
 

Duty of Candour 

The duty of candour is a legal requirement for health, care service and social work organisations, 

including Day Care of Children settings, to inform people (and their families) when they have been 

harmed (either physically or psychologically) as a result of the care or treatment they have received. The 

duty of candour procedure sets out the actions organisations may take, including meeting with, 

apologising to and providing support to those involved, as well as providing support and training to 

those carrying out the procedure. 

Key Principles 

•  Providing health and social care services is associated with risk and there are unintended or 
unexpected events resulting in death or harm from time to time.  

•  When this happens, people want to be told honestly what happened, what will be done in 
response, and to know how actions will be taken to stop this happening again to someone 
else in the future.  

• There is a need to improve the focus on support, training and transparent disclosure of 
learning to influence improvement and support the development of a learning culture across 
services.  

•  Candour is one of a series of actions that should form part of organisational focus and 
commitment to learning and improvement.  

•  Transparency, especially following unexpected harm incidents is increasingly considered 
necessary to improving the quality of health and social care.  

•  Being candid promotes accountability for safer systems, better engages staff in improvement 
efforts, and engenders greater trust in patients and service users. 
  

  

The Principles of Good Complaint Handling 

• User Focused puts the complainant at the heart of the Process 

• Accessible – Appropriated and clearly communicated, easily understood and available to all. 

• Simple and Timely – As few steps as necessary within an agreed and transparent timeframe. 

• Thorough, proportionate and consistent: provides quality outcomes in all complaints through 

robust but proportionate investigation and the use of clear quality standards. 

• Objective, impartial and fair: objective, evidence based and driven by the facts and established 

circumstances, not assumptions, and this should be clearly demonstrated. 

In the event that this policy is required, please refer to the document ‘Organisational Duty of Candour 

Guidance’ for the full procedure. 

If you have any questions, please direct these to Management. 
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