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Complaints, concerns and  

adverse event  reporting  



• How do we  know 

what happens to our 

patients? 

 

• Better reflective 

practice 

 

• Better student 

education 

 

• Better patient care 



2009 NCOR standardised data 

collection (SDC) tool. 

Electronic data 

collection. 

2010 GOsC Standards of Practice. Informed consent. 

2010 NCOR adverse events review. Risks vs benefits. 

2012 

 

NCOR PROMs in osteopathy. 

 

Simple electronic 

outcomes collection. 

2012 

 

CROaM study. 

 

Adverse events 

register. 

2014 

 

 

 

Incident reporting 

 

Review of complaints to 

regulators and insurers 

 

 

Education/reflection. 

 

Types of incidences 



• Complaints / concerns  to insurers 

 

• Complaints / concerns to the registrar 

 

• By osteopaths about other osteopaths 

• By patients 

• By relatives/carers 

• By concerned members of the public 

 

 

Complaints and concerns 



 

 
Data sources 

 

• General Osteopathic Council 

• Institute of Osteopathy 

• Insurance providers 

 

 (9 potential organisations in total) 



 

 
Type of complaints 

 

• Formal – complaints pursued and 

investigated 

 

• If data being investigated by GOsC it is 

only included in GOsC data to avoid 

double counting 



 

 
Classification of complaints 

 

• Conduct 

• Clinical care 

• Convictions 

• Complaints relating to adjunct therapies 

 

 

 

 



 

 
Number of complaints 2013 and 2014 

 

 

 

 

 

Table 1. Summary of  

concerns  

Total 

2013 

  

% of 

total 

2013  

Total 

2014 

% of 

total 

2014 

Conduct 112 55% 109 42% 

Clinical care 86  42% 139 54% 

Criminal convictions 3 1% 6 2% 

Complaints about 

adjunctive therapy 2 <1% 3 1% 

Total 203   257   



 

 

Concerns about Conduct Total 

2013 

% of 

total 

2013 

Total 

2014 

% of 

total 

2014 

Communicating ineffectively or  

inappropriately 
30 27% 23 22% 

Failure to obtain valid consent – no shared 

decision-making with the patient 
20 18% 14 13% 

Breach of patient/data confidentiality 7 7% 7 7% 

Failure to maintain professional indemnity 

insurance 
0 0% 2 2% 

Failure to act on/report safeguarding 

concerns 
0 0% 1 1% 

Inappropriate personal behaviour / 

impropriety with a patient 
30 28% 26 25% 

Dishonesty/lack of integrity/fraudulent  8 8% 7 7% 

Business disputes 14 12% 18 17% 

False/misleading advertising 3 3% 9 8% 

Health and safety Unclean/unsafe premises 0 0% 2 2% 

Total 112   109   
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Concerns about clinical care Total 

2013   

% of 

total 

2013  

Total 

2014 

% of 

total 

2014 

Inadequate case history/examination/tests 4 4% 5 3% 

No diagnosis/inadequate diagnosis  10 11% 6 4% 

No / inadequate treatment plan  1 1% 5 3% 

Failure to refer 5 6% 4 3% 

Treatment  Inappropriate or not justified  15 17% 27 20% 

Forceful/ incompetent treatment 5 6% 36 26% 

Advice, treatment, care beyond competence of 

osteopath 
0 0% 3 2% 

New or increased pain or injury from treatment 34 39% 42 30% 

Failure to maintain adequate records 4 5% 2 1% 

Value for money 7 8% 7 5% 

Termination osteopath-patient relationship 2 2% 2 1% 

Total  87   139   
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Concerns about criminal 

convictions  

Total 

2013  

% of 

total 

2013  

Total 

2014 

% of 

total 

2014 

Common assault/battery 0 0% 1 16% 

Actual/Grievous bodily harm 0 0% 1 16% 

Public order offence 1 33% 1 16% 

Manslaughter/ Murder (attempted or 

actual) 
0 0% 0 0% 

Driving with alcohol or drugs 
1 

33% 1 16% 

Drug possession/dealing/trafficking 0 0% 1 16% 

Conspiracy to supply 0 0% 0 0% 

Sexual assaults 1 33% 1 16% 

Child pornography 0 0% 0 0% 

Rape 0 0% 0 0% 

Total 3   6   



 

 Concerns relating to 

adjunctive therapy 

Total 

2013 

% of 

total  

2013 

Total 

2014 

% of 

total 

2014 

Acupuncture 2 100% 3 100% 

Applied kinesiology 0 0% 0 0% 

Naturopathy 0 0% 0 0% 

Total 2   3   



 

 
All formal concerns raised in 2014 

 

• 1 per ~30,000 patient consultations 

or 

• 1 per ~187 osteopaths per annum 
 

 

(based on GOsC data estimating 30,000 people consult an osteopath every 

working day. 260 working days per year x 30,000 patient consultations = 

7,800,000 consultations per year and ~ 4,817 registered osteopaths (2014) )   





• Used by osteopaths. 

• Register of adverse events. 

• Anonymous. 

• Learning environment. 

• Feedback to profession. 

• Used by patients. 

• Database of patient experiences. 

• Anonymous. 

• Data collection tool. 

• Feedback to profession. 



Osteopaths 

report adverse events 

in a learning environment 

Patients 

report their experiences 

using a data collection tool 



ncorpilars.org.uk 
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