
Learning from complaints: 

themes June2019 

Care: Quality / suitability of care 

Communication: Staff attitude 

Access: Booking issue 

Assessment: Diagnosis incorrect 



We encourage all staff to attend Customer care training and 

Conflict resolution  

We did 

“implemented a 

discharge planning 

checklist to be used 

for every patient  on 

Ward 3 ”  

You said “A resident in 

our care home was 

discharged and the 

communication was very 

poor, what will you do to 

improve this” 

We did “Trust 

helicopter landing 

policy amended and 

all portering staff 

reminded about the 

importance of 

ensuring the locking 

bolts are secured” 

We did “The electronic 

system, “health of the ward” 

that the Trust is rolling out 

across the wards allows a 

forget me not flower icon to be 

added to a patient to raise 

awareness for the staff. The 

deputy ward sister will ensure 

that until the electronic system 

arrives she will have a stock of 

laminated forget me not 

flowers available.”  

We did “Reviewed the 

discharge pathways 

for Ward 11 and 

introduced a discharge 

coordinator role” 

You said “My car 

was damaged when 

a helicopter came in 

to land because a 

staff member 

released the gate 

they were holding ” 

You said “My father 

had a failed 

discharge from 

hospital and he died 

shortly after what will 

you do to avoid failed 

discharges for other 

patient’s” 

You said “I do not 

feel that all staff 

were aware of my 

husband’s dementia 

during his 

admission”  



Discharge checklist now in use on Ward 3 


