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Trust Board 23 October 2015 
Agenda item xx 
	Title:
	Customer services report – Qtr. 2 2015/16 

	Paper prepared by:
	Director of Corporate Development 

	Purpose:
	To note the service user experience feedback received via the Trust’s Customer Services function, the themes arising, learning, and action taken in response to feedback. 

	Mission/values:
	A positive service user experience underpins the Trust’s mission and all values. Ensuring people have access and opportunity to feedback their views and experiences of care is essential to delivering the Trust’s values and is part of how we ensure people have a say in public services. 

	Any background papers/ previously considered by:
	The Board reviews Customer Services policy on an annual basis and will review revised policy in December 2015. Current policy reflects CQC essential standards, the Duty of Candour and Trust action following KPMG audit. The audit provided assurance that Trust policy is robust and in line with best practice in NHS complaints management, and recommended only minor amendment to policy wording to reflect existing practice.
The Trust’s recent re-accreditation against the national Customer Services Excellence Standard included a review of Trust processes in this area and commended practice.  

Recently introduced weekly Customer Services reporting to BDUs is enabling increased scrutiny of issues and themes, complaints investigation and action planning, to ensure service improvement in response to feedback. 

	Executive summary:
	Customer Services Report – Qtr. 2 2015/16
This report provides information on feedback received, the themes indicated, lessons learned and action taken in response to feedback. In Qtr. 2:
· 301 issues were responded to;
· 73 formal complaints were received and 149 compliments;
· Communication, access to treatment and values and behaviours were the most common themes;
· 7 complainants asked the Parliamentary and Health Service Ombudsman to review their complaint;
· over 125 public enquiries were responded to and over 425 staff enquiries; 

· 73 requests for information under the Freedom of Information Act were actioned. 

	Recommendation:
	Trust Board is asked to REVIEW and NOTE the feedback received through customer services in Qtr. 2 of financial year 2015/16.      

	Private session:
	Not applicable 



