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	1.1  Formal Complaints


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

· 2 complainants requested meetings, one of which has taken place and the other is scheduled 

· Of the remaining 17 complaints, extensions had to be  sought for 3 to extend the time scale for a response.

·  All other complains were responded to within the agreed time scale

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

April

         14
under new legislation

May

         19


June

         13

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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	1.2 Changes made/lessons learned as a result of the above Formal Complaints 

	09050  No written information given to patient regarding plaster cast
A leaflet is being devised to give, at time of discharge, to all patients who have plaster casts 



	2.1 PALS


	There were 45 contacts with PALS during July 2009.  The number of concerns dealt with by PALS in the previous 3 months is as follows:  

April 



61
under new legislation

May

                      45

June 



58

This is a total of 164 (under new legislation) which compares to 181 in the same period last year (under old legislation)

The following graphs show the top subjects and sub subjects as identified by those raising concerns through PALS.
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	2.2 Changes made/lessons learned as a result of the above PALS contacts 

	Hospital signage – hand hygiene sign to be put up in the toilets near the Swannery.

PALS 5213 – MT

Infection Control in A&E – Nurse Practitioner to use gloves when doing steristrips and visibly clean her hands in front of patients.


	2.3 Other information


	The workload of the Patient Experience Team continues to increase, and we have staffing difficulties.  One staff member (who was covering maternity leave and was on the bank) left unexpectedly at a time when another staff member was on annual leave, making it very difficult to cover the service.  The Patient Experience Officer has two weeks leave due and will then have surgery and be off for a further two weeks.  Staffing during this period of time will be difficult and PALS issues will need to be dealt with by divisions during this time.    


	2.3 Compliments


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

Cards/letters received into wards/departments 
           80


 
Gifts received                                                                 75         

                      
Donations received into wards/departments            £ 255.00

Compliments via Chief Executive’s Office                       8                 


	
	Nina Richardson

17th September 2009


3. Patients and Relatives Feedback

3.1 Patient Satisfaction Survey - July 2009

Method:  

The patient satisfaction survey questionnaire was distributed by our volunteer to all wards weekly. 

Patient Responses:

	July 2009
	94


Response by Ward:
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N.B. This information was not recorded by the patient in 4 cases
Type of Admission:

Emergency
51






Planned
34






N.B. This information was not recorded by the patient in 9 cases.
Responses:

A total of 94 Questionnaire responses. Note NR demotes No Response recorded by Patient.
	Your Care or Treatment
	
	

	Q1. Were you involved as much as you wanted to be in decisions about your care and treatment?


	Yes definitely

56

Yes to some extent

32

No

5

NR

1
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	Q2. Were you or your family kept informed about your condition/treatment?


	Yes always

59

Yes sometimes

23

No

6

NR

6
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	Q3. Were you given enough privacy when discussing your condition/treatment?


	Yes always

77

Yes sometimes

4

No

11

NR

2
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	Q4. Were you given enough privacy when being examined or treated?


	Yes always

84

Yes sometimes

4

No

1

NR

5
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	Q5. Were you ever in any pain?


	Yes always

6

Yes sometimes

57

No

26

NR

5
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	Q6. Do you think the hospital staff did everything they could to help control your pain?


	Yes definitely

64

Yes to some extent

17

No

0

Not applicable

8

NR

5
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	Q7. Before your operation or procedure did the anaesthetist or another member of staff explain how he or she would put you to sleep or control your pain in a way you could understand?

	Yes completely

36

Yes to some extent

1

No

2

NR

55
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	Our Hospital and Ward
	
	

	Q8. As far as you know, did doctors wash or clean their hands between touching patients?


	Yes always

72

Yes sometimes

1

No

12

Dont know/cant remember

7

NR

2
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	Q9. As far as you know, did nurses wash or clean their hands between touching patients?
	Yes always

78

Yes sometimes

8

No

1

Don’t know/cant remember

5

NR

2
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	Q10. In your opinion, were there enough nurses on duty to care for you in hospital?


	There were always| or nearly always| enough nurses

56

There were sometimes enough nurses

29

There were rarely or never enough nurses

7

NR

2
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	Q11. Did you have confidence and trust in the nurses treating you?


	Yes always

73

Yes sometimes

18

No

0

NR

3
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	Q12. How many minutes after you used the call button did it usually take before you got the help you needed?


	0 minutes/right away

12

1-2 minutes

24

3-5 minutes

20

More than 5 minutes

9

I never got help when I used the call button

1

I never used the call button

22

NR

6
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	Q13. Were the staff friendly and sensitive to your needs?


	Yes always

64

Yes sometimes

13

No

0

NR

17
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	Your Medicine
	
	

	Q14. Did a member of staff explain the purpose of the medicines you are taking in a way you could understand?


	Yes completely

50

Yes to some extent

20

No

2

I did not need an explanation

10

I had no medicines

2

Not applicable as my discharge has not yet been discussed

3

NR

7
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	Q15. Were you given clear written or printed information about your medicines?
	Yes

32

No

22

Dont know/cant remember

6

Not applicable as my discharge has not yet been discussed

18

NR

16
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	Q16. Were you/your family kept informed about your condition/treatment?


	Yes definitely

54

Yes to some extent

24

No

3

My family or friends did not want or need information

1

No family or friends were involved

3

NR

9
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	Q17. Did the doctors or nurses give your family, or someone close to you, all the information they needed to help care for you?


	Yes definitely

42

Yes to some extent

22

No

6

My family or friends did not want or need information

5

No family or friends were involved

7

NR
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	Overall
	
	

	Q18. Overall, Did you feel you were treated with respect and dignity while you were in the hospital?


	Yes always

75

Yes sometimes

11

No

0

NR

8
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	Q19. Overall, how would you rate the care that you received?


	Excellent

45

Very good

33

Good

4

Fair

4

Poor

0

NR

8
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New Question Added onto questionnaire.  Made active from May 2009

	Q20. Would you recommend Bedford hospital to a friend or relative?


	Yes

72

No

3

NR

19
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	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%

(Note: information taken from Q20 responses, Q20 only introduced in May 2009)
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	1.3

	Overall how would you rate the quality of your care?

Target:  82-100% rate Excellent or Very Good
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	4. 
	Implementation of new Complaints  Process “Making experiences count”:

· Approval of revised Complaints policy

· (Other milestones to be identified)


	Policy in draft 
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