
SPSO decision report

Case: 201808747, Lanarkshire NHS Board

Sector: Health

Subject: clinical treatment / diagnosis

Decision: some upheld, recommendations

Summary
C attended A&E at Wishaw General Hospital complaining of chest tightness, sweating, nausea and palpitations (a

noticeably rapid, strong, or irregular heartbeat due to agitation, exertion, or illness). C felt that their concerns were

not fully listened to and concerns about side effects of medication were not taken into account.

We took independent advice from a consultant in emergency medicine. We found that the assessment C received

was of a reasonable standard for a patient presenting with chest pain and appropriate investigations were carried

out. We did not uphold this aspect of the complaint.

C also complained about the response they received to their complaints. We found that while some of the board's

actions were reasonable (a resolution was sought; C spoke with the consultant about their concerns; C was

offered to add their account to the medical record), overall the board's complaint handling was unreasonable. We

found that the board had not responded to all of the points that C raised as complaints, and the board

acknowledged this failing in a later complaint response. We also found that the board should have been clearer

when advising C of which stage of the complaints process they were at and should have managed C's

expectations about the next steps if a resolution could not be reached. Therefore, we upheld this aspect of the

complaint.

C also complained about the board's application of their Unacceptable Actions Policy (UAP). We found that the

board had acted in line with process. While they had warned C that they had a UAP and why they considered C's

actions were unreasonable, they did not formally restrict C's contact with them through the UAP. We did not

uphold this complaint.

Recommendations
In relation to complaints handling, we recommended:

The board should ensure that complaints communications are clear.

We have asked the organisation to provide us with evidence that they have implemented the recommendations

we have made on this case by the deadline we set.
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