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EVIDENCE





INPUT

1. Patient survey

2. Patient and Public Involvement (PPI)

3. Patient Advice and Liaison Service (PALS) 

• team CALL
• team FACE-TO-FACE

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

5. Voluntary involvement in collecting patient
feedback

COMPLAI
NTS

York

General Surgery & Urology 2

Head & Neck 1

Obstetrics & 
Gynaecology 3
Operations 0

Ophthalmology 0

Orthopaedics & Trauma 3

Pharmacy 0

Radiology 1

Safety, Health & Environment 0

Total 19

Source: Patient Experience Monthly Report,
York Trust teaching Hospital, April 2019

Case: Janet, 32 weeks pregnant

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


Tools/
Processes

1. System Datix

2. Meeting (weekly) discussing 
all the cases

3. Identify the problem

4. Inform the patient about 
complaint process

Source: Datix, York Trust teaching Hospital, April 2019



OUTPUT

1. Teaching program me

2. Information material

3. Feedback for the patient

4. "You said – we did"





INPUT

Lord Carters Review (2016): £5bn savings 22 hospitals

£3,830.00

£3,500.00

£3,160.00

TRUST 1 National average TRUST 2

Total costs of unjustified variation



Tools/ 
Processes

Source: www.scan4safety.nhs.uk



Tools/ 
Processes

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



OUTPUT

Patient

Safety and 
care

Place

Trackable & 
traceable

Product

Everything 
recorded

Process

Simplified 
processes

Over 

£1 billion 
of benefits 

in seven years!
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