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Consumer Complaints Mediation Service

Background

In June 2006 the Council approved a proposal to issue a tender for a consumer complaints mediation service which would seek to resolve non-FTP complaints between patients and practitioners by mediation. Since 1 April 2005 the Council has funded the Optical Consumer Complaints Service (OCCS) to undertake this role, paid for by a £7 levy included in registrants' annual fees.

However, at its meeting in November 2006, following a recommendation by Finance and Procedure committee, Council agreed to postpone the award of a three year contract and decided to withdraw its tender for the following reasons:


(i)
 the anticipated inclusion in the Government's forthcoming White Paper 
of a single portal for complaints;


(ii)
the Department of Health was about to consult on plans to develop a 
single complaints system across health and social care as part of its White 
Paper "Our Health, Our Care, Our Say";

(iii)
a low level of response to the tender and concerns over a potential 
conflict of interest from one interested party.

Current Status

The GOC negotiated a one-year extension to its agreement with OCCS until 31 March 2008.  A fixed fee for the service of £100,000 was agreed.  Notice is required to be given to OCCS by 1 October 2007 if the Council wishes to re-issue the tender.

Council's Standing Financial Instructions require that any agreement awarded with a value of £100,000 p.a. or over requires a formal tender process.

Finance and Procedure Committee considered the question of whether to issue a tender at the present time and concluded that:

(i)
The White Paper does not address the issue of a single portal for complaints and so this concern is no longer valid;

(ii)
there has been slow progress on the Department of Health's single complaints system across health and social care. It is not expected to include optical complaints or consumer matters in its remit;
(iii) there has now been a significant level of interest in the tender invitation since it was withdrawn last year and the conflict of interest issue of last year no longer exists

and therefore the Committee recommended approval to Council that the tender be re-issued.

Recommendation

Council is asked to approve the recommendation of Finance and Procedure Committee to re-issue the tender for these services, and seek invitations from interested parties. 

