


Annual Report 2025-26 - Complaints and Feedback
Northern Ireland Hospice (NIH) welcomes feedback and complaints as an important source of learning and service improvement. Complaints provide insight into the experiences of service users, families, donors, customers and members of the public, and help inform improvements across both care and non‑care services.

Reporting period and approach
This Annual Report covers the period 1 April 2025 to 31 March 2026, during which NIH transitioned to a revised Complaints Management Policy aligned with the Northern Ireland Public Services Ombudsman (NIPSO) Model Complaints Handling Procedure (MCHP), which came into effect on 1 January 2026.

As a result, complaints data for this period is reported in two parts:
· 1 April 2025 – 31 December 2025: complaints handled under the previous complaints framework
· 1 January 2026 – 31 March 2026: complaints handled under the MCHP two‑stage model

Complaints received: 1 April 2025 – 31 December 2025
Between 1 April and 31 December 2025, NIH received complaints that were managed and recorded under the previous complaints framework. During this period, complaints were categorised as formal or informal, depending on their complexity and whether they required a comprehensive investigation.

Between 1 April and 31 December 2025, NIH received twelve (12) complaints:
· Formal complaints: 5
· Informal complaints: 7

Complaints during this period primarily related to:
· Clinical care delivery
· Communication and care planning
· Discharge discussions within inpatient services
· Accessibility and dignity within non‑care services.

The majority of these concerns were resolved through early engagement, explanation and local management, with learning identified and actions taken to improve practice where appropriate.

Complaints received: 1 January 2026 – 31 March 2026
From 1 January 2026, NIH adopted the NIPSO Model Complaints Handling Procedure, which introduces a clear two‑stage process:
· Stage 1 – Early Resolution: complaints that can be resolved quickly, usually at the point of service delivery
· Stage 2 – Investigation: complaints requiring more detailed investigation and a formal written response

During the period 1 January to 31 March 2026, NIH received five (5) complaints:
· Stage 1 – Early Resolution: 4
· Stage 2 – Investigation: 1

The majority of complaints were resolved at Stage 1, reflecting a focus on early resolution. One complaint required Stage 2 investigation due to its complexity.

Learning and improvement
Learning from complaints received during the year has contributed to a range of improvements across the Charity, including:
· Strengthening communication with service users and families.
· Clarifying care planning and discharge discussions within inpatient settings.
· Improving accessibility and dignity in public‑facing services.
· Enhanced staff understanding of complaints handling through the introduction of a revised Complaints Management Policy and associated training.

Commitment to openness and improvement
NIH is committed to handling complaints fairly, promptly and with compassion. Feedback is reviewed regularly to identify themes, learning and opportunities for improvement. Complaints handling and associated learning are overseen through the Charity’s governance arrangements to support ongoing quality improvement and public trust.





