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To increase uptake of local resolution of complaints by 50%
by June 2016

Why is this important to service users and carers?

Tests of Change

*  Complaints Quality Panel
*  Satisfaction Survey

* Local Resolution Pack

* Local Issues Log

*  Customer Care Training

*  Risk Matrix

* New response letter style

We care

Makes the process more responsive

We respect

Resolving complaints becomes more meaningful and personable -
service users/carers feel listened to

We are inclusive

Working jointly with service users/carers when things go wrong

Aims: Primary Drivers Secondary Drivers Change ideas
skills Customercaretraining
CHN sl:aff Complaints process training

Learning and feedback

Local resolution guidance package

Learning fraom complaints focus group

/—\ with EPCT staff
AlM: New respoms e letterstyle
T Local process Local ownership of process
To L"cr;alse | p porp Local resolution logging form and letter
uptake of loca
resolution by
509 by 30t Introductionofthe CHN Quality Panel—
June 2016 L el . decisions on loalvformal investigation,
Local decision makmg allocate investigators, quality chedk
| responses
Loca Patient and carer experience of
“ J/ governance New process Complaints process s atsfactions urvey
Quality assurance Leaflet onPatien Reported Experience
Measures
Focus group with PES staff and service
users fcarers
Feedback mechanisms
Data Increased use of reporting including Datix

forinformal complaints

Local ownershi p of data Local issues log to test in Community

NeuroService

C Chart Total Number of Complaints Jan-14 to Nov-16 C Chart Total Number of Formal Investigations (Jan-14 to Nov-16)
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= o — " Happy with how the
y = The staff manager dealt with

Other places should A listened my issue
do a survey /£
/

= The admin lady was fantastic
and the nurse who called me
back was superb, | would like

N to compliment them

The Community
Matrons who visited
my father were very

helpful 4 . d/
Complaint process S —— r =
called me, | would not

was good and | was // | felt reassured when
pleased with the s
hesitate to use this

/" Before this it didn't ™\ y ; N ) the team manager
e . P Areyoulistening?’ | )
B Feedback from the——\wiﬂ/v’

a S N,
-~ | feel the manager

w Are you listening?’
Feedback from the

It took a long time to surve _—
I~ survey R ( acknowledge my ) y ~ S
_ ~ o y | was kept informed
< P, - mta et \ about my complaint
7 | wanted to make the 2N /\ o B S ) . 3 >
manager aware of the B '\ " The letter mentioned The letter addressed all the o
issue e o all the points | raised points | raised, two years ago |
y ﬁ'm"f:aa?éw:r;:;\ Fe complained but they didn't handle The service was very
s aﬂ:rl it properly. The new system is prompt with their
N i i ~ _ reply tomy complaint
complained quick and professional R Ply y Pl L




