[image: image1.png]Derbyshire NHS

Mental Health Services NHS Trust




PALS TRUST-WIDE QUARTERLY REPORT: JANUARY - MARCH 2009
In this quarter there were: 

· 123 enquiries from individual clients

· 109 compliments
· 17  PALS outreach sessions, the majority of which were co-facilitated with PALS Links on the ward or service. 77 people attended these outreaches.
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This report includes all informal complaints.

Compliments by Business Unit

	Business Unit
	Q4
	Q3

	Adult North
	25
	47

	Adult South
	38
	106

	Other Clinical
	3
	2

	Corporate Services
	15
	4

	Learning Disabilities and Older People
	28
	46

	TOTAL
	109
	205
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Individual enquiries 
Patients attending PALS outreach sessions – Age, gender and ethnicity
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Outcomes to individual enquiries

	Outcomes  
	Q4  
	Q3

	Not resolved-not satisfied
	2
	4

	Not resolved - satisfied
	1
	7

	Ongoing
	18
	9

	Resolved-not satisfied
	5
	3

	Resolved-satisfied
	80
	65

	Outcome not given
	17
	14

	Totals:
	123
	102


Types of enquiry and subjects raised in those queries
Q4

	 
	Advice
	Informal complaint
	Information
	Liaison
	Listening Support
	PALS Outreach
	Referral
	Signposting
	Total

	Administration
	0
	1
	0
	0
	0
	0
	0
	0
	1

	Communication/relationships (staff/patients/carers)
	0
	18
	0
	1
	1
	1
	0
	0
	21

	Care and treatment
	1
	24
	1
	2
	0
	3
	0
	0
	31

	Facilities
	0
	7
	0
	0
	0
	2
	0
	0
	9

	Food & Nutrition
	0
	0
	0
	0
	0
	4
	0
	0
	4

	Info/advice/
referral (by PALS)
	2
	1
	21
	7
	0
	3
	1
	21
	56

	Policy and commercial decisions of Trusts
	0
	1
	0
	0
	0
	0
	0
	0
	1

	Privacy & Dignity
	0
	0
	0
	0
	0
	2
	0
	0
	2

	Safety
	0
	2
	0
	0
	0
	1
	0
	0
	3

	Waiting times
	0
	1
	0
	0
	0
	0
	0
	0
	1

	Others
	0
	4
	0
	0
	0
	0
	0
	0
	4

	Totals:
	3
	59
	22
	0
	1
	16
	1
	21
	133


PALS TRUST-WIDE QUALITATIVE QUARTERLY REPORT
KEY ISSUES RAISED THROUGH PALS

for the Quarter:  January – March 2009
PALS OVERVIEW
The PALS Team are:
PALS/PPI Co-ordinator:
Sue Carter


PALS Administrator:
Catherine Rice




PALS Officer:
Pat McGivern      


PALS Officer:
Jean Deegan

TRUST-WIDE ISSUES

Lack of beds on Radbourne Unit – Derby patients transferred to the Hartington Unit:

· Patients uncomfortable being too far from home

· Carers/relatives unable to visit because of distance and time involved on public transport

· No allowance available to compensate for the extra distance involved in travelling

· No voluntary transport facilities

COMPLIMENTS RECEIVED
109 Compliments were received in total this quarter. There were appreciative comments regarding placements in developing staff (eg Ward 35, 41 and Audrey House).  One person said “you had confidence in me all the way through this placement which made such a difference to me.”  Words such as “support and kindness” were frequently mentioned by patients and relatives in thanking staff for their work.  The provision of facilities, such as garden space (Ward 41) was commented on. Advice from Pharmacy was also appreciated – as was the opportunity to access support/liaison from PALS and Records Management.

Within Adult South, Resource Centre Outpatients were particularly praised for their caring approach and in being “such a warm friendly team”.  Adult North Unit saw Chesterfield and North East Derbyshire Crisis and Home Treatment Team receiving the most compliments – with colleagues and patients appreciating their support.  In the Older Peoples and Learning Disabilities Service it was Ward 41 who received most compliments – especially for their caring attitude and supportive placements. 

Inpatient Care (South)
	Ward 32  

One meeting February 24th

· Problems identified with siting of payphone - lack of privacy as phone next to main entrance to ward. PALS link to look at alternatives and report at next meeting.

· Phones an issue generally (apart from payphone).  PALS link to investigate possibility of obtaining a phone which could be plugged in the Orange room on an “as and when" basis.

· Patients generally happy with their care and treatment and one commented on feeling listened to by staff during his stay.


	

	Ward 35  

· Meeting arranged on 12th January. On arrival no poster displayed and PALS link had gone out.  No patients available for meeting. Arranging April meeting.


	

	Ward 36

One meeting this quarter

· Patients commented on the benefits of The Health Promotions Poster Initiative.  Input encouraged for patients and all found it positive and beneficial to their recovery.

· Patient protected time commented on - valued by patients and staff alike.

· Ward has recently acquired a Wii console and patients had found this beneficial, particularly use of the Wii fit.

· Patient had some concerns over benefit issues - staff to discuss with CPN.


	

	Audrey House

2 meetings carried out this quarter.

· Patient requested information on advocacy, information provided on MIND.

· Patient commented that he had found the process for discharge to assisted housing was running smoothly and that services “fed in” well in preparation.

· A morning meeting is held daily and it was felt that a lot of day to day concerns were dealt with at this level.

· Patients made aware that if they have any concerns, PALS could arrange one to one meetings which may be more beneficial.


	

	Cherry Tree Bungalows

Meetings carried out in February and March 2009:

All bungalows being decorated and upgraded

· Beautiful garden area nearing completion

· Ladies group in the early stages of planning – topics for discussion will be women’s health, healthy eating, etc.  

· Patients encouraged to join and participate in courses.  OT’s very receptive in listening and supporting patients expressing interest in courses/activities


	


Community Care (City) South

	Kedleston Unit – A Side

Two meetings carried out this quarter

· Limited activities – patients said they were not occupied enough during the day and that the main activity was watching TV.  

· OT recommended the implementation of Star Wards 

· Catering –Member of staff mentioned portion sizes can be on the small side and that patients double tick food options to compensate for this

· Catering Manager agreed to carry out on-the-spot checks 

· Staff friendly, supportive and readily available to speak to


	

	Kedleston Unit – B side

Two meetings carried out:

· Catering – number of complaints:

· Catering Manager agreed to meet with PALS, staff and patients on 20.2.09 to resolve issues.  Should there be any further complaints, Catering Department would be happy to carry out on-the-spot checks

· Vending Machine – replacement machine to be installed in May 2009 which will contain confectionary.  For health reasons, this may not be appropriate and is to be further discussed before replacement machine arrives

· Reduction in OT activities – due to staff shortages, activities have been limited

· Smoke Room – not in use at present as awaiting decoration


	


ADULT NORTH

Inpatient care – North
	Hartington Unit – Tansley Ward

16.1.09 – PALS Link on sick leave.  Available patients did not wish to attend the meeting

25.2.09 – Sickness and diarrhoea bug on the ward – meeting cancelled


	

	Hartington Unit - Morton Ward
2 meetings carried out:

· Smoking – patient said staff not always available to escort her for a cigarette

· Patients transferred from Derby because of lack of beds wanted to return to the Radbourne Unit as soon as possible – see Trust Wide Issues for further information

· Recreational activities – due to lack of staff, activities have been limited.  Wii’s are on order for ward-based activities

· Catering – breakfast reported as bland, request for a buffet once a week in the summer.  Food otherwise of a good standard

· Catering Manager of Sodexo contacted – reply awaited

· Uncomfortable bed because of rubber mattress (cover protector) 

· Staff compliments/ward – care and support very good.   Homely and safe environment

 
	

	Hartington Unit – Pleasley Ward

Two meetings carried out in January and February

· Activities –not enough ward-based activities

· Lack of recreational staff – presently being addressed;  activities will be increased in the near future

· Pharmacy – patient experienced delays and mix-up in obtaining prescribed cream

· Appointment to see consultant – patients would like to be notified in advance when they are due to see their treating consultant

· Compliments – staff readily available and easy to talk to.  Excellent support


	

	Cobden Road

Awaiting communication before arranging meeting.


	


LEARNING DISABILITY & OLDER PEOPLE’S BUSINESS UNIT
Older People’s Inpatient Services
	Beresford, Edale, Cromford and Wirksworth Ward

· No PALS input

	

	Ward 41

Two meetings carried out this quarter.

· Drainage problem with showers reported previously has now been rectified.     

· Shower stools are currently being trialled and risk assessed; they will be ordered if trial successful.

· Staff board in main hallway still awaiting photographs

· Breakfast club (twice weekly) was proving successful and will be continued. 

· 3x3 initiative has proved successful on the ward and is ongoing. 


	

	Ward 45

Two meetings carried out this quarter:

· The two new wheelchairs allocated to the ward had to be returned as faulty and dangerous – reported in PALS minutes 16.1.09.  To date, we have had no confirmation that these have been replaced.  There are two sub-standard wheelchairs in use at present  

· Star Wards initiatives ongoing

· Shower area – adaptations have now been completed.  No feedback from patients to date


	High

risk




Older People’s Community Care North West

	Woodside Day Service

Meetings carried out in January and March for the Monday and Thursday group:

· Temperature of the Day Service reported as too cold first in the morning and becoming too warm as the day progressed

· Compliments – staff helpful and supportive.  Patients look forward to their time at Woodside and get on very well as a group 

· Agreed between Day Service Manager and PALS that 1:1’s with patients would be more appropriate in the future.  PALS to agree a suitable date to visit Woodside to talk to patients as and when required


	


Learning Disabilities
None

INDIVIDUAL CASES 

123 queries received, 

· Risk – Informal complaint received from patient who was annoyed that an incident that took place in car park of mental health facility.  Patient felt staff had not heard his side of things -  was subsequently discharged against his wishes.  Outcome: Matter was investigated formally.  
· Risk – letter intended for patient sent to wrong address

· Several queries regarding assistance with visiting costs for carers when patients being treated out of area.

· Carer concerned at lack of involvement in finding suitable residential accommodation for her daughter.

· Carer who has also been an inpatient previously seeking clarification of smoking policy for visitors.
Sue Carter, PALS & PPI Coordinator 
Jean Deegan, PALS Officer   

Pat McGivern, PALS Officer          

Catherine Rice, PALS Administrator        

April 2009
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