
Let’s See if we Can Help! 

Pamela Macintyre 

15th March 2017 

West Dunbartonshire 

Health & Social Care Partnership 



HSCP x 3 complaints systems….. 

• Social Work Complaints legislation;  

• Council Complaints process 

• NHS Complaints process. 

One process managed internally at corporate 
HSCP level for all staff dealing with 

complaints  



 

• Patient complaint to Lead Prescriber  

• Complaint re Community Pharmacy 

• Owned by Lead Prescriber although not 
directly my service 

  



• Complaint received re over labelling of 
Braille on medication 

- Identification of medications and instructions 
for useage  

- Potential for delay if carer input needed  



Response 

• Mediate between individual community 
pharmacy and patient 

• Send out reminder to all local pharmacies 
as part of learning & practice development 

• Seek advice from local support group of 
visually impaired people – FOCUS and 3rd 
Sector – Visibility  

 

 

 



In addition 

• Training Session for all community 
pharmacies; 18 attended delivered by 
Visibility 

• Development of awareness raising and tips 
pack for community pharmacy 

-  multidisciplinary, multiagency group which 
included original complainant.  







Outcomes 

• Original complaint – resolved 

Wider impact across the system  

• Local community pharmacy awareness increased 
of visual impairment 

• Shared practice across national NHS systems 

• Information Pack  shared with other local 
authority  

• Shared with Scottish Government and RNIB 


