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| Who is Sciensus Pharma? X sciensus

-
European Life Sciences Company

Supplying medicines and ongoing clinical care to 230k+ NHS patients
* Deliver medicines and associated clinical care at home
* Receive 2,000 prescriptions per day

* Make 5,000 deliveries of medicines per day

 Network of distribution centres




| Clinical Homecare Services Complaints

=
Working in line with numerous Professional Standards %
RO
BTy TICA
Standards for
registered pharmacies
Revised June 2018
Formal & Informal complaints I nandbook gor _
omecare Jervices
in England
RPS Handbook for Homecare Appendices
GPhC Registered Pharmacy Standards : :
, for Homecare
RPS Professional Standards for Homecare Services 2024 A
RPS Handbook for Homecare Appendices Homecare Standards: Appendix 19
Further guidance on managing complaints and
incidents within homecare services

I "Sciensus


RPS Handbook Homecare Appendices
RPS Handbook Homecare Appendices
RPS Handbook Homecare Appendices
RPS Handbook Homecare Appendices
RPS Professional Standards for Homecare
GPhC Registered Pharmacy Standards

|PaﬁentFeedback

Patients and Patient Advocacy

Groups said our process was:

Complex
Process

Diffiqult to Patient
Navigate feedback

Misunderstood

Challenging
The
Response




| So, we designed a new 3-page resource for patients ......
-

https://www.sciensus.com/resources/

Sciensus Patient Complaint Leaflet sciensus I

Patient information-
complaints process



Sciensus Patient Complaint Leaflet
https://www.sciensus.com/resources/

Improvements in Complaint Handling 2024

With better service comes fewer complaints, but 52
handling complaints has also been improved

Acknowledging the improvements made throughout the year.

@

Informal - Patient Services Formal - Resolution and Insight ®

« Efficient Complaint Resolution

» Immediate Response to Complaints « Investigating officers promptly call the

« Same day call back from team patient to acknowledge receipt, explain next
managers if query isn't initially resolved. steps, and often resolve the complaint over

» Reducing need for formal escalation. the phone.

+ Patients able to escalate if they are not
satisfied with how complaint was handled.

Other improvements:

* Introduction of the Query Resolution Team for NHS Customers.
* Online Portal for NHS Customer use.

« Complaints Process now available on the Sciensus website.



| Number of Formal and Informal Complaints
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Complaints by Department Area
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The Background:

Identified Error Cause

Breakdown in communication with patient
1(0.78%)

Special instructi... 3 (2.335%)
Scheduling not.. 1 (0.78%) —
) 2 {1.55%)

Prescription n... 1 (0.78%) ' :
Prescribed item missed duning dispensing...
2 (1.55%
Patient request not actioned- account ...
& (4.85%)

Patient documents unclear/incomplete
1 {0.78%)

Patient account updated incorrectly
10 (7.75%)

Patient account status not correctly ame...
2 {1.55%

4 [3.1%)
Order not lea... 1 (0.78%)

Mo response from property- deliv

4 (3.1%)

Fharrmacy I -

- inappropriate c... 1 {0.78%)
Incorrect informa... 2 (1.535%%)

27305 %

nitial delivery/nursi... 3 (2.33%)

Breakdown in co... T4 (10.85%)

Delivery fail... 2 (1.55

Breakdown in communication with Trust/Referrer

t processes followed
ay
¥

%)

Delivery options not suitable for patient-...



| Response Time for Formal Complaints
-

Avg Days to Complaint Resolution by Month
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| 2025 Patient Satisfaction Survey Patient Quotes

e
no current suggestions — | made a complaint within

the last year and the issues raised have all been
improved or resolved.

66 | am really happy with the service you provide. Never had a
problem with your service. If | have had to ring the office, |
have always found the staff pleasant and helpful. The
people who deliver my medication are always lovely. Thank
you all. I have no complaints.

| have only had one complaint over the years
...... | rang up and it was very quickly resolved.




“l am delighted to see the improvement in

how patients feel about the way their
complaints are handled.

It’s imperative that we use their experience to
improve all of our processes, and all the
teams have worked hard to achieve this level
of success”

Superintendent Pharmacist, Sciensus
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