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PROGRAMME OUTLINE

A Purpose of presentation
A Introduction
A Snapshot of Complaints

A Functions of the Ombud aligned to Procedural
Regulations

A Independence, Impartiality & Accountability of
the Ombud

A Appeals against the Ombud decisions
A Offences and Penalties
A Last words
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PURPOSE

A This presentation is intended to create
awareness of the OHSC legal requirements
on complaints lodged with the Office

I Increase levels of responsiveness and
cooperation




| NTRODUCTI ON ...

A With the increasing emphasis in the healthcare
environment on patient-centered care, seeking and
responding to patient feedback are important
components of risk management programs:

I National Health Act

i Norms and Standards Regulations

i Patients Rights Charter

I Batho Pele Principles

I Professional Codes of Ethics

i Priority Programmes, MCWH, HAST, etc.

i Clinical guidelines, protocols and policies

A Patients have the right to file complaints when they
are dissatisfied with the treatment or interaction
received.
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| NTRODUCTI ON ...

A Various methods are used to solicit community
monitoring of health services

I Complaints management system
AAssess the standards and the quality of health
services
A The existence of the OHSC to protect and
promote the health and safety of users of
health services through the consider,
Investigation and disposal of complaints Is
thus critical (S 78 and S 81A)
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LAYING OF COMPLAINTS

A Section 18 of the NHA:

i Gives people the right to complain about how
they have been treated by a health facility.

I Procedures to follow in laying a formal complaint
are clearly displayed in all health facilities, and

I Must be provided to a person who asks for them.

I Complainants must follow these procedures in
order for their complaint to be investigated.

A Community Involvement in the Health Care System




DUTY TO DISSEMINATE INFORMATION
A Section 12 of NHA

I The national department and every provincial
department, district health council and municipality
must ensure that appropriate, adequate and
comprehensive information is disseminated on the
health services for which they are responsible,
which must include—

(a) the types and availability of health services;
(b) the organisation of health services;

(c) operating schedules and timetables of visits;
(d) procedures for access to the health services;

(e) other aspects of health services which may be of use to the
public;

OHO ,(f) procedures for laying complaints; and
ef£RS-EGHTS and duties of users and health care providers.
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THREE-STAGE SYSTEM TO MANAGE
COMPLAINTS IN THE PUBLIC SECTOR

Complaint

I

4

Stage 1: Public Health Establishment

If patient or

If complaint is identified

families/supporting > as a PS|, follow PSI
persons is not reporting/litigation
satisfied processes

I Stage 2: District/Provincial Office
If patient or If complaint is

families/suppo

identified as a P5I,

: follow PS5
gﬂ%ip:afigggd reporting/litigation
processes
Stage 3: Public Stage 3: Ombud
Frotector/Consumer in the Office of
Commission/Human Health Standards
Rights Commission/ Compliance
Legal System
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Professional Councils and or
Boards e.g. Health Professionals
Council, Nursing Council,
Pharmacy Council

Complaints
about ethical
conduct or
professional
competence
of Health
Professionals

Internal
Mechanism
(Local
resolution)

External
Mechanism

Adapted from NDOH (2017): National Guideline to Manage Complaints,
Compliments and Suggestions in the Health Sector of South Africa



10

SNAPSHOT OF COMPLAINTS

# COMPLAINTS PER PROVINCE, RSA

1400
1200
1000
800
600
400
200
GP KZN wC EC NW LP FS MP NC Total
m# per Province 528 141 134 122 88 82 65 60 29 1253
H % per Province 42,1% 11,3% 10,7% 9,7% 7,0% 6,5% 5,2% 4,8% 2,3% 100,0%

m # per Province m % per Province
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SNAPSHOT OF COMPLAINTS

# COMPLAINTS PER TYPE OF FACILITY, RSA

1400
1200
1000
800
600
400

200

0
Private Public Total

O H d # per Type of Facility 431 822 1253
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SNAPSHOT OF COMPLAINTS

# COMPLAINTS PER TYPE OF FACILITY, GP

600
500
400
300
200

100 l

0

Private Public Total
m # per Type of Facility 133 395 528
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.ONAPSHOT OF COMPL

# COMPLAINTS PER DISTRICT, GP

600
500
400
300
200
i 9 A =
CoJ MM CoT MM Ekurhuleni WR DM Sedibeng DM Unclassified Total
W Seriesl 185 167 I\l/l(l)\g 27 24 16 528
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.ONAPSHOT OF COMPL

# COMPLAINTS PER RISK, RSA

1400
1200
1000
800
600
400

0

High Low Extreme Medium Total
m # per Risk Rating 80 1070 10 93 1253

B % per Risk Rating 6,4% 85,4% 0,8% 7,4% 100,0%

B # per Risk Rating m % per Risk Rating

Severity Assessment Matrix (SAM)

SEVERITY
Likelihood Insignificant/ Minor (1) | Moderate (2) Major (3) Catastrophic (4)
Almost certain (5) Medium High
Likely (4) Medium High
Possible (3) Medium High High
Unlikely (2) Medium High
Rare (1) Medium Medium High




.ONAPSHOT OF COMPL

# COMPLAINTS PER RISK RATING, GP

600
500
400
300
200
100

y

~ -

Low Medium High Extreme Total
B # per Risk Rating 451 47 24 6 528

OHO
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..ONAPSHOT OF

COMPL

#COMPLAINTS PER DOMAIN, RSA

1400
1200
1000
800
600
400

200

PR PS,CG &
PC

B # per Domain 656 409
m % per Domain 52,4% 32,6%

OHO
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a m —m - B

CSSs F&l PH L& CG
59 11 9 8
4,7% 0,9% 0,7% 0,6%

m # per Domain ® % per Domain

OoP oS Total
3 98 1253
0,2% 7,8% 100,0%



.ONAPSHOT OF COMPL

# COMPLAINTS PER DOMAIN, GP

600
500
400
300
200

100

’ —p A —_— - -

PR PS,CG & CSS F&l PH L& CG OoP (O Total
PC

m# per Domain 281 175 20 6 3 1 1 41 528
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Expert panel
provides spedalist
advice

Complaints
are filtered

Complaints EITHER
Centre lazs referred to

=11 health

complaints service
providers

OR sent for
assessnent

Complaints
assess=d
EITHER
resolvedon
available
information
OR
sent for
further
investigation

Complaints Management Unit & Ombud

Clinical&

legal team
invesngates
complaints

Ombud
makes
findingsand
recommends
actionto be
taken

Reportreferred to
OHSCCEO to
ensure
implementaton
of
recommendations
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81A FUNCTIONS OF OMBUD

A (1) The Ombud may, on receipt of a written or
verbal complaint relating to norms and
standards, or on his or her own_initiative,
consider, investigate and dispose of the
complaint in a fair, economical and expeditious
manner.

A (2) A complaint referred to in subsection (1)
may Involve an act or omission by a person in
charge of or_ employed by a health
establishment or any facility or place providing
a health service.
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81A FUNCTIONS OF OMBUD e

A (3) In conducting an investigation, the Ombud
may, subject to subsection (8) —

A (a) be assisted by any person contemplated in
section 81(3)(c);

A (b) (i) obtain an a__d a i & declaration from
any person;

A (i) direct any person to appear before him or
her,
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81A FUNCTIONS OF OMBUD e

A (iii) direct any person to give evidence or
produce any document in his or her
possession or under his or her control which
has a bearing on the matter under
consideration or being investigated; and

A (iv) interrogate such person;

A (c) request an explanation from any person
whom he or she reasonably suspects of having
Information which has a bearing on a matter
under consideration or which i1s being or to be
Investigated; and
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81A FUNCTIONS OF OMBUD e

A Submissions regarding complaints (R36)

I (1) The Ombud may give notice to the complainant or the
relevant health establishment, inviting submissions
regarding a complaint, to be provided to the Ombud
within a stated period.

I (2) The period for providing submissions must be
reasonable, but may not be more than 20 working days
from the date of notice.

I (3) The Ombud must consider each submission received
within the period referred to in regulation 36(1).
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COMMUNICATION VIA NHD

|kn13basa@ohsc.org.za

Bee: |

Subject: |Re: Allegations of incorrect information given to the family regarding the death of their daughter - Request Update

Attached: |

B 7~ U A TetColor. — Horizontal Line 4, Hypertext Link... §= Bullets = Numbering «2

Calibri v/ |14

Good day

Kindly receive the attached notice of complaint for your attention and response.
Regards

Ms. loyce Mabasa

ASD: Complaints Assessment
Tel: 012 339 86738

Please reply to this e-mail to respond.
Thank you.

OHsC Complaints Management Programme

This e-mail, its content and any files transmitted with it are intended solely for the addressee(s) and may be legally privileged and/or confidential. Access by any other party is unauthorised
without the express written permission of the sender. Ifyou have received this e-mail in error you may not copy, forward or use the contents, attachments or information in any way.
Although any attachments to this e-mail have been virus checked, the sender cannot accept liability in respect of any virus which has not been detected.

4oy 't
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81A FUNCTI ONS OF C

A (5) If it appears to the Ombud that any person
IS _being implicated in the matter being
iInvestigated, the Ombud must a o rsaich
person an opportunity to be heard In
connection therewith by way of the giving of
evidence, and such person is entitled, through
the Ombud, to question other witnhesses,
determined by the Ombud, who have appeared
before the Ombud in terms of this section.
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1A FUNCTI ONS OF

A (6) The Ombud may, when considering or
Investigating a complaint in terms of this
section, require the assistance of or refer the

complaint to any other authority established in
terms of legislation or any other appropriate
and suitable body or entity to Investigate
similar complaints.
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81A FUNCTIONS OF OMBUD e

A (7) The authority, body or entity, as the case
maybe, contemplated in subsection (6) must
provide—

A (a) the Ombud with the assistance required;
and

A (b) report to the Ombud on the progress made
In relation to complaints referred to It.
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81A FUNCTI ONS OF C

A (11) The Ombud must, after the conclusion of an
Investigation, inform the complainant or the
respondent or both, as the case may be, of his or
herfi n d i mamgpdsecommendations.

I Decision following screening (R 38):

I (a) make a decisiononwh et h ef)-to investigate the
complaint; (i) to refer the complaint to any other
statutory authority or other appropriate or suitable body
or entity; or (iit) to take no further action in relation to
the complaint;

I (b) give notice of the decision to the complainant and the
relevant health establishment, and reasons for the
decisions.
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81B INDEPENDENCE, IMPARTIALITY
AND ACCOUNTABILITY OF
OMBUD...

A 2 (b) must perform his or her functions in good
faith and without fear, favour, bias or prejudice.

A (3) The Minister, national department and
O c enusta o ithé Ombud such assistance
and support as may be reasonably necessary
for the Ombud to perform his or her functions
e ectiandel i ent |l vy
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88A APPEALS AGAINST DECISIONS
OF THE OFFICE OR OMBUD

A (1) Any person aggrieved by any decision of the
Office or any finding and recommendation of
the Ombud in relation to a matter regulated by
this Act, or a person acting on his or her behalf,
may within 30 days of him_ or her gaining
knowledge of that decision, lodge a written
appeal with the Minister.
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89 OFFENCES AND PENALTIES

A (1) A person is guilty of an offence if he or
she—

A (h) interferes with, hinders or obstructs the
Ombud or any other person rendering
assistance or support to the Ombud when he
or she is performing or exercising a function
or power under this Act.

I Failure to cooperate with the notice
I Giving false/ misleading information
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FINAL WORDS

The game has its ups and downs,
but you can never lose focus of your
Individual goals and you can't let
yourself be beat because of lack of
effort .. Michael J
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