Reflective Template:  Your work in a Management Role
Module 3:  Handling Complaints
	This reflective template has been designed to use with the SOAR Database (Scottish Online Appraisal Resource).  When you have completed this reflection, please upload it to SOAR / Form 3 and submit it to your interview to share with your Appraiser.
	3-step guide to completing this form:

1) Save this form (using “Save As”) to your computer (e.g. My Documents, Desk top), and customise the file name (e.g. Manager mod 2 - 2012)

2) Proceed to filling out the form - when finished, Save and Close the document.

3) Login to SOAR and Upload this file from where you had saved it (from step 1), either to the Documents Library, or directly to Form 3.


This reflective template form should be used for Domain 2: Quality Improvement Activity
This module is a reflective tool which allows you to discuss the way you handle issues such as:

· Complaints from patients or relatives against colleagues 

· Concerns raised with you about the service

We recognise that each episode is different, but the aim is to discuss your knowledge, skills and attitudes towards a process which many managers find challenging.

You may want to use the module to explore ways in which you might improve or change your approach, or identify learning opportunities. Equally you might find it useful to review the outcomes of these events over a period of time, to explore common features, and to measure how satisfactorily you have performed.

Before completing this module, it is important to be clear about confidentiality rules.

· We strongly advise that you anonymise any references to named individuals. Although your documentation will be stored safely on the SOAR database, you may wish to reduce the  risk that the original copy might inadvertently breach confidentiality.
· Your appraisal is a totally confidential process unless you say something which raises major concerns for your appraiser about you. You may feel free to discuss detailed and difficult issues. However your appraiser does NOT need to know specific identities and it is inadvisable for you to divulge them.

· Occasionally a situation may arise where, despite anonymisation, it is possible for a third party to identify the individuals involved. You may prefer to present discussion in general terms and reflect on the principles involved, rather than specific details.

· It may be a good idea to conclude your discussion about this module by reaffirming the confidentiality rules – your appraiser will be happy to do so.

This module is intended as a tool for reflection on your handling of complaints against other people. Complaints made against you personally should be discussed in Domain 3 (Complaints and Compliments section)

The boxes will expand automatically as you type into them.
--- --- --- --- ---
Recent complaint history

	How many complaints have you had to deal with in the past year?
	

	How many of these do you feel have achieved satisfactory resolution?
	


Can you describe what you feel is a satisfactory solution for “an average complaint”?
	


Reflecting on these events
Can you give an example of changes which have been made in response to a complaint, either organisationally or by individuals?
	


If there have been any complaints which could not be resolved, can you identify any common features?
	


Your complaint management skills

Describe any feedback you have had on your complaint management skills
	


Reviewing unresolved complaints over the past year, is there anything you might have done differently?
	


What do you find most challenging when handling complaints?
	


How do you try to engage colleagues in resolving complaints against them?
	


If you have had contact with the media resulting from a complaint, how did this go?
	


Is there any further training that you feel might be helpful to you in complaint management?
	


Do you have any confidential group or network support for complaint handling?
	


Is there anything that you feel your employer should do in support of your role?
	


[image: image1.jpg]Medical
Appraisal
Scotland



www.appraisal.nes.scot.nhs.uk
Page 1

