

	
	
	



	Report Title:
	To discuss the actions from the Ombudsman's annual letter 
	Agenda Item no.
	6.9

	Meeting:
	Public Board 
	Public
	
	Meeting Date:
	November 2024

	
	
	Private
	
	
	

	Status 
(please tick one only): 
	Assurance
	X
	Approval
	
	Information
	

	Lead Executive:
	Executive Nurse Director 

	Report Author (Title):
	Assitant Director of Patient Experience 

	Main Report

	Background and current situation:

	The Public Services Ombudsman for Wales (Ombudsman) writes annually to each Health Board in Wales, providing an overview of trends, performance, and key insights from the Ombudsman’s office over the past year. These letters are publicly available on the Ombudsman’s website.
A copy of the letter can be found in the Annual Letters section of the PSOW website.Annual Letters
The Annual Letter was presented to the Quality, Safety & Experience (QSE) Committee in October 2024 and will be presented to the Board in November 2024, and this paper outlines the actions in response.
For context, the data from the Annual Letter indicated that the Health Board was at the average level for complaints received and investigated, measured per 1,000 residents for each health board area.
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The subjects and themes resonate with those reported in our regular quality indicators reports to QSE –
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Clinical treatment in hospitals has been the most significant concern raised with the Ombudsman regarding Cardiff and Vale University Health Board.
The outcomes of the Ombudsman’s investigations are outlined below.
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When a report is upheld, the Ombudsman’s recommendations aim to prevent or reduce the risk of recurrence by implementing robust actions to address the identified failings. While the Health Board currently demonstrates a compliance rate of 81% within the requested time frame, we recognise this as an area for improvement. The Patient Experience Team is utilising AMAT, an audit management and clinical tracking system, to monitor compliance with recommendations and escalate any issues to the weekly Executive meetings. We are optimistic that this will lead to an improvement in compliance rates.


Annual Letter actions 

In response to the annual letter the Health Board was asked to take the following actions and these will be reported in detail through the Quality Safety and Experience Committee. 

• Present my Annual Letter to the Board at the next available opportunity and notify me of when these meetings will take place. -November Board Meeting on 28th November 2024 

• Consider the data in this letter, alongside your own data, to understand more about your performance on complaints, including any patterns or trends and your organisation’s compliance with recommendations made by my office. -to be discussed at the QSE-Quality. Safety and Experience Committee – January 2025

• Provide my office with a copy of the Health Board’s Annual Report for 2023/24 on the Duty of Candour and Quality. -We provide a regular Quality Indicators report to the QSE-Quality. Safety and Experience Committee in line with always on reporting. Some examples are linked below. 

Quality Indictors to QSE August 23 

Quality Indicators to QSE October 23 

Quality Indicators to QSE March 24 

The recent AGM-Annual General, meeting held on 11 September 2024 presented the Annual report 23/24 and the Annual Quality Report 23/24 

As a Health Board we welcome the independent scrutiny of your office and the publications provided which help us to review our services. I 

The Ombudsman’s office will be provided with a copy of the paper 
 he further actions are 

	Executive Director Opinion and Key Issues to bring to the attention of the Board/Committee:

	
[bookmark: _GoBack]The Annual letter will be discussed at the Board Meeting in November 2024 


	Recommendation:

	
The committee is requested to: Note the contents of the report 


	Link to Strategic Objectives of Shaping our Future Wellbeing:
Please tick as relevant

	1. Reduce health inequalities

	
	6. Have a planned care system where demand and capacity are in balance
	

	2. Deliver outcomes that matter to people
	
	7. Be a great place to work and learn 

	

	3. All take responsibility for improving our health and wellbeing

	
	8. Work better together with partners to deliver care and support across care sectors, making best use of our people and technology
	

	4. Offer services that deliver the population health our citizens are entitled to expect
	
	9.    Reduce harm, waste and variation sustainably making best use of the resources available to us
	

	5. Have an unplanned (emergency) care system that provides the right care, in the right place, first time
	
	10.  Excel at teaching, research, innovation and improvement and provide an environment where innovation thrives
	

	Five Ways of Working (Sustainable Development Principles) considered  
Please tick as relevant

	Prevention
	
	Long term
	
	Integration
	
	Collaboration
	
	Involvement
	

	Impact Assessment:
Please state yes or no for each category.  If yes please provide further details.

	Risk: Yes 

	The review of compliance with recommendations will be undertaken


	Safety: Yes

	The Ombudsman provides an independent scrutiny of cases 


	Financial: Yes

	The ombudsman can offer financial redress to people raising concerns 


	Workforce: Yes/No

	

	Legal: Yes/No

	

	Reputational: Yes

	There is significant reputational risk from Public interest reports 


	Socio Economic: Yes/No

	

	Equality and Health: Yes/No

	

	Decarbonisation: Yes/No

	

	Approval/Scrutiny Route:

	Committee/Group/Exec
	Date:
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Received

Complaints

Health Board oo e'i’v a | per 1,000

residents
Aneurin Bevan University Health Board 175 0.30
Betsi Cadwaladr University Health Board 214 0.31
Cardiff and Vale University Health Board 150 0.30
Cwm Taf Morgannwg University Health Board 109 0.25
Hywel Dda University Health Board 138 0.36
Powys Teaching Health Board 21 0.16
Swansea Bay University Health Board 132 0.35
Total 939 0.30
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Cardiff and Vale University Health Board  Complaints % share

Received
Admissions/discharge and transfer 3 2%
procedures.
‘Adult Mental Health 10 6%
Ambulance Services 0 0%
Appointment procedures (including 4 2%
outpatients)
Child and Adolescent Mental Health 1 1%
Clinical treatment in hospital 84 56%
Clinical treatment outside hospital* 6 4%
Complaints Handiing 13 %
Covid-19 3 2%
Continuing care 1 1%
istration 1 1%
Disclosure of personal information  data 2 1%
loss
Funding 3 2%
Independent Health Care providers 0 0%
Medical records/standards of record- 2 1%
keeping
Medication > Prescription dispensing ] 0%
Non-medical services 2 1%
Nosocomial” 0 0%
Other* 3 2%
Out of Hours GP care. 0 0%
Parking (including enforcement and balffs) 1 1%
Patient list issues 5 %
Poor/No communication or failure to 0 0%
provide information
Prisoner Care 0 0%
Recruitment and appointment procedures 0 0%
Referral to Treatment Times 4 %
Regulation and Inspection (including private 0 0%
‘sector provision)
Rudeness/inconsiderate behaviour/staff 0 0%
attitude
Services for people with a disabilityinc 0 0%
DFGs
Service for vulnerable Adults (eg with [ 0%

leaming difficulties or mental health issues)
Total 150
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Appendix C - Complaint Outcomes
(* denotes intervention)

Cardiff and Vale University Health Board
Out of Jurisdiction

Premature

Other cases closed after initial consideration
Early Resolution/ voluntary settlement*
Discontinued

Other Reports - Not Upheld

Other Reports Upheld*

Public Interest Reports*

Special Interest Reports*

Total

158

% Share
23%
12%
36%
15%

1%

6%

7%

0%

0%
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Appendix E — Compliance performance comparison

Health Board Number of Number of % of
recommendations | Recommendations | recommendations,
made in 2023-24 | falling due in complied with on

2023-24 time

Aneurin Bevan

University

Health Board 209 208 75%

Cardiff and

Vale University

Health Board 104 95 81%

Cwm Taf

Morgannwg

University

Health Board 123 121 60%

Swansea Bay

University

Health Board 119 127 62%

Hywel Dda

University

Health Board 160 151 81%

Betsi

Cadwaladr

University

Health Board 253 246 58%

Powys

Teaching

Health Board 10 12 67%
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