West Dunbartonshire
Health & Social Care Partnership

Erratum Notice

West Dunbartonshire Health &
Social Care Partnership Board

Date: Wednesday, 8 August 2018

Time: 14:00

Venue: Civic Space, Council Offices, 16 Church Street, Dumbarton
Contact: Nuala Quinn-Ross, Committee Officer

Tel: 01389 737210 Email: nuala.quinn-ross@west-dunbarton.gov.uk

Dear Member

ERRATUM

| refer to the papers for the above Meeting which were issued on 27 July 2018 and
enclose an additional appendix ‘West Dunbartonshire HSCP Complaints Summary
1 April 2017 — 31 March 2018’ relating to ‘ltem 6 - Annual Public Performance
Report 2017/18’ which was omitted from the original papers issued for the meeting.
Apologies for any inconvenience caused.

Yours faithfully

BETH CULSHAW

Chief Officer of the
Health & Social Care Partnership
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mailto:nuala.quinn-ross@west-dunbarton.gov.uk

Distribution:-
Voting Members

Allan Macleod (Chair)
Denis Agnew

Marie McNair

John Mooney

Rona Sweeney
Audrey Thompson

Non-Voting Members

Barbara Barnes
Beth Culshaw
Wilma Hepburn
Carron O’Byrne
Chris Jones
John Kerr

Neil Mackay
Diana McCrone
Anne MacDougall
Kim McNabb
Janice Miller
Peter O’Neilll
Selina Ross
Julie Slavin
Alison Wilding

Senior Management Team — Health & Social Care Partnership

Date of issue: 31 July 2018
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ITEM 6 - APPENDIX 2

NHS

D West 722 ot West Dunbartonshire
unparionsnire . .
COUNCIL e g Health & Social Care Partnership

West Dunbartonshire HSCP Complaints Summary
1 April 2017 — 31 March 2018

There were a total of 48 stage 2 complaints received within the Partnership during the
reporting year and 60 frontline complaints, 3 of these complaints were transferred to stage 2.

Responded under
Social Work Complaints Policy

Responded under
NHSGGC Complaints Policy

Fully Upheld 4 Fully Upheld 8
Partially Upheld 5 Partially Upheld 10
Not Upheld Not Upheld 16
Unsubstantiated Unsubstantiated 4
Withdrawn Withdrawn
Ongoing Ongoing
Consent not received Consent not received 1
NHSGGC Complaints Policy Social Work Complaints Policy
Mental Health 6 Children’s Services 24
*MSK Physio 3 Care Contract Team 1
Care at Home 7
Community Care 4
Community Care — Blue Badge 1
Learning Disability Services 2
Total 9 39

*NHSGGC-Wide Hosted services

Summary of main themes evident from lessons learnt:

¢ Importance of staff communicating timeously, clearly and respectfully with service users.
¢ Importance of on-going and clear engagement with client advocates.
e Importance of good record keeping and proper use of systems.
e Importance of clear and timely communication between staff.
e Training needs of staff within their service area.
Value | Target |Note
Percentage of complaints
received and responded to 9 complaints received, with 7 responded
o ) 78% 70% !
within 20 working days to on time.
(NHS)
Percentage of complaints 39 complaints rec_elved, with 26
received which were resp_onded to on time. It has been
o 67% 70% |confirmed that delays were always related
responded to within 28 : .
to the complexity of the complaints, so
days (WDC) . ) .
were legitimate in each circumstance.
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Service Area Complaint Subject Outcome

Social Work Policy

Children’s Services Employee Attitude/Communication Unsubstantiated
Failure to provide service Unsubstantiated
Failure to provide service Not Upheld
Communication Not Upheld
Failure to Provide Service Not Upheld
Communication Not Upheld
Employee Attitude/Failure to Provide Service/Communication Not Upheld
Failure to achieve standards/quality of service Partially Upheld
Employee Attitude/Communication Upheld
Failure to Provide Service/Bias or Unfair Discrimination Not Upheld
Employee Attitude/Bias or Unfair Discrimination Not Upheld

Employee Attitude/Communication/Bias or unfair discrimination

Unsubstantiated

Administration Delays/Communication

Partially Upheld

Employee Attitude

Not Upheld

Communication

Partially Upheld

Failure to Achieve Standards/Quality of Service

Unsubstantiated

Employee Attitude/Communication/Failure to achieve Not Upheld
standards/quality of service

Employee Attitude/Communication Not Upheld
Failure to achieve standards/quality of service Partially Upheld
Failure to Provide Service Not Upheld
Employee Attitudes Not Upheld
Failure to achieve standards/quality of service Not Upheld

Failure to Achieve Standards/Quality of Service

Partially Upheld

Failure to Provide Service

Partially Upheld

Care Contracts Team Administrative Delays Not Upheld
Care at Home Failure to Achieve Standards/Quality of Service Partially upheld
Administration Upheld
Other Upheld
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Change to Processes Upheld

Administrative Delays Upheld

Failure to Achieve Standards/Quality of Service Upheld
Community Care (Blue Badge) Administrative Delays Upheld
Community Care Other Not Upheld

Failure to Achieve Standards/Quality of Service Partially Upheld

Employee Attitude Not upheld

Data Protection issue

Partially Upheld

Learning Disability

Failure to Achieve Standards/Quality of Service

Upheld

Failure to Achieve Standards/Quality of Service

Partially Upheld

Service Area

Complaint Subject

Outcome

NHS GGC Policy

MSK Physio

Access — booking arrangement

Partially Upheld

Access - sighage

Partially Upheld

Share — Learning points shared with team

Partially Upheld

Mental Health

Conduct

Upheld

Conduct Upheld
Conduct Upheld
Access/Communication Partially Upheld
Conduct Upheld
Conduct/Treatment Partially Upheld
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