Learning from complaints:
themes September and October 2018
Care: Quality / suitability of care
Access: Booking issue

Access: Admission / Discharge /
Transfer issue
Communication: Staff attitude

You said “My father was
sent home in hospital
pyjamas that had blood
stains on”

We did “Implemented a
new discharge checklist
on ward 26 and sent a
newsletter to all staff
working on the ward to
remind them about the
Trust’s dignity pledge ”

You said “I hold power
of attorney for my
relative and I was not
given updates about
their discharge, the
nursing home were
contacted in place of
me”

We did “A new policy
has been written
regarding power of
attorney and has been
disseminated to all Trust
staff. ”

We encourage all staff to attend Customer care training and
Conflict resolution
You said “I had a reaction
to the medication that was
put into my eyes, because I
was vomiting so much the
team had to take me to ED
instead of giving me
medication in the
department to stop the
vomiting”

We did “Ensured that
anti-sickness
medication is available
in the eye department
for patient’s ”

You said “My father
was discharged from
hospital and turned up
at home in clothes that
were not his, it was a
shock”

We did “On discharge it was
noted that the patient only had
his pyjamas at the hospital, in
line with our dignity pledge the
nursing team got some clothes
from the hospital charity shop
to enable to patient to be
discharged in clothing and not
his pyjamas. Reminded staff of
the importance protecting
patient’s modesty and
communicating with their
relatives ”

Supporting information
The new discharge checklist for ward 26:

The Lasting Power of Attorney and Advance Decisions to Refuse Treatment policy was
launched across the Trust on 17 September 2018.

