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Introduction 
 

Background 
The NHS Complaints procedure was first introduced in April 1996; it was subsequently 
revised in April 2005 and again in April 2012. The revision in 2012 reflects the provisions 
within The Patient Rights (Scotland) Act 2011, which gives patients the right to give 
feedback, make comments, raise concerns or make complaints about the health care 
received from the NHS in Scotland. Further details on the procedure are available in 
Appendix A1. The act also made provision for the introduction of the Charter of Patient 
Rights and Responsibilities which was published in October 2012 and summarises the 
rights and responsibilities that patients have when using NHS services. 
 
This dashboard offers a summarised visualisation of NHS Complaints data, with the aim of 
enabling NHS Boards and other users to reflect on Complaints as a key mechanism in 
facilitating improvements in patient care. 

Software Requirements 
 
In order to view the dashboards created in Xcelsius, Adobe Flash Player needs to be 
installed and the appropriate permissions may need to be granted.  To install Flash Player 
please go to http://get.adobe.com/flashplayer/ or request from your IT department. 
 
Due to a known problem with compatibility, the dashboard may not work with flash player 
version 10.1 and you are advised to upgrade your version of flash if the dashboard does 
not appear on screen.  The latest version of flash player is recommended. 
 
It is recommended that you do not run Excel or any other large programs while 
using Xcelsius, as it requires a fairly large amount of processing power. 
 

System Requirements for Adobe Flash 
 
Adobe has tested Adobe® Flash® Player 10.3 software extensively on the following 
minimum hardware configurations: 
 

 Microsoft®  
Windows® Mac OS X Linux® Solaris™ 

Processor 

Intel Pentium 
4 2.33GHz, 
Athlon 64 
2800+ or 
faster 
processor (or 
equivalent) 

Intel Core™ 
Duo 1.33GHz 
or faster 
processor 

Intel Pentium 
4 2.33GHz, 
AMD Athlon 
64 2800+ or 
faster 
processor (or 
equivalent) 

1600 MHz Sun™ 
UltraSPARC® IIIi  

Memory 128MB of 
RAM 256MB of RAM 512MB of 

RAM 2GB of RAM 

Graphics memory 128MB of graphics memory1 
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http://www.scotland.gov.uk/Topics/Health/Policy/Patients-Rights
http://www.scotland.gov.uk/Resource/0040/00402729.pdf
http://www.scotland.gov.uk/Resource/0040/00402729.pdf
http://get.adobe.com/flashplayer/
http://www.adobe.com/products/flashplayer/systemreqs/%23footnote_hwaccel%23footnote_hwaccel


Platform Operating systems Browsers2 

Windows 

Windows 7 and above  
Windows Vista®,  
Windows XP,  
Windows Server® 2008,  
Windows Server 2003  

Internet Explorer 6.0 and above  
Mozilla Firefox 3.0 and above  
Google Chrome3  
Safari 4.0 and above  
Opera 9.5 and above  
AOL 9.0 and above 

Mac OS4 
Mac OS X 10.6,  
Mac OS X 10.5,  
Mac OS X 10.4 (Intel)  

Safari 4.0 and above  
Mozilla Firefox 3.0 and above  
Google Chrome3  
Opera 9.5 and above  
AOL Desktop for Mac 1.0 and 
above  

Linux5 

Red Hat® Enterprise Linux (RHEL) 5 or 
later,  
openSUSE® 11 or later,  
Ubuntu 9.10 or later  

Mozilla Firefox 3.0 and above  
Google Chrome3  

Solaris Solaris™ 106 Mozilla Firefox 3.0 and above 

1. Recommended for GPU hardware acceleration–dependent features. Flash Player will use software 
mode for systems that do not meet the system requirements.  

2. Flash Player supports browser versions listed when run on operating systems supported by the 
browser vendor.  

3. Beginning with Flash Player 10.2, Flash Player is integrated as part of Google Chrome.  
4. ATI Rage 128 GPU does not support full-screen mode with hardware scaling.  
5. Only Advanced Linux Sound Architecture (ALSA) is supported. Systems using OSS/ESD will not 

play audio. Only GTK2-based browser versions are supported.  
6. Content protection using Adobe Flash Access is not available on this platform.  

For more details/updates please go to 
http://www.adobe.com/products/flashplayer/systemreqs/ 
 

Software Permissions 
 
To ensure the Xcelsius flash files created work as designed, you may have to give Adobe 
Flash Player permission to access the file location.  Instructions on how to do this are 
given below.  
 
Go to the Flash player setting Manager accessed by the following link Flash Player Global 
security settings. 
 
Select ‘global security settings from the left hand menu if you are not already in the 
security panel, select ‘edit locations’, ‘add locations’, add the location of the file(s) then 
click ‘confirm’.  You may have to log off your computer and log back on again to ensure the 
permissions are updated. 
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http://www.adobe.com/products/flashplayer/systemreqs/%23footnote_browserversions%23footnote_browserversions
http://www.adobe.com/products/flashplayer/systemreqs/%23footnote_chrome%23footnote_chrome
http://www.adobe.com/products/flashplayer/systemreqs/%23footnote_atirage%23footnote_atirage
http://www.adobe.com/products/flashplayer/systemreqs/%23footnote_chrome%23footnote_chrome
http://www.adobe.com/products/flashplayer/systemreqs/%23footnote_alsa%23footnote_alsa
http://www.adobe.com/products/flashplayer/systemreqs/%23footnote_chrome%23footnote_chrome
http://www.adobe.com/products/flashplayer/systemreqs/%23footnote_contprot%23footnote_contprot
http://www.adobe.com/products/flashplayer/systemreqs/
http://www.macromedia.com/support/documentation/en/flashplayer/help/settings_manager04.html
http://www.macromedia.com/support/documentation/en/flashplayer/help/settings_manager04.html


 
 

 

 

Screen resolution 
 
In order to experience the optimum viewing of the tool, the recommended screen 
resolution is 1020x768 for 15” screen or 1280x1024 for 17” screen. If the text appears too 
small or blurry, pressing F11 to switch between Normal and Full Screen mode should 
enable easier reading.  
 
If the whole of the tool appears too small or too big on screen, temporarily adjusting the 
screen resolution may correct this. To temporarily change screen resolution go to Start – 
Settings – Control Panel – Display – Settings tab and move the slider to appropriate 
setting. Don’t forget to note the original screen size so you can change it back if you 
wish.  
  

Click to select ‘Global Security Settings panel’  

Click on ‘Edit locations’ and 
then select  ‘Add location’  

Copy and paste web address 
stated above into the ’trust this 
location’ box and click ‘confirm’  
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Access  
 
The NHS Complaints dashboard is accessed through the Quality Indicators page on the 
ISD website.  
 
The dashboard may take a few minutes to fully load, depending on the speed of your 
computer. If you have particularly slow or low spec computer, the tool may not load 
properly.  
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Using the NHS Complaints Dashboard 
 
The dashboard is grouped into four separate pages which correspond to a particular area 
of reporting around NHS Complaints.  These pages are the Home page, Hospital and 
Community, Special Boards and Family Health Services.  All the data in this dashboard is 
published in the ISD Complaints Publication. 
 

Home Page 
 
This is the default page that all users are directed to when the dashboard is first opened. 
There is a menu on the left which allows the user to find out more information about the 
background of NHS Complaints, the data used within the dashboard and its associated 
definitions, and some guidance on the range of uses for NHS Complaints data.  
 
There are useful links within the Introduction, including access to the latest Complaints 
publication, the ISD website, the Patients Rights Act 2011, and the Scottish Government 
Document “Can I help you” – guidance for handling and learning from Feedback, 
Comments, Concerns or Complaints. There are also buttons located in the top right corner 
of the dashboard which allow the user to access the “User Guide”, to “Print” the current 
screen, and to “Log Out” of the dashboard. 

 
Please see the screen shot below for an illustration of this. 
 
 
 
 
 
 

 
  

For further information on Complaints 
Background, Data Definitions or 
Complaints Statistics Use, press the 
appropriate button. 

Press this button to 
open the User Guide. 

Press this button to print 
the current page of the 
Dashboard. 

Press this button to 
Logout of the NHS 
Complaints Dashboard. 

Navigation Bar.  Select the 
page of the dashboard you 
wish to view. 
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http://www.isdscotland.org/Health-Topics/Quality-Indicators/NHS-Complaints-Statistics/


Data Pages 
 
The data in the dashboard is split into three separate pages.  These are Hospital and 
Community, Special Boards and Family Health Services as seen on the blue navigation 
bar.  These three pages share a common section on the right side of the page. 
This area includes the “Select data:” buttons, “Meta Data” button and the “Further 
Information” button. 
 
Please see the screen shot below for an illustration of this. 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
Please also see the key below for the symbols used in the data tables. 
 
‘..‘ denotes data not available / data not provided. 
‘n/a‘ denotes not applicable.  Used in cases were figures cannot be calculated due to zero 
data, no numerator/denominator and data not available / not provided. 
 
 
 
 
 
 
 

The complaints data is split into Response Times, 
Issues Raised, and Outcomes. Use these buttons to 
select the data you wish to see. 
 

This button directs you to  the ISD 
Complaints Publication giving 
information on Completeness, 
Accuracy, and Comparability. 
 

This button directs you to information 
within the ISD Complaints 
publication relating to the data that 
you are currently viewing. 
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Hospital and Community Page 
 
This page shows Hospital and Community Services data. 
 
Select the type of data you wish to view from the three buttons shown on the right hand 
side of the screen i.e. Response Times, Issues Raised or Outcomes. Each selection will 
update the Table drop down menu and data shown accordingly.  
 
The tables available for Response Times are “Complaints and Response Times by Year” 
(with a dropdown to select the NHS Board that you are interested in) and “Complaints and 
Response Times by Board” (with a drop down to select the financial year that you are 
interested in). 
 
The tables available for Issues Raised are “Average Number of Issues per Complaint” and 
“Number of Issues Raised”.  These are both shown by Board with a dropdown to select the 
financial year that you wish to see. 
 
There are also two tables that can be selected for Outcomes.  These are “Number of NHS 
Complaints by Outcome” and “Percentage of NHS Complaints by Outcome”.  These are 
both shown by Board with a drop down to select the financial year that you wish to see. 
 
You can select the tables, charts and data that you require as illustrated in the following 
screenshot: 
 
 
 
 
 
 

 
 
 
 
 
  

Use the “Select Table” drop 
down to select the table you 
wish to see. 

This drop down will change depending on 
which table has been selected.  In this example 
use it to select Scotland or the Health Board 
that you wish to see data for. 

Use the “view next chart” or “view previous chart” to 
toggle between the charts that you wish to view.  This 
button is only available when there are multiple 
charts for the selected table. 
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Family Health Services Page 
 
This page shows Family Health Services data. 
 
As before use the buttons under “Select Data” on the right of the screen to switch between 
the types of data you wish to view. 
 
The Response times data shows the Number of Complaints and Response Times by 
Board and has drop down menus to select the Contractor Type and Financial Year.  There 
are two charts available, one each for Response Times and Time to Acknowledge. Use 
the “View Next Chart” button to toggle between these two charts. 
 
Issues Raised has two tables, “Number of NHS Complaints by Issues Raised” and 
“Percentage of NHS Complaints by Issues Raised” both shown by NHS Board. 
 
Outcomes also has two tables, “Number of ADR (Alternative Dispute Resolution) 
Complaints by Contractor Type” and “Percentage of ADR Complaints by Contractor Type”, 
both by NHS Board. 
 
You can select the tables, charts and data that you require as illustrated in the following 
screenshot: 
 
 
 
 
 
 

 

 
 
 
 
  

Use the “Select Contractor Type” drop 
down to select All Contractors or the 
contractor group you wish to see data 
for. 

Use the “Select Year” drop down to 
select the financial year that you wish 
to see data for. 

Use the “view next chart” or “view previous chart” to 
toggle between the charts that you wish to view.  This 
button is only available when there are multiple charts 
for the selected table. 
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Special Boards Page 
 
This page shows Special Boards data. Functionality remains similar to previous pages. 
 
There are two Response Times tables.  “Complaints and Response Times by Year” with a 
drop down to select the Special Board you wish to see and “Complaints and Response 
Times by Year” with a drop down to select Financial Year.  
 
Issues Raised has two tables, “Number of NHS Complaints by Issues Raised” and 
“Percentage of NHS Complaints by Issues Raised” both shown by Special Board with a 
drop down to select Financial Year. 
 
Outcomes also has two tables, “Number of NHS Complaints by Outcome” and 
“Percentage of NHS Complaints by Outcome”, both shown by Special Board with a drop 
down for Financial Year. 
 
You can select the tables, charts and data that you require as illustrated in the screenshot 
below: 
 
 
 
 
 
 
 

 
 

 
 

 
  

Use the “view next chart” or “view previous chart” to 
toggle between the charts that you wish to view.  This 
button is only available when there are multiple charts 
for the selected table. 
 

Use the “Select Table” drop 
down to select the table you 
wish to see. 

This drop down will change depending on 
which table has been selected.  In this example 
use it to select Scotland or the Health Board 
that you wish to see data for. 
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Log out Page 
From any page in the dashboard, clicking the “Log out” button will navigate the user to the 
log out page. This displays a message informing the user that they have logged out. Click 
the “Return to the NHS Complaints Dashboard” button to re-open the dashboard, or close 
your browser window to exit. 
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