Complaints Report
Annual Headlines 2017/18
WHATS BEEN
ACHIEVED THIS
YEAR?
Of the 11 complaints investigated by the Parliamentary
Health Service Ombudsman,
only 1 complaint was upheld.

Despite the reduction in
overall activity there have
been increases and decreases
across the different types of
activity in 2017/18:



Compliments have increased by almost 100%
of 2016/17



Formal complaints have
risen by nearly 30%



Verbal concerns have
decreased for the second
year (this time by over
20%)

Complaints are a vital source of information about the views of our patients, families and
carers about the quality of our services and standards of our care. Leicester’s Hospitals
Patient Information and Liaison service (PILS) administer all formal complaints and concerns.
General Practitioner (GP) concerns received from the CCGs
are now managed by the UHL GP Services team.
From 1st April 2017 to 31st March 2018 we received
1,858 formal complaints and 1,363 concerns.

The great news is
that 90% of all
formal complaints
are resolved at
first response.

Formal Complaints Performance Overview
Our goal is to respond to at least 95% of all formal complaints within the timeframe agreed with
those who have made the complaints. In 2017/18 overall we achieved this with 90% of our formal
complaints.

Percentage of Formal Complaints responded to within
their allocated timescale by Clinical Management
group in the 2017/18 financial year (Target of 95%)
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Clinical Management Groups (CMGs) and Corporate Directorates
CMG 1 (CHUGGS): Cancer, Haematology, Urology, Gastroenterology & Surgery
CMG 2 (RRCV): Renal, Respiratory, Cardiac & Vascular

The overall response performance
in 17/18 (90%) is slightly down on
16/17 where we achieved 95%.

CMG 3 (ESM): Emergency & Specialist Medicine
CMG 4 (ITAPS): Intensive Care, Theatres, Anaesthesia, Pain Management & Sleep
CMG 5 (MSK&SS): Musculoskeletal & Specialist Surgery
CMG 6 (CSI): Clinical Support & Imaging
CMG 7 (W&C): Women's and Children's
The Alliance: Community Hospitals
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financial year
Breached
complaints,
10%

Complaints
responded
to in time,
90%

Corporate Directorates

1

PAGE

2

Number of formal complaints received in 2017/18
The largest number of
formal complaints were
received in:


ESM



CHUGGS



MSS

2017/18 saw a 29% increase in the number of formal complaints received compared to
2016/17.

Number of Formal Complaints received by CMG & Financial year
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Themes from formal complaints received in 2017/18
The top five themes from formal complaints received by the Clinical Management
Groups (CMGs) from 1st April 2017 to 31st March 2018 are:

The Patient Information
and Liaison Service (PILS)



Medical Care



Waiting Times



Appointments, including delays and cancellations



Communications



Staff Attitude

Top 5 Themes of Formal Complaints 2017/18 financial year

Feedback from our patients, their relatives and

Medical Care

carers allows us a valuable

Waiting times

opportunity to review our
services and make improvements. We encourage

Appointments
Communication

dialogue with staff, giving

Staff attitude

an opportunity for immedi-

All other themes

ate action and local resolution.
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Number of concerns received in 2017/18
2017/18 saw an overall decrease of 69% in the number of concerns received compared to 2016/17.
This includes concerns that we were able to resolve verbally and concerns received from the Clinical Commissioning
Groups (CCGs).

Number of Concerns received by CMG & Financial
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Equality, Diversity and Inclusion
Examples of complaints made related to Equality and Diversity


Denied access with a medical assistance dog



Discrimination by staff due to his skin colour



16 year old daughter had to be treated in Adult Emergency Department rather than the Childrens Emergency
Department
BY AGE

BY DISABILITY

BY GENDER

BY ETHNICITY

Complaints

Concerns
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2017/18 Cases of learning from complaints
In response to complaints about
pain suffered as a result of hysteroscopy, the Gynaecology service
will be reviewing and updating
their Patient Information leaflet
involving some complainants regarding the level of pain they experienced during the procedure.
They are also introducing the availability of Entonox gas for pain relief
during outpatient Hysteroscopy.

In response to complaints regarding waiting times for appointments and lack of cover on the telephone line in the
Neurology service, they have appointed a new admin manager and recruited more staff into the Neurology team. There
has been a review of admin tasks and creation of a rota for
the admin team to ensure that there was always someone
available and responsible to answer the incoming phone calls
for queries. They have commenced closer monitoring of 10
working day deadline for clinic letters to go out to GPs and
patients and are undertaking a full review of capacity and
demand in the service (to include Botox service).

In response to a complaint about a
patient having a procedure under local
anaesthetic without pain relief medication being able to be prescribed after
the procedure before discharge. The
Ambulatory Surgical Unit have now put
medication charts into use for patients
who have had a local anaesthetic procedure so that pain relief can be prescribed if required prior to discharge.

In response to concerns raised in relation to dignity issues when a patient underwent breast screening, the service have implemented new
signage within the waiting area, requested that the patient experience team look at the screening process and to spend some time in the
unit looking at screening, discuss the information within the patent invite letter at Regional and National Public Health meetings and have
now placed the invitation to screening leaflet: “Helping You Decide” that accompanies the invite letter in the waiting area.

2018/19 Service Improvement
In 2017/18 our plan was:


To undertake a new complaints satisfaction survey using new approaches



To coach and further develop the skills of the Patient Information and Liaison Service
to improve the quality of call handling and drafting of responses using plain English



To develop further training for staff to enable them to manage and resolve concerns
locally and earlier

In 2018/19 we continue to strive to improve our complaints process and handling of cases
by:


Changing to an electronic paper triage process



Updating the PILS patient information leaflet



Ensuring consent within the complaints process is in line with best practice and
national guidance



Ensure that we deliver on our Quality Commitment

Have a question?
Contact The Patient Information and Liaison
Service via the following routes:
Email: pils@uhl-tr.nhs.uk
Phone: 08081 788 337
Post: The Patient Information and Liaison Service
The Firs
c/o Glenfield Hospital
Groby Road
Leicester
LE3 9 QB
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