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Report on Complaints, Comments and Compliments 2010.
This report provides a summary of the Complaints, Comments and Compliments received by Pennine MSK Partnership Ltd for January to December 2010.  

Complaints data enables us to identify and respond to any issues.  Patient feedback leads directly to learning, helps us identify risks and prevent them from getting worse, highlights opportunities for improvements in the service, all resulting in helping us to maintain standards for our Customer Service Excellence Award and help us work towards gaining the Investors In People Award.
Complaints are logged and acted upon in line with Pennine MSK Partnership Ltd Complaints Procedure.

A summary of complaints received is reviewed on a monthly basis by Senior Managers and the Directors where trends are highlighted which are causes for concern.

Compliments received from all our customers ie patients and colleagues are recognised and where appropriate, receiving individuals are rewarded.

	No. of Complaints
	No. of Comments
	No. of Compliments

	125(100 our responsibility*)
	9
	32


The graph below shows number of Complaints compared monthly  
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* PMSKP’s responsibility
The majority of complaints which are the responsibility of our service are related to:

· In the first quarter - limited telephone access due to there being only two incoming lines.  This was addressed as part of the relocation in March with a better telephone system.
· Signage in previous premises was very poor in the front entrance making it difficult for new patients to find the correct part of the building for the service.  This again, has been rectified during the relocation.
· Patients, in error, receiving ‘failed to attend appointments’ (DNA) when they had previously cancelled.  Staff training undertaken to avoid future recurrences.
Copies of response letters are requested for all cases referred on to other services.

The graph below shows number of Compliments received per month
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The graph below shows number of Comments/Suggestions per month.
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Improvements made following recommendations from patients and colleagues.

· Map directions improved following patient recommendations.

· Sign erected at Hopwood House following patient recommendation.

· Appointment reminder calling introduced within the last few months to reduce DNA rates, in particular for high demand Consultant Clinics which are a precious resource to the service. 

· Call back to all self referral patients introduced to book a convenient appointment, treatment required and to confirm details over phone.

· Interpreter requirement details added to all patient literature.

