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Background
� Patient experience team and complaints team used 

to work in isolation from each other

� Complaints department used to deal with concerns 
and formal complaints in the usual NHS way 

� long drawn out timescales 
� little service level engagement 
� defensive 
� unapologetic responses 
� lack of lessons being identified or learnt 
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Creating one team
� Greater emphasis on customers experience 

� Coordinated and cohesive approach

� Triangulating a variety of data:
� complaints themes, friends and family themes, 

serious incidents as well as staff survey 

� Real-time data
.
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What happened next?



�we are caring and compassionate �we deliver quality and value �we work in partnership

New initiatives
� Patient stories
� GAIN
� GAINing insight
� GAINing perspective
� Schwartz round
� Bespoke training
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Patient stories
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Governance Assurance Information Network
(GAIN) 
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GAINing Insights

Are we 
safe?

Are we 
effective?

Are we 
responsive?

Are we 
well-led?

Are we 
caring?Are we 

safe?
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Key findings � Children�s Therapy Team

Overall rating = Good
Outstanding Good Requires 

Improvement
Inadequate

Safe

Effective

Caring

Responsive

Well-led



�we are caring and compassionate �we deliver quality and value �we work in partnership

GAINing Perspective
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Schwartz Round

What are Schwartz 
Rounds?

A time to discuss the 
emotional and social 
dilemmas that arise in 
everyday work. 

A time to share your 
experiences and 
feelings on a range of 
thought provoking 
topics and discuss how 
they may affect you. 
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Bespoke training
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To summarise


