St George’s Healthcare NHS Trust

Complaints & Improvements Department
Guidelines for staff on WRITING STATEMENTS, Summaries of discussions AND FILENOTES
1. Introduction

With an increasing number of complex queries and complaints, it is becoming more common for staff to be asked to provide statements, as a result of a complaint/claim/untoward incidents. When writing a statement, it is important to remember that, although the majority of statements will go no further, your statement may be copied to the complainant or used as evidence in defending a legal claim. Please remember, however, that the Trust indemnifies its entire staff and will be responsible for any complaint and claim made. 

2. Personal Information

      Your statement should include:

· Your full name and address

· Your professional qualifications, grade and relevant experience if appropriate

· Your current post

· The post held at the time of the incident

3. Content

DO’S

· Use chronological order and ensure legibility.

· Stick to the facts. Make clear what part is from memory, what part from the notes and what part from your recollection of your standard practice at that time. 

· Identify other staff involved.

· Avoid ambiguous statements.

· Make it as simple as possible, explaining any difficult terms or abbreviations. Non-medical people may need to read it.

· Comment on any allegations made concerning your involvement.

· Be as detailed as possible, giving dates, times, locations and amounts.
· Aim to respond to the specific issues of concern and actions agreed (if responding to a patient complaint).

· Refer to policies/procedures/guidelines in use (if appropriate) and explain any reasons for deviating from these guidelines.

· Type or write in black ink/biro only ensuring the statement is well presented.
DON’T’S

· Just regurgitate what is in the case notes.

· Speculate on what others were doing or thinking unless you know something as a fact.

· Give opinions on the care given or actions taken by other staff or blame other staff or departments.

· Attempt to write the statement without access to all the appropriate health records.

· Be hostile, rude or unnecessarily defensive to the complainant (remember that complainants may request sight of your statement, which they are entitled to).

· Be subjective (e.g. this is indefensible).

· Relate conversations that you were told by someone else.

· Anticipate evidence of another witness or questions that may arise.

· Make reference to any solicitor’s correspondence or statements of other witnesses.

· Use abbreviations.

IF YOU CAN’T REMEMBER DON’T MAKE IT UP!

4.   Advice

Please remember that you can seek advice from a number of sources: 

· Your departmental Manager/Risk Manager 

· Your clinical lead/supervisor

· Deputy Director of Nursing/Divisional Director of Operations

· Director of Nursing or other Executive Director

· Complaints & Improvements Department

· Your Trade Union or professional organisation

5. Conclusion

Your statement should conclude with the phrase:

“The contents of this statement are true to the best of my knowledge” and the date and your signature. 

You should retain a copy of your statement for your information.

6.   Retention of Complaints Files 

      The following should be borne in mind:

· Complaints files must be kept a minimum of 10 years (longer for mental health, obstetrics and children).
· The Trusts’ corporate file must contain ALL statements and notes (including e-mails and notes of phone calls) taken during the course of the investigation.
· Files must be kept securely and information must only be shared anonymously and on a need-to-know basis.
· Complaints information/letters must NOT be kept on a health record.
