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PALS, Complaints and Patient Experience e

The Shrewsbury and
Telford Hospital

Review

Stakeholder feedback:

“There is no transparency. Complaints are responded to in house,
where is the challenge and confidence that information being sent
out is patient friendly?’
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Patient Partner Chair

https://youtu.be/FDL8ba0OWHFs
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Independent Complaints Review Group

« Chaired by a patient partner
« Complaints are randomly selected

- Complaint investigations and responses are reviewed by

independent members
» A structured process of review is followed

» Aspects of good practice and opportunities for learning are
identified

« Learning and improvements are shared
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Independent Complaints Review Template

Comgisnt IBafemencs:

Dt ot Huwiwas

Hwmm of [Eevame:

Urganne tioe

Hole:

Mol
The Eegulsfone maes Tha Locsl Aubary Scosl Savoos and Meions
wialmma, SOIG {51 2005 Mo 309

Pnnoplau reter bo ke Com s Renagara il Slendsrds for miasageg
indsrdusl gaeol ooep bond, Peteni Aasocason 2013

Our Vision: To provide excellent care for the communities we serve



: : NHS
Examples of Learning and Actions e o Holgro

NHS Trust

<
I

= o Dy B

Improved documentation and audit trails

4 [ 4
Early resolution through meeting with the
l:ET?":' senior team

Use of simple language to explain clinical
information and terminology o
_—/ Extending invitations to complaint
investigators
To consider the wording used in letters, to
ensure that an apology is not diminished

T, O the Complaints Team
Clearly demonstrate learning being taken -

in response to the feedback
Recognition of investigations providing
rigour and assurance

° , I Health literacy training has been delivered
[ ]

Streamlined claims process with Legal
Department
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For further information please contact:

Shrewsbury and Telford Hospital NHS Trust
sath.patientexperience@nhs.net

Derbyshire Community Health Services NHS Foundation Trust
DCHST.PatientExperience Team@nhs.net
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