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Executive Summary 
1. The Board Quality Report in May 2018 highlighted 11 themes that the Trust will 

track the improvements required for service delivery based on learning from 
complaints. 
 

2. The paper provides an opportunity to highlight lessons learnt from a patient’s 
complaint, including the investigation undertaken and the closed response to 
the patient’s complaint.  

 
3. The original complaint and response are appended to this paper. 

 
4. The Trust Board is asked to reflect upon the lessons learnt from the patient’s 

experience that led to the complaint, which involved third parties and the 
reliance upon up to date notifications of contract status. This highlights the 
difficulties that occur in communications between multiple agencies, leading to 
process related complaints. 

 
 

Issues raised in the complaint: 
 

• Delays due to poor notification of change in provider of an outpatient 
service and subsequent lack of service provision of Community 
Physiotherapy. 

 

5.  Recommendation 
 

The Trust Board is asked to reflect on the lessons learnt and assurance gained 
through the thoroughness of the investigation processes, in addition to the response 
provided to the patient.  
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1. Purpose  
The purpose of this paper is to highlight the complex processes involved in the 
investigation of a complaint which involved more than one provider including the   
issues that occur due to changes in provider at the point of transition in relation to 
communication.  

2. Background 
2.1. The patient had no complaints about their experience of the Trust or Ambulance 

service which included a two and half hour wait for an ambulance, and an  overnight 
stay in the Emergency Department , and a three day wait to be operated on. 

2.2. ‘The surgeons, doctors and staff did a great job and the hospital physiotherapists 
helped me to begin my journey of recovery.’ (See appendix 1 – patient’s letter.) 

3. The complaint  
3.1. On discharge ‘I was told I had been referred to Abingdon Out Patient Department 

urgently, so on my return home I rang the Marcham Road hospital to ask for an 
appointment, to be told the NHS no longer manage this service and it had been taken 
over by HealthShare.’ (See appendix 1 - patient letter.) 

3.2. More than 17 days after discharge, no-one from HealthShare had contacted the 
patient and she became anxious that she had not received the physiotherapy she 
needed in a timely manner. The patient felt that physiotherapy was even more 
warranted because of a pulmonary embolus she had experienced whilst in hospital. 
The patient felt that physiotherapy after the operation would help to prevent potential 
life changing complications. 

4. Processes and best practices undertaken 
4.1. The thorough investigation undertaken by OUH is evident, it is open and addresses 

all the key issues.  
4.2. Further assurance can be gained through the sign off processes undertaken by the 

Trust through the Chief Nurse undertaking to review every complaint personally for 
detail and accurate and responsiveness on behalf of the Chief Executive (appendix 
2). However, upon re-review, one could consider whether a more joined up response 
could have been organised- i.e. could OUH worked with Healthshare to provide a 
more joined up response rather than simply refer the patient to Healthshare? 
Particularly as this is our approach with other NHS providers. In addition the lessons 
learnt from this complaint in section 5 of this report would have read well in the 
response letter which, it could be suggested  reads  in a slightly defensive tone. 

5. Lessons to be learnt from this complaint 
5.1. The complaint has highlighted issues of miscommunication between the 

commissioner, and the OUHFT and a third-party provider, which can result in delays 
in service provision 

5.2. The need for OUHFT to strengthen and ensure the discharge processes gain a 
closer working partnership with community services in order to ensure effective 
referral systems post-discharge. 

5.3. Closer communication and partnership working with the OCCG, to inform OUHFT of 
changes to commissioned services external to the Trust. 
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5.4. The need for the Trust to communicate more effectively with patients at the point of 
discharge, so patients understand the specific services that will be available to them, 
and the appointments boked prior to discharge in a timely manner. 

6. Recommendations  

The Trust Board is asked to reflect on the lessons learnt and assurance gained 
through the thoroughness of the investigation processes, as well as the honest and 
compassionate response given to the patient.  

 
 
 
 
Ms Sam Foster 
Chief Nurse 
April 2018  
 
Report prepared by:  
Ms Liz Wright, Deputy Chief Nurse 
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Appendix 1
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Appendix 1 
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Appendix 2 
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