
 
 

“Are you listening?” 
 
 

Michael McGhee (QI Sponsor), Charan Saduera, Karamjeet Chana, Amy Davies, Chris Kitchener, John 
Louis Kauzeni, Sarah Grant, Eirlys Evans (QI Coach) 

Why is this important to service users and carers? 
 

We care 
Makes  the  complaint process  more responsive 

 
We respect 

Resolving complaints becomes more meaningful and 
personable  

 
It helps  service users/carers to feel listened to  

 
We are inclusive 

Working jointly with service users/carers when things  
go  wrong 

Outcomes 
*Formulation of a panel to increase ownership 

*Development of local resolution templates  
*New streamlined and focused response letter 
*Focus group to inform customer care training  

*Reduction in time taken to investigate 
*Improved training and support for staff 

*Financial impact on cost per case with favourable cost 
decrease  

Local resolution  
 

When things go wrong service users / carers are 
offered to meet with the service staff to resolve issues 
through an informal meeting which can be face to face, 

telephone or Skype. 

CHN staff 

Increased use of reporting including Datix for 
informal complaints (system to record all  calls to 
complain and refer complaints that go directly 
to central team) 

Feedback mechanisms 
Data 

Local 
governance 

Primary Drivers Secondary Drivers 

To reduce 
number of 
complaints 
leading to 

formal 
investigation to 
50% of total by 
December 2015 

Aims:  
 
Complaints, 
CHN 

Change ideas 

Complaints awareness 

Local decision making 

Quality assurance Feedback leaflet l inked to use of PREMs 

CHN Quality Panel – to make decisions on 
local v formal investigation, and to quality 
check responses 

Customer service / complaints avoidance 

Learning and feedback 

Skills 

Local logging of all  complaints 

Patient and carer experience of new 
process 

Local ownership of data 

Feedback to teams 

Complaints process training 

Local resolution training 

Learning from complaints – focus groups 

Local process Local ownership of process In house process management (compliant with 
trust standards) 

Driver Diagram  
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