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Action required

The Board is asked to discuss the paper and provide feedback.

Key points This paper provides an update of our patient experience activity.
The paper highlights our latest data on compliments, our Patient
Focus Public Involvement work as well as complaints, their themes
and actions to address them.
An update is also provided on cases with the Scottish Public
Services Ombudsman (SPSO).

Timing An update is presented bi-monthly to the Board.

Link to Corporate
Objectives

1.1 — Engage with partners, patients and the public to design and
co-produce future service.

1.2 - Engaging with patients, carers and other providers of health
and care services to deliver outcomes that matter to people.

Contribution to the
2020 vision for Health
and Social Care

Person centred care is delivered when health and social care
professionals work together with people who use services, tailoring
them to the needs of the individual and what matters to them. The
Service’s Person Centred Health and Care Plan promotes patient
and staff participation in the development of services and continuous
improvement of the experience of patients and of staff.

Benefit to Patients

Patient and carer feedback involvement in service development

helps ensure services meet patient needs. Feedback helps drive
continuous improvements to services and evidence that service

developments are driving anticipated improvements.

Equality and Diversity

The Service works with a wide range of patient and community
groups to help ensure that the feedback gathered is representative of
communities across Scotland. Patient feedback is closely linked to
the Service’s Equality Outcomes work.
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PATIENT EXPERIENCE

CLAIRE PEARCE, DIRECTOR OF CARE QUALITY & PROFESSIONAL
DEVELOPMENT

SECTION 1: PURPOSE

This paper covers the period between 1 April 2019 and 31 December 2019. It provides an
update on trends, themes and mitigating actions from patient and carer feedback.

The paper also provides data on our performance against the complaints handling

standard, cases which are being considered by the Scottish Public Service Ombudsman
(SPSO) and the outcome of these cases.

SECTION 2: RECOMMENDATIONS

The Board is asked to discuss this report and provide feedback.

SECTION 3: EXECUTIVE SUMMARY

The Service actively seeks feedback on its services so that it can continue to make
improvements. We have many ways of gathering feedback — face to face, patient
forums, online portals, complaints and concerns channels.

Latest data shows that 1,069 compliments have been received by the Service since 1
April 2019.

As at 31 December 2019, 898 complaints have been received. Stage 1compliance is
currently 66% and Stage 2 compliance is 50.2%.
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Feedback analysis

Care Opinion

The online platform, Care Opinion, continues to provide the public with the opportunity to
share their experiences of health and care. The Service is dedicated to reviewing and
responding to every post to support patients and their families. The Service is also keen to
identify learning from the feedback we receive.

As of 31 December 2019, there have been 113 stories posted on Care Opinion relating to
the Service. These have been viewed 24,356 times, with Lanarkshire continuing to receive
the highest volume of stories.

Of the 113 posts, 73% were uncritical in tone. It should be noted that whilst the remaining
27% will have some form of criticality, this is not necessarily directed towards the Service,
with the feedback often involving multiple NHS boards.

The Service continues to provide swift and high quality responses to the feedback we
receive.

Latest data shows that 94.7% of Service stories have been responded to within 5 days.

The data shows that 61% of the feedback we received was from patients themselves, with
32% from family members. Work continues to encourage a more local response with
Heads of Service being given access to the subscription. They continue to be supported by
the Patient Experience Manager and have been asked, where possible, to reply to posts
pertaining to their area.

Compliments
Social media

In addition to Care Opinion, we receive a large volume of feedback via our digital
channels - Facebook, Twitter and the Service’s website. Some examples of these
compliments can be found in Annex A.

Since 15t April, we have received 1,069 compliments, with 589 of these sent by patients
and their families to our Facebook channel. The top three themes emerging from this
positive feedback was attitude and behaviour, professionalism and the clinical skills of
our staff.
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The communications team promotes these compliments through our social media channels and
through internal communications channels to our staff. With the agreement of the patients involved,
some of the stories told are targeted at national media outlets and feature pieces involving patients
being reunited with the crews or Ambulance Control Centre staff who have assisted them.

Patient Focused Public Involvement (PFPI)

Our PFPI network continues to grow nationally. There are now 70 third and public sector
organisations working with us to provide their member’s feedback, whether through compliments,
complaints or suggestions on how to improve our approach.

National PFPI Steering Group

The latest meeting of the national group was held in November 2019. The purpose of the meeting
was to redefine how it operates and how the Service and representatives can get the best out of
meetings. In the past year, the group has acted as a focus-group and has positively influenced
developments in our Service like the mental health strategy and our Patient Needs Assessment for
Scheduled Care. The group has also been involved in projects at our Ambulance Academy. The
next meeting is due to be held in February 2020.

PFPI Strategy

After extensive research and staff and volunteer feedback, we are in the final stages of creating a
Strategy which focuses on the achievable and speaks directly to our patients and members of the
public. This Strategy will provide increased awareness and understanding of the importance of
PFPI for staff and volunteers and how the Service can move to a more ambitious approach of
integrating public involvement into everything we do.

Patient Representation

The engagement team has been undertaking work to improve our support for PFPI volunteers
whilst also implementing more standardised practices across the Service. A draft policy paper has
been produced, with a number of recommendations.

The draft document has been discussed and agreed by the Executive team and will now go
through the appropriate governance channels for comment and approval.

Mental Health Strategy

The engagement work in support of the draft Mental Health Strategy is almost complete. With the
support of the charity See Me, we created and launched a successful online survey. In just 10
days, we received 711 responses from former patients and members of the public. This work will
be complimented by targeted focus groups we are running throughout the country. We have
already held three such groups, with another three planned. Feedback has been constructive,
positive and provides ideas for the future and has been shared with the mental health strategy
team for further consideration and action

Young Scot

We are developing a strategic partnership with the third-sector organisation Young Scot so that we
can include the views of younger members of the public in more of our work. Most recently, we
disseminated our Mental Health Strategy survey to members, some of which were former patients,
and we are in the early-stages of a project involving young carers. We are also engaging with
Young Scot members in our 2030 Strategy development and wider co-design of services.
Doc: 2020-01-29 Person Centred care Page 4 Author: Head of Corporate Affairs & Engagement
Date 2020-01-29 Version 1.0 Review Date: N/A



CPR for disabled people

Based on feedback, we ran a successful trial of a CPR training programme for disabled people —
the first of its kind in the UK. We did this in partnership with the third-sector organisation Euan’s
guide. We are exploring options to scale-up this activity in partnership with Save a Life for
Scotland.

Complaints Data

Between 1 April 2019 and 31 December 2019, a total of 898 complaints were received.

This shows a 6.5% increase from the same period last year where we received 843

complaints with the majority of this increase being in relation to delayed response

complaints.

The 3 most common themes for complaints are:
1. Delayed Response

2. Attitude and Behavior

3. Triage/Referral to NHS 24

Data shows that 55% of the total complaints received are Stage 1 — Early Resolution
Complaints (5-day target).

Stage 1 - (1 April 2019 — 22 December 2019)

Latest results indicate that Stage 1 complaints compliance is at 66%, down from
68.8% detailed in the previous Board paper.
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Stage 2 — (1 April 2019 — 4 December 2019)

Latest results indicate that Stage 2 complaints compliance is currently 50.2%.

The Stage 2 compliance rate still sits well below our 70 per cent target. The working group which
was commissioned met on 24 October 2019 and was well attended by both operational and
support staff. There were a number of actions identified at the meeting, some have been
implemented and others require further consideration from the senior management team. The
next meeting of this group is arranged for 30 January 2020.

It should be noted that there have been a number of challenges in recent months, in particular by
our colleagues in Ambulance Control Centre A&E who receive a significant number of the overall
Service complaints. Ambulance Control Centre A&E received 57.2% of the total number of Stage
2 complaints. They are often complex and require in depth investigation which can be time
consuming as it requires a specialist review by someone who understands the processes and is
trained in the systems. The Service has been on REAP level 3 during December whereby people
trained on the systems have been supporting service delivery. To clear the backlog and improve
future compliance, staff and managers have prioritised this in mid January.

The remaining 42.8% are divided between the remaining 3 regions as well as Ambulance Control
Centre PTS, National Risk & Resilience Department and ScotSTAR.

The Service have recently been liaising with North West Ambulance Service and are keen to learn
any good practice they may have in regards to improving the compliance whilst maintaining a
robust process.

The Service’s Performance and Planning Steering Group continue to receive regular updates and
continue to ensure there is a sharp focus on complaints handling in their regions and divisions.

What improvements is the Service making in response to this feedback?

The Service is keen to learn from feedback from those who use our services, whether positive or
negative. We want to make improvements to our approach where possible to ensure we continue
to deliver high quality care to patients across Scotland. Feedback data received by the patient
experience team is shared widely across key staff and business areas in the Service on a
guarterly basis to allow them to identify learning and actions.
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Attitude and Behaviour:

Patient Experience, embedded in our Organisational Development work programme which
focuses on change, values, culture and feedback about our services is helping to shape this
improvement work.

Attitude and Behaviour continues to be one of the top three themes for complaints about the
Service. This is similar to many of the other ambulance services in the UK and the NHS in
Scotland.

Attitude and Behaviour complaint numbers are now being reported at the National Clinical
Operational Governance Group and work is being undertaken through that group to isolate any
themes or patterns and identify actions to improve our approach as an organisation.

Delayed Response:

Complaints around Delayed Response continue to make up just over one quarter of the
complaints received by the Service. The Demand and Capacity Review, along with the work
focusing on lower acuity calls continues and it is still hoped that this will help to reduce this number
in the future. Our colleagues in Ambulance Control Centre have been particularly busy over the
winter with call volumes and they continue to work extremely hard to provide a timely response to
patients based on their clinical needs. The Clinical Team, led by the Medical Director, has been
providing support within the Ambulance Control Centre to manage high workloads and ensure
there is appropriate safety netting in place for patients who do have to wait longer than we would
hope.

Triage/Referral to NHS 24

As mentioned above it is vitally important that when feedback suggests that a patient has been
triaged incorrectly a robust and detailed review is carried out. This continues to happen and where
it is identified, improvement is implemented.

A new initiative ‘Card-45’ which aims to improve the way all calls received by other Health Care
Professionals are handled and triaged was implemented in November 2019.

Staff training

A meeting has been arranged with the representative from with the Scottish Public Services
Ombudsman who delivered the ‘power of apology’ training in February to plan future training
events with staff who deal with feedback and complaints.
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SPSO
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Annex A
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