Patient Experience Report 
May 2009
Formal Complaints

During May 2009, 19 complaints were received.   Of these 19 complaints 

· 3 complainants requested meetings, 2 of which have already taken place and one has been scheduled at the convenience of the patient.   

· With the agreement of the complainant, we breached the agreed time scale on one which involved obtaining a response from a Locum Consultant who has since left the employ of the Trust.  This response has now been sent. 
All others were responded to within the agreed timescale.  

The number of complaints dealt with in the previous three months were as follows:  

February

5
under previous legislation

March


6
under previous legislation

April

         14
under new legislation

The main trends continue to be around communication and attitude. 
The following graphs show the subjects and sub subjects of the complaints as identified by the complainants in their letters of complaint.
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PALS
There were 45 contacts with PALS during May 2009.  The number of concerns dealt with by PALS in the previous 3 months is as follows:  

February 


72  
under old legislation
March



96
under old legislation
April 



61
under new legislation
The total number of contacts for the three months, February to April 2009 was 229, compared to 170 in the same period last year.   

The following graphs show the top subjects and sub subjects as identified by those raising concerns through PALS.
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Compliments

Compliments to date reported received during May 2009
There are still several wards/departments who do not report any compliments 

Cards/letters received into wards/departments 

94


 
Gifts received                             


         100

       
                 
Donations received into wards/departments            £2020.00 

Compliments via Chief Executive’s Office                      10 



Other information
The workload of the Patient Experience Team continues to increase, with an increase in the number of complaints to investigate (under new legislation) and with several meetings being requested, the notes of which have to be typed up and sent out.  We are looking at a recording device which can be used for meetings from which we can immediately burn CD’s to send out to meeting attendees and thus cut down on transcription time and provide verbatim information.   

The Patient Experience Officer attended Complaints and the Ombudsman held in London on 16th July 20099.  
Key information from this includes

· Ombudsman’s office has received 5000 requests in first quarter
· Aim to do less than 200 investigations this year – aim to look at only complex complaints
· PHSO has wide discretion  - can take on complaints directly

· PHSO has wide jurisdiction – e.g. can look at HR records, expense claims, other patient records not associated with complaint
· PHSO will not always tell an organisation that they are investigating a complaint  - privacy and confidentiality cited as reasons
· PHSO will publish an annual report when 12 months data has been captured to see who is doing well and who is not 
· Extranet available to do self assessment of each complaint response to ensure that all relevant information is included 

· CQC or MONITOIR may be asked to look at whether organisations are compliant with PHSO recommendations as part of ongoing checks 
Nina Richardson

20th July 2009
Patient Experience Indicators

	1.1
	Patient Satisfaction Surveys

Response rate from surveys:
No of returned responses to Patient satisfaction surveys
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	1.2. 
	Would the patient recommend Bedford Hospital to a friend or relative

Target > 60%


	Data unavailable this month

– survey question included from June – in July report

	1.3

	Overall how would you rate the quality of your care ?

Target:  82-100% rate Excellent or Very Good


	Information not yet available, Data analysis to be undertaken and included in July report

	4. 
	Implementation of new Complaints  Process “Making Experiences Count”:

· Approval of revised Complaints policy

· New complaints leaflet issued

· Implementation plan for Complaints (MEC) system agreed

· Divisions investigating and responding to complaints
· Independent involvement and review of investigation

	· Revised draft Policy in progress

· ( new complaints leaflet available



· Plan to follow approval of policy
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