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The importance of improving the analysis of complaints about poor healthcare experiences is recognized but often not
addressed. We explored the utility of the Healthcare Complaints Assessment Tool for analyzing written complaints in a spe-
cialist pediatric hospital receiving relatively few, but complex, complaints. The scoring framework could be applied but, in
contrast to previous work, the complexity of complaints was considerably greater. Responses to the complainant were
also scored and we identified instances of both higher and lower levels of severity than identified by the complainant, sug-
gesting a novel application of the tool which will be important for institutional learning.
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Background

Healthcare complaints from patients and/or carers can be key
indicators of problems in patient care and provide a valuable,
diverse source of data for improving the quality and safety
of services and patient/family experience through the
implementation of evidence-based interventions (1-3).
Complainants frequently invest significant time and effort
into raising concerns and describing the impact of what
they perceive to have gone “wrong” (4) and a driver for
making a complaint is often the desire to know this will
not happen to others (5). Information garnered from com-
plaints can contribute to improvements in patient engage-
ment, experience, and outcomes as well as clinical
effectiveness. However, change can only happen if there is
firstly an opportunity for patients and their carers to
provide feedback on their experiences and secondly if the
health care system can analyze, respond to, and use that feed-
back (6).

Whilst the importance of improving the analysis of com-
plaints from patients and/or carers about poor healthcare
experiences has been identified as an urgent priority for
service providers (7) it is often not addressed. The
Healthcare Complaints Analysis Tool (HCAT) (8-10) was
developed to facilitate extraction of data from formal com-
plaints, thereby enhancing organizational listening, analysis

and aggregation of complaints data to improve service mon-
itoring and institutional learning. However, HCAT has been
predominantly applied in adult settings with less complex
complaints (8,10,11). One recent study reviewed physician-
related patient complaints in a Canadian specialist pediatric
hospital and categorized them using HCAT (12). The major-
ity of complaints were in the clinical and/or relationship
domains but the severity or harm associated with the com-
plaints were not reported, which are some of the unique
aspects of HCAT. Our primary aim, therefore, was to
explore the utility of HCAT in a specialist pediatric hospital
where the number of formal complaints is relatively small but
the complaints are often extremely complex. A secondary
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aim was to explore the utility of HCAT to score the organi-
zation’s responses to complainants.

Methods

Ten written complaints (10% of those received) from a range
of clinical services, all of which were complex and had
required detailed, lengthy responses, were randomly selected
(using a random number generator) from all formal com-
plaints received during the previous 12 months and identify-
ing information removed by the complaints team. Using
HCAT and accompanying guidance, complaints were inde-
pendently scored by the three authors, all of whom had expe-
rience of health-care complaints resolution (GO/CW) and/or
working clinically with children with complex health condi-
tions (JW/GO). Each complaint was individually reviewed
and discussed to assess whether the scoring framework was
applicable and to identify any challenges with extracting
the information. The written response provided by the orga-
nization to the complainant was similarly scored, using the
same HCAT scoring framework, and Wilcoxon tests were
used to compare pre- and post-investigation scores for total
problem score, maximum harm, and maximum severity.
Inter-rater reliability was compared using the Kappa statistic
and any differences in scores were resolved by consensus.
Scores were compared with published data (8) using unpaired
t-tests. The time taken to score each complaint and corre-
sponding response was recorded. Ethical approval was not
required.

Tool

HCAT is a valid and reliable analytical tool with a coding
taxonomy. The three domains (clinical, management, rela-
tionship problems) are broken down into seven conceptu-
ally distinct problem categories (clinical comprises quality
and safety; management comprises institutional processes
and environment; and relationship problems incorporate
listening, communication, and respect and patient rights).
Each problem category has three levels of severity and
five possible levels of harm and problems are allocated

Table I. Domains, Problem Categories, and Number of Problems
(%) in Each Category.

Number of problems in

Domain Problem category each category (%)
Clinical Quality 7 (10)
Safety 13 (18)
Management Institutional 10 (14)
processes
Environment 2(3)
Relationship Listening 9 (13)
problems Communication 26 (36)
Respect and patient 4 (6)

rights

to at least one stage of care reflecting each stage of the
patient journey (8—10).

Setting

Our inner-city specialist pediatric hospital has 383 beds
(including 44 intensive care beds) and treats children from
0 to 18 years with rare and complex chronic health condi-
tions, with >255,000 patient visits per year. Our complaints
investigation process is outlined in Supplemental Figure 1.

Results

All elements of the HCAT scoring framework could be
applied to the complaints and agreement between raters
was almost perfect (>85% for all elements). In contrast to
previous work using HCAT, the complexity of our formal
complaints was significantly greater and an average of 7.1
+4.65 problems (range: 2-16) per complaint were identified
(compared with 1.92 +0.26; t=3.52; P=.007) (1). Fifty-five
percent (n=39) of all problems were in the domain of rela-
tionship problems, particularly in the category of communi-
cation (n=26; 36%) (Table 1). The highest levels of
severity and overall harm were in the categories of safety
and communication.

Due to the complexity of some situations about which
complaints were being made and the lack of understanding
of some complainants about what had actually happened or
reasons for a particular course of action, responses were
often far more detailed than might be anticipated. Scoring
responses highlighted instances where the response sug-
gested more problems and higher levels of severity than iden-
tified by the complainant, as well as instances where a
seemingly serious problem in a complaint was not supported
by the evidence. Although overall differences in complaint
and response scores were not significant for total problem
score (Z=1.866; P=.062), maximum harm (Z=0.973; P
=.330) or maximum severity (Z=1.342; P=.180), scores
for complaints and responses differed in one or more
aspect for 8/10 cases (Table 2/Supplemental Table 1). The
median time to score each complaint and corresponding
response together was 50 (range: 30-60) minutes.

Discussion

We have reported initial work assessing the feasibility and
acceptability of using HCAT, previously used in adult set-
tings, to score complex complaints in a pediatric setting.
Our results indicated that, although complaints received by
our organization are complex compared with many other
organizations (8,10), using the HCAT scoring taxonomy
was feasible. The time to score the complaint and response
supports the routine use of HCAT as we receive fewer than
100 formal complaints a year. All elements of each complaint
and response could be categorized according to the HCAT
typology and scores indicating severity and harm could be
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allocated to each identified problem. Inter-rater reliability
was high and, anecdotally, learning how to use HCAT was
not onerous. In contrast to a previous application of HCAT
across 59 studies (8), representing 88,069 adult patient com-
plaints, problems in relationships with healthcare staff was
the domain in which we identified the greatest number of
complaints (45% of problems vs 29% in adult settings), par-
ticularly related to communication. Differences may be due
to the chronicity, complexity, and medical acuity of our
patients’ conditions/treatment and the associated stress for
parents. Conversely, there were relatively few complaints
about the management of the organization (identified in
35% of adult complaints). Our findings did, however, reso-
nate with those of another pediatric study using HCAT (12)
in which problems related to relationships featured in 60%
of complaints.

Our use of HCAT for scoring the organization’s response
is a novel application of the tool, not previously described,
and it illuminated some of the challenges in dealing with
complex medical issues. Scores for the complaint and
response differed in 8/10 of cases and this, coupled with
the high proportion of communication issues, is particularly
salient for institutional learning. Healthcare professionals
perceive that patient complaints damage staff and affect the
staff—patient relationship (13) but scoring responses as well
as complaints may offer a way of increasing transparency
in the process of complaints management, thereby addressing
negative perceptions about how complaints are handled (14).

If patient complaints are to be effectively managed and
used for quality improvement we have to be able to
analyze, respond to, and act upon them (6). This initial
work suggests HCAT is a useful, practical, and feasible
tool for enhancing analysis of complex complaints received
by a specialist pediatric hospital. Through our Patient
Advice and Liaison Service we also receive less complex
concerns which are dealt with on an informal basis and we
plan to use HCAT to score these contacts. Further work is
now required to implement training using HCAT, including
assessment of inter-rater reliability, and this is currently
being developed. Using HCAT to score individual com-
plaints also offers an opportunity for immediacy, which
may help to stimulate timely reflective learning with relevant
staff and promote change. Furthermore, HCAT should make
it easier to identify recurrent themes in complaints received
by individual teams and/or across the organization and
enable interventions to be implemented to address them.
For the potential of HCAT to be fully realized, however,
we also need to further develop and embed a robust
process for ensuring timely organizational learning through
using HCAT and continuous improvement at team, division,
and board level (15).

Limitations

Despite the promise of this initial work for scoring complex
complaints and responses in a pediatric setting, it is important

to acknowledge that HCAT has only been applied to ten
cases and scoring has been carried out by individuals with
an understanding of complaints and the process of conduct-
ing complaints investigations. At this early stage we do not
know whether use of HCAT will be scalable within our orga-
nization or generalizable to other pediatric organizations. We
also do not know whether use of HCAT will facilitate
enhanced organization learning from complaints, which is
one of our primary objectives as we develop this work
further.

Acknowledgments

Research at Great Ormond Street Hospital is supported by the
National Institute for Health Research Great Ormond Street
Hospital Biomedical Research Centre (NIHR GOSH BRC).

Authors’ Contributions

All authors contributed to the conceptualization of the project, data
analysis, and writing of the manuscript. All authors have reviewed
and agreed to the content.

Declaration of Conflicting Interests

The authors declared no potential conflicts of interest with respect to
the research, authorship, and/or publication of this article.

Funding

The authors received no financial support for the research, author-
ship, and/or publication of this article.

Ethical Approval

No ethical approval or patient consent was required. This manu-
script describes the testing of a complaints analysis tool with anony-
mized pediatric patient complaints and responses.

ORCID iD

Jo Wray (2 https:/orcid.org/0000-0002-4769-1211

Supplemental Material

Supplemental material for this article is available online.

References

1. Murft HJ, France DJ, Blackford J, Grogan EL, Yu C, Speroff
T, et al. Relationship between patient complaints and surgical
complications. Qual Saf Health Care. 2006;15(1):13-6.

2. Vincent CA, Coulter A. Patient safety: what about the patient?
Qual Saf Health Care. 2002;11(1):76-80.

3. Weingart SN, Pagovich O, Sands DZ, Li JM, Aronson MD,
Davis RB, et al. What can hospitalized patients tell us about
adverse events? Learning from patient-reported incidents. J
Gen Intern Med. 2005;20(9):830-6.

4. McCreaddie M, Benwell B, Gritti A. Traumatic journeys;
understanding the rhetoric of patients’ complaints. BMC
Health Serv Res. 2018;18(1):551.


https://orcid.org/0000-0002-4769-1211
https://orcid.org/0000-0002-4769-1211

Wray et al

10.

Vincent C, Young M, Phillips A. Why do people sue doctors?
A study of patients and relatives taking legal action. Lancet.
1994;343(8913):1609-13.

Mirzoev T, Kane S. Key strategies to improve systems for managing
patient complaints within health facilities — what can we learn from
the existing literature? Glob Health Action. 2018;11(1):1458938.
Francis R. Report of the Mid Staffordshire NHS Foundation
Trust Public Inquiry: Executive Summary. London: The
Stationery Office; 2013.

Reader TW, Gillespie A, Roberts J. Patient complaints in
healthcare systems: a systematic review and coding taxonomy.
BMJ Qual Saf. 2014;23(8):678-89.

Gillespie A, Reader TW. The healthcare complaints analysis
tool: development and reliability testing of a method for
service monitoring and organisational learning. BMJ Qual
Saf. 2016;25(12):937-46.

Gillespie A, Reader TW. Patient-centered insights: using health
care complaints to reveal hot spots and blind spots in quality
and safety. Milbank Q. 2018;96(3):530-67.

11.

12.

13.

14.

15.

Bujoreanu I, Hariri A, Acharya V, Taghi A. An analysis of
complaints in two large tertiary university teaching hospital
ENT departments: a two-year retrospective review. Int J
Otolaryngol. 2020;102(7):e158-e160.

Chaulk D, Krueger C, Stang AS. A retrospective review of
physician-related patient complaints from a tertiary pediatric
hospital. Pediatr Qual Saf. 2019;4(1):e136.

Adams M, Maben J, Robert G. ‘It’s sometimes hard to tell what
patients are playing at’: how healthcare professionals make
sense of why patients and families complain about care.
Health (London). 2018;22(6):603-23.

Friele RD, Reitsma PM, de Jong JD. Complaint handling in
healthcare: expectation gaps between physicians and the
public; results of a survey study. BMC Res Notes. 2015;
8:529.

van Dael J, Reader TW, Gillespie A, Neves AL, Darzi A,
Mayer EK. Learning from complaints in healthcare: a realist
review of academic literature, policy evidence and front-line
insights. BMJ Qual Saf. 2020;29(8):684-95.



	 Background
	 Methods
	 Tool
	 Setting

	 Results
	 Discussion
	 Limitations
	 Acknowledgments
	 References


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile ()
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 5
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages false
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Average
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages false
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Average
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages false
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Average
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /PDFX1a:2003
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError false
  /PDFXTrimBoxToMediaBoxOffset [
    33.84000
    33.84000
    33.84000
    33.84000
  ]
  /PDFXSetBleedBoxToMediaBox false
  /PDFXBleedBoxToTrimBoxOffset [
    9.00000
    9.00000
    9.00000
    9.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV <>
    /HUN <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames false
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks true
      /AddColorBars false
      /AddCropMarks true
      /AddPageInfo true
      /AddRegMarks false
      /BleedOffset [
        9
        9
        9
        9
      ]
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks true
      /IncludeHyperlinks true
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MarksOffset 6
      /MarksWeight 0.250000
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PageMarksFile /RomanDefault
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
    <<
      /AllowImageBreaks true
      /AllowTableBreaks true
      /ExpandPage false
      /HonorBaseURL true
      /HonorRolloverEffect false
      /IgnoreHTMLPageBreaks false
      /IncludeHeaderFooter false
      /MarginOffset [
        0
        0
        0
        0
      ]
      /MetadataAuthor ()
      /MetadataKeywords ()
      /MetadataSubject ()
      /MetadataTitle ()
      /MetricPageSize [
        0
        0
      ]
      /MetricUnit /inch
      /MobileCompatible 0
      /Namespace [
        (Adobe)
        (GoLive)
        (8.0)
      ]
      /OpenZoomToHTMLFontSize false
      /PageOrientation /Portrait
      /RemoveBackground false
      /ShrinkContent true
      /TreatColorsAs /MainMonitorColors
      /UseEmbeddedProfiles false
      /UseHTMLTitleAsMetadata true
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


