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1. Background

This report identifies the current position and trends for complaint management within the Trust for the
period 1 April 2017 to 31 March 2018. The data contained is sourced from the DATIX information system and
provided monthly to the Trust’s Executive Group and Patient Experience Group.

Complaints are issues and concerns regarding care/treatment/services received at ELHT which are triaged
and logged as a Level 4 formal complaint (the highest level for a complaint/concern). In such cases, the
issues raised are felt to be of sufficient seriousness or complexity to warrant a formal complaint investigation
and response, or we have been unable to reach a local resolution either through discussions between the
service and the complainant or via any other forms of communication or information provided to the
complainant.

Maintenance of the reduced number of complaints received compared to the year 2014-2015 is as a result of
ongoing work within the Customer Relations Team and Divisional Teams in ensuring that when concerns are
raised, they are handled proactively and immediately to prevent escalation. This includes a combined
complaints/pals team within Customer Relations, resulting in a coordinated service to respond to enquiries
and concerns. In addition, feedback is provided directly on wards and in departments, allowing staff to
respond to any negative issues immediately and whilst the patient is still within the Trust. In most cases, the
concerns are resolved without the patient or relatives finding it necessary to make a formal complaint.

Formal Complaints Received for last 6 years

2012 -2013 514
2013 -2014 700
2014 - 2015 559
2015-2016 338
2016 - 2017 392
2017 -2018 343

2. Trust Complaint Management Performance
2.1 New Complaints Received

The Trust received 343 new formal complaints in the period from 1 April 2017 to 31 March 2018, compared
to 392 in the preceding year. This is a decrease of 12.5 % for the number of formal complaints. There is a
continued presence of Customer Relations Staff across main hospital sites, in addition to contact by phone,
email, letter or face to face being made by the Customer Relations Team to resolve concerns quickly and
prevent escalation, where possible.

Ward Managers have also reported that daily monitoring of FFT’s on the wards has enabled them to take
immediate action when concerns are raised, which has resulted in a reduction of escalation of issues leading
to formal complaints.

All complaints are triaged by the Customer Relations Team and, wherever possible, early contact is made.
Any issues which can be resolved immediately are identified and dealt with. Any outstanding issues
following this are highlighted for investigation and response if necessary. However, a number of complaints
have been withdrawn in these circumstances, as once the complainant has the opportunity to discuss issues



and immediate concerns are satisfactorily resolved, it is often felt by the complainant to be unnecessary to

continue with the formal complaint process.

Of the new complaints received, they are apportioned as in the chart below, which show the previous year’s

complaints figures and trends.
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2.2 Complaints closed

The number of complaints closed from April 2017 to March 2018 was 375, compared to 382 closed in the

preceding year.

Complaints per patient Contacts

ELHT is targeted to achieve a threshold of at or less than 0.4 formal complaints per 1,000 patient contacts —
made up of inpatient, outpatient and community contacts. The Trust on average has approximately 140,000
patient contacts per calendar month and reports its performance against this benchmark.

For the year 2017 to 1028, this was 0.240, compared to 0.271 for the preceding year (see table below). The
threshold was not exceeded in any period of this year and only went above 0.3 per 1,000 patient contacts on
one occasion (in February 2018), this is still almost 25% below the target threshold.
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2.2 Average Number of Days for Complaint Closure

The table below shows the average number of days a complaint was open from April 2017 to March 2018.

Average Number of Days a Complaint is Open
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3.0 Top 5 New Complaints by Subject



Triage coding practice within DATIX more accurately identifies the primary reason for each complaint. This
has identified that the main area for issues being escalated to the formal stage are in relation to the category
of patient care. This is in line with previous reports and National Statistics.

Please note, CT = clinical treatment by doctors in e.g. surgery, medicine, family care

Due to the reduction in complaints because of the action taken to resolve concerns immediately they are
raised, the concerns which are subsequently escalated to formal status are those which are complex, clinical
complaints. This explains why the subjects of the top complaints relate to clinical treatment and care.

Top 5 Reported Subjects for Level 4 Complaints 2017-2018
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Ombudsman Report from April 2017 — March 2018




The table below shows the complaints received back to the Trust from the Health Service Ombudsman, with
outcomes and ongoing action where appropriate (in red).

Outcome Number | Trust Action

Partially upheld 3 Action taken — Letter of
apology and action plan
completed

Not upheld 4 No further action

Withdrawn 1 No further action

Still under PHSO investigation | 3 Reports Awaited

In addition to those above, there are 3 PHSO complaints under investigation from previous year (2016/17)
and 1 received in April 2018.



