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	1.Formal Complaints

	1.1
	Number
The number of formal complaints received during the 2nd  Qtr (1.7.09-30.9.09) was 41.  

Of these

1 meeting has been requested – the patient died before the original meeting could take place and has been rescheduled at relative’s request


3 meetings have taken place



25 have been responded to within agreed time period, one of which was a joint complaint with NHS Bedfordshire

4 have been responded to with an agreed extension to the time period 

1 was withdrawn by the complainant

7 are still under investigation including one for which we have requested an extension. 

The number of Formal Complaints received for the previous quarters was as follows
2008/09

Q1
Q2
Q3
Q4
2009/10

Q1*
No of Complaints

29
42
27
21
46   
* under new complaints legislation



	1.2
	Risk Grading

The process for grading of complaints was introduced under the new Complaints legislation and is in the process of being implemented.



	1.3
	Categories

The following graphs represent the top subjects followed by the sub subjects.  It should be noted that the subject and sub subjects are those as reported by the complainants in their letters of complaint before an investigation has been carried out.
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	1.4
	Complaints by Specialty: Q2

Medicine and Diagnostics

 16
Surgery and Anaesthetics

 17

Women and Children services
   8



	1.5
	Complaints by ethnic group of Complainant: Q2
White British 



32

Mixed white and Black Caribbean
  2

Indian 




  1

Bangladeshi



  1

Other Asian 



  1

Black Caribbean


1

Other ethnic category


1

Not stated



2


	1.6 

	Changes made/lessons learned as a result of the above Formal Complaints
09050 – No explanation or information given with regard to plaster cast
Staff in the plaster room are to  devise a leaflet which can be given to all patients who have casts. 


	1.7 
	Complaints considered by the Parliamentary & Health Service Ombudsman (PHSO)
Position as at 31 October 2009

We are aware that 7 complainants save contacted the PHSO

Of these 5 files have been sent to the PHSO

2 further letters of explanation have been sent to the complainants

Further comments have been requested to be sent to 1 complainant

1 file has been requested by the PHSO and is being copied 



	2.1 

	PALS
There were 153 PALS issues received in the 2nd quarter (under new legislation)  

The number of PALS issues received in the previous quarters (under the previous legislation) was as follows:

200809

Q1

Q2

Q3

Q4

2009/10

Q1*

No of PALS contacts

181

184

193

240

164

* under new complaints legislation

The following graphs show the top subjects and sub subjects as reported by those who raised their concerns through PALS. 
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	2.2 


	Changes made/lessons learned as a result of the above PALS contacts
5242

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

5213

Infection Control in A&E – Nurse Practitioner to use gloves when doing steristrips and visibly clean her hands in front of patients.
Relative on a ward witnessed a toilet seat being cleaned with a brush after it had been used to clean the toilet – 

· This domestic assistant has now been removed from the ward and will be re-trained. 

· This incident will be logged on her personal file. 

· Meeting held with all the domestic staff to alert them to this incident. 



	2.3 

	Other information
An upgrade was installed on the Datix system in September which enables more detailed analysis


	3 

	Compliments 
Recorded compliments received to date for 2nd Qtr 1.7.09 to 30.9.09
Cards/letters






271
Gifts







399
Donations to wards/departments
       

         £ 810  

Compliments received via the Chief Executive’s office
  23


	4.
	Patients and Relatives Feedback
Patient Satisfaction Survey - September 2009

Method:  

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

Patient Responses:

September 2009

86

Response by Ward:

[image: image6.emf]0

2

4

6

8

10

12

14

16

18

Cygnet Elizabeth Godber Harpur

Howard

Orchard

Orchard

Maternity Reginald

Hart

Richard

Wells

Shand

Shuttleworth

Victoria

Count of Ward


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

Emergency

41

Planned

33

N.B. This information was not recorded by the patient in 12 cases.
Responses:

A total of 86 Questionnaire responses. Note NR denotes No Response recorded by Patient.

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

Yes definitely

58

Yes to some extent

26

No

1

NR

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

Yes always

55

20

8

3

Yes sometimes

No

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

Yes always

Yes sometimes

No

NR

72

1

10

3
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Q4. Were you given enough privacy when being examined or treated?

Yes always

Yes sometimes

No

NR
71

7

4

4
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Q5. Were you ever in any pain?

Yes always

Yes sometimes

No

NR

8

51

22

2
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Q6. Do you think the hospital staff did everything they could to help control your pain?

Yes definitely

Yes to some extent

No

Not applicable

NR

57

16

0

9

4
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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

Yes to some extent

No

NR
23

8

2

53
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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

Yes sometimes

No

Don’t know/can’t remember

NR

65

2

8

9

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

Yes always

Yes sometimes

No

Don’t know/can’t remember

NR
68

8

2

8

0
[image: image15.png]100%
90% A ’vaiA
80%

70%
60%
50%
40%
30%
20%
10% ,%,A‘__‘___‘i
0% - - - —
Apr-09 May-09 Jun-09 Jul-09 Aug-09 Sep-09

‘ ——No —#=—Yesalways —«—Yes sometimes‘




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

There were always or nearly always enough nurses

There were sometimes enough nurses

There was rarely or never enough nurses

NR

49

27

6

4
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Q11. Did you have confidence and trust in the nurses treating you?

Yes always

Yes sometimes

No

NR

72

8

3

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

1-2 minutes

3-5 minutes

More than 5 minutes

I never got help when I used the call button

I never used the call button

NR

10

24

18

6

0

18

12
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Q13. Were the staff friendly and sensitive to your needs?

Yes always

Yes sometimes

No

NR

60

12

1

13
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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

Yes to some extent

No

I did not need an explanation

I had no medicines

Not applicable as my discharge had not yet been discussed

NR

39

19

4

5

4

1

14
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Q15. Were you given clear written or printed information about your medicines?

Yes

No

Don’t know/can’t remember

Not applicable as my discharge has not yet been discussed

NR

26

21

7

14

18
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Q16. Were you/your family kept informed about your condition/treatment?

Yes definitely

Yes to some extent

No

My family or friends did not want or need information

No family or friends were involved

NR

43

24

5

3

0

11
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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

Yes to some extent

No

My family or friends did not want or need information

No family or friends were involved

NR
33

23

6

6

3
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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

Yes sometimes

No

NR
66

8

1

11
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Q19. Overall, how would you rate the care that you received?

Excellent

Very good

Good

Fair

Poor

NR

40

28

5

0

1

12
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Q20. Would you recommend Bedford hospital to a friend or relative?

Yes

No

NR
65

2

19
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5. Hotel Services Surveys
	5.1
	Catering Satisfaction survey
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	5.2
	Domestic Services Survey results
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	In the month, comments received about staff attitude and patients opinion about the ward being cleaned whilst they were having breakfast have been passed back to the wards concerned – as have the positive comments.
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