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1. Patient survey
2. Patient and Public Involvement (PPI)

3. Patient Advice and Liaison Service (PALS)

* team CALL
e team FACE-TO-FACE

4. Website: https://www.careopinion.org.uk

5. Voluntary involvement in collecting patient
feedback

Case: Janet, 32 weeks pr

egnant

Source: Patient Experience Monthly Report,
York Trust teaching Hospital, April 2019
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1. System Datix Fi | Jatix

Software for Patient Safety

2. Meeting (weekly) discussing
all the cases

ToDolList | My Dashboard | Actions | Organisations | Equipment | Distribution Lists | Policies | Payments | Admin | Logout |

Incidents v Risk Register v Complaints v Claims v Safety Alerts v

. (1] Complaints t
N -
3. Identify the problem
Options Statuses
« Add a new complaint ¢ Add new complaint = Unaproved compiamts

iy My reports

4. Inform the patient about = &wwme

L New search B Complaints awaiting investigation

CO m p I a i nt p ro Ce S S [l saved queries B Complaints under investigation

J:,' Generate KO41 Report
B Complaints awaiting holding letter
\, List search results
| Clear the current search ® Complaints awaiting final reply

& Help B Completed complaints

B Rejected complaints
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Teaching programme
Information material
Feedback for the patient

"You said — we did"

We're listening to your feedback

Your've bean giving us fesdback on your care and treatment. You fok! us

HaVING your 53y helps 10 Imgrowe cane for everyons S0 pease Keep petting os 10 the test
by ghving us your feadtack each Hime you Use our services

The NHS Friends and Family Test
www.nhs ukffriendsandfamily
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Lord Carters Review (2016): £5bn savings 22 hospitals

Operational productivity Total costs of unjustified variation
and performance in English

NHS acute hospitals:

Unwarranted variations

£3,830.00

£3,500.00

TRUST 1 National average TRUST 2
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European Hospital and o Andrea Figueiredo
Healthcare Federation

o Scan4Safety

SCAN4.SAFETY

Patient. Product. Place. Process.

Tools/
Processes

Patient

https://www.healthmanager.ie/2018/01/scan4safety-improves-patient-safety/

. Right Place . Right Process

Right Patient . Right Product
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Patient Place

Safety and Trackable &
care traceable

Product Process

Everything Simplified
recorded processes

Over

£1 billion

of benefits
in seven years!




CONCLUSIONS

Closing by chairman, Maciek Zagorsk
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