patients/ Family/ Relatives Opinion discounted - family / relatives / advocate / next
of kin
214. | Participation Patients/ Family/ Relatives Opinion discounted - patient
215. | Participation Patients/ Family/ Relatives Parent not allowed accompany child in recovery room
216. | Participation Patients/ Family/ Relatives Parent not allowed accompany child to theatre
217. | Participation Patients/ Family/ Relatives Second opinion
218. | Privacy Confidentiality Breach of another patient's confidentiality
219. | Privacy Confidentiality Breach of patient confidentiality
220. | Privacy Confidentiality Security of files and records
221. | Privacy Hospital Facilities (Privacy) Lack of privacy during consultation/discussing
condition
222. | Privacy Hospital Facilities (Privacy) Lack of privacy during examination/ treatment
223. | Privacy Hospital Facilities (Privacy) Privacy - No single room
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224.

Privacy

Hospital Facilities (Privacy)

Privacy - Overcrowding

233. | Accountability Patient feedback Feedback not provided to patients on improvements
made as result of their feedback

234. | Accountability Patient feedback Information about the complaints / patient feedback
process not available

235. | Accountability Patient feedback Patient concerns not dealt with promptly

236. | Accountability Patient feedback Quality of response to the complaint made

237. | Accountability Patient feedback Where to go to ask questions in relation to services
and giving feedback (visibility of customer services)

238. | Accountability Finance Bill dispute

239. | Accountability Finance Bill sent to deceased patient

240. | Accountability Finance Cost of products

241. | Accountability Finance Insurance cover

242. | Accountability Finance Invoice error

243. | Accountability Finance Unhappy with income collection process
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Appendix 3: Complaints Management Database: Steps (Stage 2b)

Step 1: Log complaint in Occurances:

Step 2:

Step 3:

OR

el AN S

How =

Al

SRS o

sw

6.

7.

Select "New Occurance"

Enter complainant details, location and date in Complaint General Details
Save Occurance - you can now see the Claims/Incidents option

Upload Complaints Letter/Fax/Email/Form etc in File

Log issues of Complaint in Claims/Incidents

Select New Incident

Enter details of individual issues in Claims/Incidents. Select Complaints Officer, Location, Details
and Categories.

Save Incident

Repeat for each issue/incident in complaint

Update Complaint Record

Open Occurances - Complaint Follow-up.

Day 5: Update Date Acknowledgement Sent

Update Recommendations: Occurances - Claims/Incidents - Select Issue/Incident - Tasks: Select
New Task, Select Formal Complaints Issue Recommendation, Enter details and update when
implemented

Day 30: in Occurances - Claims/Incidents - Complaints Issue change all Issue Status to Closed
Day 30: Update Date Response Sent & Update Complaint Status to Closed

Upload Complaints Investigation Report File

Day 30: Update Number of Delayed Letters

When Complaints Investigation complete update Recommendations: Occurances - Claims/Incidents
- Select Issue/Incident - Tasks: Select New Task, Select Formal Complaints Issue Recommendation,
Enter details and update when implemented

When Complaints Investigation complete: in Occurances - Claims/Incidents - Complaints Issue
change all Issue Status to Closed

When Complaints Investigation complete: Update Date Response Sent & Update Complaint Status
to Closed

Upload Complaints Investigation Report File

Note: Ensure all issues are ‘Closed’ before closing the Complaint. The system will not stop you from setting
the Complaint Status to “Close” even if there are individual issues with an IssueStatus of “Open”.
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