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FRQFHUQV FDQ EH WKHPHG FRPPHQWY FDQQRW EH DQG LW LV LPSRU

Actions taken since last report

Xx 3$/6 DWWHQGDQFH DW DOO GLUHFWRUDWH PDQDEHRB QWU FPARLOM IO
SXUVXHG

x $ QHZ FRPSODLQWY FRPSOLDQFH UHSRUW LV EHLQJ SXOOHG WRJ
HDFK TXDUWHU

x $ TXDUWHUO\ 3%$/6 PHHWLQJ ZLWK DOO WKH GLUHFWRUDWHYV LV E
WKLV D XVHIXO ZzD\ WR VKDUH OHDUQLQJ IURP 3%$/6 LVVXHYV

X 7KH OLQH PDQDJHU IRU PHPEHUV RI VWDII QDPHG LQ QHJDWLYH |
IRUZDUGHG WKH SDWLHQWYfV FRPPHQWY VR WKDW WKH\ FDQ IRO!
VWDII

X &RPSOLPHQWYV IRU VWODPMHQWSRYHE@EW IHHGEDFN LV VHQW RXV
2XWVWDQGLQJ ([FHOOHQFH IRUP

Complaint themes

7TKH . FDWHJRULHVRDW KrH®RIHGD LMW R DW QH PHK/LY TRDHWHU
x 3DWLHQW FDUH LQFOXGLQJ QXWWIQGELRQ DQG K\GUDWLRQ
X &QOLQLWDHDY/PHQW

7TKHUH ZHRRHQFHUQV/KG PRVY XHV IURP BERFHUQV

X 3DWLHQW GRGHQLQ@XWULWLRQ DQBLMIKE KDWLRY WKHVH LQ WKH 0|
'LUHFWRUDWH

X $SSRLQWPHQWY LQFOXGLQJ GHDD\V DQG FDQFHOODWLRQV

X &RPPXQLFDQNLRQ

FRBODLQWYV ZHUH UBHEUHMNGGRZ @ RI QXPHNURPD GRPBOBLQWY DFFR
WKH . VXEMHFW FRGH LV OLVWHG EHORZ E\ GLUHFWRUDWH

CSFSs Finance
and



Appointments



7KH IROORZLQJ JUDSK VKRZV WKH QXPEHU RI FRPSODLQWY E\ GLUHF\



Themes and actions

'"HSDUWPHQW : $FWLRQV
Endoscopy 'DLWLQJ WLPHWWXUHYRZHUH UDLVHG ZLWK  :HHN BXSS
Department EHG DYDLODEQ@BVRXUFLQJ SURYLGHU :DLWLQJ WLPH\

WR EHG DYDLODELOLW\

Radiology



Themes and actions

Department/Ward Actions

Farley Ward S8QVDWLVIDFWRQIFIDQJUHIHHGEDFN IRU WHDPV WR LPSU
DQG WUHDWPHEWQ GHDOLQJ ZLWK (2/ LVVXHYV

'Ii%':vc\’/)éﬁLZQDDUuGE”(QFRXUDJLQJ WKH QHHG WR UHSHDW HJ
WLPH IRU IDPLOLHV 12. WR WDNH LQIRU

;%SpE)H(SLT/DWLBLQJKOLJKWLQJCW/RV\LKQIGLPS(RXJIWDQFH R1
Q Q FRPPXQLFDWLRQ

Emergency S8QVDWLVIDFWRRBOQWLQXHG IHHGEDFN WR LQGLYLGXDO
Department &OLQLFDO WU IQBWPWORYWH FRPPXQLFDWLRQ WR SDWLHC
DQG DWWLWXGHRRWYGUIONJ RI P@QGOXXFOHMIYRE HQW $O0DC

Pitton Ward 8QVDWLVIDFWRQUGLYLGXDO IHHGEDFN WR VWDII WR DF
WUHDWPHQW DRDRSRUWDQFH RI FOHDU DQG WLPHO\|) FRI

g‘b\éiﬁ%g’(tHHv 6HWWLQJ XS RI FOHDU FRPPXQLFDWLRQ
IDPL@GDVWDII

Compliments
FRPSOLPHQWY ZHUH UHFHLYHG LQ 4XDUWHU WKH EUHDNGRZQ LV

$08 &DUGLRORIVULQIWRBUJIJHQF\ '"HSDUWPIBRWULQRORUDH\ ZDUG
+RVSLFH1IHXURSK\VLRDHRIEURNH ZBUWWRQ ZIHBO\QFK ZDAB& UH
ZDUG 66(8 7LVEXU\ ZDUKLWHSDULVK

Musculo-Skeletal Directorate

AXDUWHU I



X 7KH 3%$/6 GHSDUWPHQWRPRHAQMWWHGQG HQTXLULHV LQ 4XDUWHU 7
UHVROYHG E\ WKH WHDP

X 7KH 06. GLUHFWRQUBDMH. RQVSODQ RXWVWDQGLQJ FRPSODLQWYV
VLQFHDQXDU\

8SKHOG 3DUWLDOO\ 8SKH 1RW XSKHOG |
6 2




X

X

o0 7KH ROGHVW FRPSODLQW RSHQ LV YfHEKHFEHADV G XBSRBW R
WRRG " HFHPEHU WKDW WKH 'LUHFWRUDWH 0DQDJHU ZDV
SDWLHQW WR GLVFXVV KLV LVVXHV DV WKH FRQVXOWDQW KI
WKH FRPSODLQWOBRQVZHHIMHE IXUWKHU UHPLQGHUV KDYH EH
DZDLWLQJ FRQILUPDWLRQ WKDW SRDFRMH®HSKREA®HUF DO KB
IURP WKH FRPSOMWIHELUQXWWRQ ZKLFK KDV EHHQ IRUZDUGHG
WHD™H UHVSRQVH KDV VLQFH EHHQ FKDVHG E\ WKH 3%$/6 WH

7KH PRVW FRPPRQ WKHP H QRSU FIRROESWIRGS/R/L Q WEFHHL@W\SRVW SR Q H ¢
FRPSODLQWY FRQFHUQV LQVHQVLWLYH FRPPXQLFDWLRQ FRP.
FRPSODLQWY FRQFHUQV D QG SURFRLGQWMHYQW PRV S/GIPLQWY FRQF!
7KH KLJKHVW QXPEHU RI FRQFHUQV ZHUH IRU ERMXGWKHZERKW U L
FRQFHYRKWKDOKPGRRQFHUQV

7KH 3%$/6 RIILFH KDYHHOQHKHIUYME DQG FRPPHQWYV ZKLFK ZHUH UH)
WHDP

6 XUJHU\ KDYH WZR DFWLR®&® SODQ®¥ RXWVWDQGLQJ

8SKHOG






Food and nutrition on the ward

7KUSRVLWLYHQEHOQBWLYH FRPPHQWY ZHUHIRRGHLYG @ YWIDWERQIRQ W
QHJDWLYH FRPPHQWY DUH VKRZQ 2QHW K H \WRERBHFECORRXGSV EJHLY R ZJ U HD W H
SURPLQHQFH WR ZRUGV WKDW DSSHDU PRUH IUHTXHQWO\ LQ WKH VR

Noise

$ WRWDORRILWLYHBQBWLYH FRPPHQWYV ZHUHQWRHVHLY AIGHUMKH DV\B LYK F
DUH VKRZQ LQ WKH ZRUG FORXG EHORZ

Call bells

J)LYH SRVLWLYH DQG QHJDWLYH FRPPHQWYV ZHUH UHFHLYHG UHJDI
WKH\ QHHBKKBDIWGKHEH WKH QHJDWLYH FRPPHQWY ZHUH PDGH DUH

:KLWHSDULVK $PHVEXU\ %UHDPRUH )DUOH\



7KHVH KDYH EHHQ FDWHJRULVHG DQG WKH EDODQFH RI SRVLWLYH WHF
EHORZ

Lack of services at the weekend

X 2QH SDWLHQW ZDV FRQFHUQHG WKDW WKH J\P ZDV QRW DYDLODEO
LW ZDV RSHQ LW FRXOG DHADIEXVRUHVXQERBQWQ

X $QRWKHU SDWLHQW VDLG WKH\ ZRXOG OLNH SK\WLRWKHUDS\ DW W]
DQRWKHU VDLG WKDW WKH\ QHHGHG WR EH WXUQHG RQ 6XQGD\ EX
SUREOHP GHYHORSLQJ

X $QRWKHU SDWLHQW ZDQWHG WR VSHDN WR VRPHRQH DW WKH ZHHN

Discharge

X $ SDWLHQW zZDV GXH WR EH GLVFKDUJHG ZLWKLQ D IHZ ZHHNV EXW
EH ZKHQ WKH\ OHIW

X $QRWKHU SDWLHQW zZDV FRQFHUQHG WKDW WKH\ ZHUH QRW JHWWL
FRXOG QRW DVN TXHVWLRQV

X $QRWKHU KDG QRW KDG DQ\ FRQYHUVDWLRQV ZLWK 7UXVW VWDII D
SDWLHQW KDG QR LGHD ZKDW FRPPXQLW\ VXSSRUW ZDV DYDLODEO

X $ SDWLHQW UHSRUWHG RQ FRPPXQLW\ DQG VRFLDO GLIILFXOWLHYV
FROQFHUQHG WKDW QR SK\VLRWKHUDS\ ZDV EHLQJ SURYLEHRGFRNRG V

Maternity
$ WRWDO RI









Musculo -Skeletal Directorate
New projects

X $ ZRUNVKRS ZLWK SDWLHQWY IROORZLQJ FOLQLFDO SDWKZD\V
FKURQLF SDLQ ORZHU OLPE UHKDELOLWDWLRQ DQG XSSHU OLP|
7KH WHDP DUH QRZ ZRUNLQJ RQ WKH IHHGEDFN DQG DQ XSGDWH

Surgery Directorate
New projects

X $ SDWLHQW VDWLVIDFWLRQ VXUYH\ KDV HEH H Q R&/HWIHVOHR TR @/TKIR\E) KXAE
DLP RI HVWDEOLVKLQJ KRZOHGHWHWYH IVKH QXUVH

Completed projects

x 7KH SDWLHQW VWRU\ RQ WKH LVVXHMWEDOIDRNQEGL QR ONKH QH FZHME
7UXVW %RDUG WR FRLQFLGH ZLWK :RUOG $,'fV 'D\ DQG ZDV ZHOC

10. National Patient Surveys

National Maternity Survey 2018

7KH EHQFKHD/UAR WY EH SXEOLVKHG E\WRBXBE\RQ WEKEHSRUWY SUHVH
&OLQLFDO *RYHUQDQFH &RPPLWWHH DQG &OLQLFDO ODQDIJHPHQW %R
National Inpatients Survey 2018

7KH FXUUHQW UHVSRQVH UDWH UHPDLQV DW FRPODOWGEVZLWIKQR Z K
FDUULHG RXW DW ZDUG OHYHO

Urgent & Emergency Care 2018

7KH FXUUHQW UHVSRQVH UDWH LV FRPSDUHXBALWXUYHDROWRYKHY VW

Children and Young People 2018
7KH ILQDO YHUWHMHRVWVRR Y&BILUH



7TRWDO QXPEHU RI LQW HIWKSPUEHRHW HRIVIOMMA VK 6LIJQ /DQJXDJH LQWHUSU

7RWDO FRVWV IRU LQWHUSUHWLQJ D@®E WHKIDQVODMWQRYHWWIR ERRNL
(QGRVFRGLW

12. Patient Information

SDWLHQW ,QIRUPDWLRQ KDV PRYHG IURP WKH 4XDOLW\ 'LUHFWRUDWF

$00 QHZ SDWLHQW LQIRUPDWLRQ LV JLYHQ D VHQVH FKHFN E\ D JUR)
DSSURYHG IRU XVH LQ WKH 7UXVW 7KH 7UXVW LV FHUWLILHRW®DJID/LQ
XQGHUZD\ WR SURYLGH DOO SDWLHQW LQIRUPDWLRQ ZLWKLQ DQ DSS
DYDLODEOH RQ D ZLGHFRQDGBLMM/RRVNFOLQLFDO

$00 LQIRUPDWLRQ OHDIOBWWHZLLOYSHSE PV WR D ZHE
13. Equality and Diversity

7KH 3%$/6 WHDP DUH ZRUNLQJ ZLWK WKH UHFHQWO\ DSSRLQWHG (TXELC
DGGLWLRQEDO ZRUN XQGHU WKLV KHDGLQJ JRLQJ IRUZDUGYV

14. Parliamentary and Health Service Ombudsman (PHSO)
7KH 3+62 UHFHLYHG QR QHZ UHTXHWVWWWYARW UQGHSHQGHQW

7KH 3+&XEOLVKHVY FRPSODLQWY GDWD RQ D TXDUWHUO\ EDVLV WKDW
FRPSODLQWY UHFHLYHG DVVHVMNGDYODX)I®DRIHVWLIDWHG DQG
DWMWWS 777 RPEXGVPDODRBERRINXNHBERWWROV UHS RIWWS\RRKWD OWK TXD
FRPSOMERBWXWHXVWYV

15. NHS Choices website

A WHUH ZHFRWPPHQWY SRVWHG RQ WKH 1+6 &KRIGRHN 2 H DLW KHWDHNO D
SRVLWLYH FRRBHQWRIRWH DERXW KLV WLPH LQ DWKFhed8eDQG 7LVEXU)



Actions for the PALS team for Q 1.

X $WWHQG WKH $0ZD\V (YHQW WUDLQLQJ HYHQW HQG RI $SULO
QRLVH DW QLJKW LQ PRUH GHWDLO

X 6BWDUW WR PRYH DOO W KRHQ S/RWI K § EDIZHIRS STIROMVLIRD

18. Recommendations
7KH %RDUG LV DVNHG W) G W H HHKWK WU BFRVLRQV JRLQJ IRUZDUGYV
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