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During 2020/2021 we 

received 137 compliments 

via the feedback form on 

NHS Forth Valley website. 

 

NHS Forth Valley Complaints & Feedback Annual Report 

At a glance 2020/2021 

 

 

Our social media platforms have attracted 

thousands of followers, by using Social Media we 

can promote and highlight important information 

to our wider community and to receive feedback.   

NHS Forth Valley serves 

a population of 306,000 

Employs 6,300 staff 

across Forth Valley 

 374 stories were shared on 

Care Opinion about NHS 

Forth Valley  

 85% of the stories were 

positive 

 Stories have been read 

50,307 times, averaging 134 

times per story  

27 Cases went to the SPS0, 18 had 

investigations carried out: 

 10 received decision letters 

 6 were fully upheld 

 3 Partially upheld 

 1 not upheld  

 

1322 COMPLAINTS 

We received 1322 

complaints during 

2020/2021, 431 of these 

were related to prison 

healthcare 

 558 COMPLIMENTS 

We received a total of 

558 compliments 

during 2020/2021.   

NHS Forth Valley serves 

a population of 306,000 
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Executive Summary 

The Patient Rights (Scotland) Act 2019 gives everyone the right to receive health care that 

considers their needs, their health and wellbeing and encourages patients to be a part of 

the decisions about their health and wellbeing.  It enables patients to have the right to 

provide feedback, make comments and raise a concern or complaint about their 

healthcare experience.  

The Complaints Handling Procedure enables NHS Forth Valley to really listen to the 

individuals accessing our services and provides a real opportunity to drive improvements, 

ensuring that we deliver safe and effective person-centred care.  Through feedback we are 

able to celebrate success highlighting good practice which takes place across NHS Forth 

Valley, whilst demonstrating to staff the lasting impact they have on people’s lives.  

NHS Forth Valley is committed to listening and learning from feedback and complaints, 

and this is evidenced through our governance and assurance arrangements which reports 

through to Board level and is led by our Executive Nurse Director, Professor Angela 

Wallace.  

Health Boards are required by the Scottish Government to produce an Annual Report 

demonstrating their performance against 9 Key Performance Indicators, which is a 

fundamental element of the Complaints Handling Procedure. As part of the report we  are 

requested to provide evidence of how feedback and patient experience can lead to 

improvements in how we deliver healthcare, and in turn, evidence our true commitment to 

listening and learning to the people who receive care in NHS Forth Valley.   

Overview 

Reflecting on the year 2020/21, and considering our next steps, it is important to note that 

in direct response to a worldwide pandemic the ways in which we have responded to 

support patients, families, and loved ones in our care has been very different to those 

outlined in our 2019/20 Annual Report. 

Our Patient Relations and Person Centred Team continued to provide a service to the 

public ensuring that communication and connection remained a vital and valued resource 

to our staff, patients and general public.  Despite a reduction in the number of complaints 

received in the first part of 2021, the Patient Relations Team in partnership with the Person 

Centred Team provided bespoke care, compassion and a listening service for people 

when they needed it most.  This opportunity provided support in many ways at a time 

when the services we delivered to patients changed significantly in response to a public 

health emergency.  It is important to note that in being able to provide the services, 

communication or care that people needed the Patient Relations/Person Centred Team 

worked across Ward to Board level with a real emphasis on a multi-disciplinary approach. 

Key elements from our overview of feedback, comments, concerns and complaints for 

2020/21 are captured within this report to demonstrate the ways in which we have utilised 

various methods of gathering and capturing feedback.  We have continuously listened and 
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learned from complaints as well as making sure that people know how to raise concerns 

and what they will expect when they do so. 

The information we have shared in our report reflects our key message which 

demonstrates our ambition and desire to be approachable, clear and transparent ensuring 

that people are well connected and communicated to, and as an organisation we welcome, 

listen and learn from feedback.  Our key messages are captured and highlighted in the 

summary of our report detailed below:  

 Provided case studies that highlight services improvements made in response to 

complaints. 

 Shared staff stories that demonstrate feedback from staff who were re-deployed to 

do other roles during the pandemic and their experiences. 

 Shared Care Opinion stories and the improvements made in response to receiving 

feedback. 

 Shared feedback from our social media and website 

 Provided a report on how we supported patients and families from a person centred 

perspective during the pandemic. 

 Shared a case study where feedback from the public has informed the future 

modelling and development of the service. 

As mentioned above as a result of the pandemic we have noted a 32.6% decrease in the 

number of complaints received during 2020/2021.   

The table below details the number of complaints received during 2020/2021 and a 

comparison for the previous year. 

  2019/2020 2020/21 

NHS Forth Valley  Stage 1 370 284 

 Stage 2 739 512 

Prison Stage 1 597 376 

 Stage 2 109 61 

Total   1815 1233 

Complaint themes 

Analysis of complaint themes allows for a more cohesive and responsive learning 

opportunity across the organisation.  Detailed below are the 3 top themes from our 

learning portfolio. 

 Clinical Care and Treatment 

 Staff Attitude and Behaviour 

 Staff Communication (Oral)  
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NHS Forth Valley acknowledges that the themes identified above are consistent not only 

locally but nationally.  It is acknowledged that due to the Covid-19 pandemic, staff have 

had to adapt and modify the way they delivered services to patients which has resulted in 

some planned improvement work being delayed.  Below are examples of work identified 

from last year that will be taken forward during 2021/22. 

 With a focus on improvement and learning from feedback we will continue to 

tailor our staff training programme utilising feedback from patients and their 

families into stories that bring to life people’s experience in our care and we will 

deliver these sessions directly to our staff with the aim of improving attitude and 

behaviour.   

 During the pandemic we delivered one-to-one feedback sessions for our staff 

when we understood and noted issues relating to attitude, behaviour and 

communication.  This proved an effective way of supporting our staff to reflect 

on their behaviour and engagement with people in their care.  Moving forward 

we are getting back to delivering first impression training to larger groups, an 

example of this is being recently newly qualified nurse induction programme 

which was an ideal opportunity to share with staff the vital importance of making 

a good first impression. 

 Review how we communicate key information in a factual, person centred and 

supportive manner with patients for waiting time clinics. 

 Increased opportunities to undertake clinical reviews for episodes of care to 

ensure service improvements are identified and actioned.  
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Introduction   

NHS Forth Valley remains committed to welcoming feedback, complaints and concerns.  It 

is our aim to ensure every patient receives the best care, and that is safe, effective and 

individualised to the patients need, enabling us to deliver truly person-centred care. To 

meet these standards it is vital that we listen to the people that matter, our patients, 

families, carers and staff.  

The Feedback, Comments, Concerns, Compliments and Complaints Annual Report details 

how we manage and respond to concerns and complaints raised by those accessing our 

services, and provides examples of how we use this information to inform and improve the 

services we deliver.  

It has been an exceptional year for all NHS Health Boards throughout the Covid-19 

pandemic, staff across all services have had to face many challenges leading to re-

prioritising care and services ensuring we provide the highest standard of care for our 

patients in the right place at the right time.  

NHS Forth Valley serves a population of over 306,000 and employs approximately 6,300 

staff, in a diverse geographical area.  From the period of April 2020 to March 2021, there 

were approximately 880,000 patient contacts in hospital settings including outpatients, GP 

Out of Hours and District Nursing.   

The report has been set out in 4 sections, throughout each of the sections we provide 

evidence of the improvements made.  

 Section 1: Key Performance Indicators 

 

The Key Performance Indicators being reported for both NHS Forth Valley and the 

Independent Contractors (Family Health Services) includes: 

 

 Indicator 1: Learning from Complaints 

 Indicator 2: Complaints Process Experience 

 Indicator 3: Staff Awareness and Training 

 Indicator 4: Total number of complaints 

 Indicator 5: Complaints closed at each stage 

 Indicator 6: Complaints: upheld, partially upheld and not upheld 

 Indicator 7: Average times 

 Indicator 8: Complaints closed in full within the timescales 

 Indicator 9: Number of cases where an extension is authorised 

 

 Section 2: Independent Contractors Key Performance Indicators  

 

 Section 3: Feedback, comments, concerns, & compliments: outlines the 

methods available across the Board to encourage and welcome feedback and gives 

examples of changes made as a result of feedback.  
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 Section 4: Next Steps 

 

1.  Key Performance Indicators  

In line with NHS Scotland’s Complaints Handling Procedure (CHP), this section contains a 

detailed analysis of NHS Forth Valley’s performance against the 9 Key Performance 

Indicators.  

For ease of reference, this section has been divided into each of the Key Performance 

Indicators relating to NHS Forth Valley’s performance.  NHS Forth Valley received a total 

of 1,233 complaints for the period 1 April 2020 to 31 March 2021 (this includes complaints 

that were withdrawn, transferred elsewhere and consent not received).  

As a result of the Covid-19 pandemic we have noted a 32.6% decrease in the number of 

complaints received during 2020/2021. 

 Total number of complaints managed within 0 – 5 days during 2020/2021, Stage 1 

(local resolution) 660, indicating a decrease of 307 Stage 1 complaints compared to 

967 managed during 2019/2020. 

 A total of 573 Stage 2 complaints were received during 2020/2021 indicating a 

decrease of 275 Stage 2 complaints managed under the Stage 2 process during 

2019/20.  

The table below gives a breakdown of the number of complaints received during 

2020/2021 and the numbers managed under Stage 1 and Stage 2, and a comparison for 

the previous year. 

    

  Year 2019/2020 Year 2020/2021 

NHS Forth Valley Stage 1 370 284 

Stage 2 739 512 

Prison  Stage 1 597 376 

Stage 2 109 61 
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1.1  Indicator One: Learning from Complaints 

Themes from complaints  

The following chart shows the top three themes for complaints by month for 2020 – 2021. 

 

Analysis of complaint themes has allowed for a more cohesive and responsive learning 

opportunity across the organisation detailed below are the 3 top themes from our learning 

portfolio.    

 Clinical Care and Treatment 

 Staff Attitude and Behaviour 

 Staff Communication (Oral) 

Clinical Care and Treatment  

When care and treatment delivered to our patients has not met the high quality and 

standard we expect, it is important that we listen and capture key learning and make 

changes as and where appropriate, and share the learning, with a view to reducing the 

likelihood of it happening again.  

Key learning from complaints is also identified through internal and external review 

processes.  This provides independent perspectives to the complaint that has been raised, 

and provides recommendations that influences learning and change.  

A key element of NHS Forth Valley’s Complaints Handling Procedure is to provide 

opportunities to meet with patients, families and carers who have raised concerns relating 

to their care and treatment.  This remains vitally important to us as an organisation in 

providing patients and their families with an opportunity to meet face to face with staff who 

represent the care providers.  It is also an opportunity for staff to explain clinical care and 

treatment; this helps to build trust and adopts a culture of openness and transparency.  

During 2020/2021, there was a reduction in the number of face-to-face meetings taking 
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Treatment/Clinical Staff Attitude/Behaviour Staff Communication (Oral)  

Top Three Themes for Complaints 2020-21 
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place in comparison to the previous year, this was as a result of the Covid-19 restrictions.  

NHS Forth Valley is committed to capturing the number of meetings we undertake moving 

forward in 2021/22.   

In addition to our Complaints Handling Procedure, we can commission “Reviews of Care” 

internally.  It should be noted that when there has been an incidence of harm or 

misdiagnosis we alert a Serious Adverse Event Team who will investigate and they will 

use the findings to ensure that any indicated learning is monitored and delivered in 

accordance with local governance procedures.  Additionally, it is vital that we share our 

findings and responses in a clear and transparent manner with patients, families and 

carers ensuring that they are kept informed and connected when there has been such an 

event.   

Waiting Times/Date of Appointment 

Following complaints investigation into waiting times it has been acknowledged that delays 

in waiting times may have significant effect on our patients.  It is acknowledged that during 

2020/2021 the following actions have been put on hold due to the Covid-19 pandemic 

however some actions have been put in place and will continue to be taken forward during 

2021/22: 

 Additional outpatient clinics have been put in place taking all opportunities to 

identify any additional consultant availability to provide additional outpatient 

capacity.   

 Additional theatre sessions may also be put in place to increase capacity, along 

with weekend theatre lists.   

 NHS Forth Valley works with the independent sector in addition to engaging locum 

consultants to increase theatre provision and capacity which in turn reduces waiting 

times.    

Staff Attitude and Behaviour 

Detailed complaints analysis affords us the opportunity to identify key areas of 

improvement.  Our staff are important to us, as they are our greatest and biggest asset to 

NHS Forth Valley.  It is important that we take the time to understand the areas we can 

improve upon in relation to staff attitude and behaviour.  We continue to work closely with 

our staff in dealing with issues on an individual basis at the time of the complaint; we 

continue to explore ways and opportunities to improve communication across the 

organisation.  

Our Positive First Impressions & Communication training re-enforces our commitment to 

providing a welcoming, safe, clean, well organised and maintained environment, providing 

the highest standard of person centred care. The core element of this training is to 

emphasise the importance of a positive first impression, by demonstrating and sharing the 

unacceptable behaviours described in complaints and feedback.  
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Moving forward into 2021/22, we will be more focussed on reporting the training 

opportunities we deliver.  We have identified this in our Next Steps (page 55). 

Complaints Training for Staff 

The Head of Person Centred Care and Patient Relations Lead continue to deliver training 

to support staff across NHS Forth Valley, which is available to all staff, including medical 

trainees and student nurses.  The training includes Local Resolution, the Power of 

Apology, the Complaints Handling Procedure, the role of the Patient Relations Team, 

Managing Difficult Behaviour and learning from complaints. 

Moving forward into 2021/22, as Covid-19 restrictions ease, we will be able to demonstrate 

a more detailed analysis of the training opportunities we deliver.  We have identified this in 

our Next Steps (page 55). 

Themes from complaints by department  

Our services undertake regular reviews of complaints within their areas, as part of 

governance reporting arrangements.   Improvements are identified and plans are 

implemented ensuring that actions are delivered and monitored.  Outcomes from these 

improvement plans are used as a learning tool.  This allows staff to enhance their practice 

through supervision and provides a supportive and reflective culture ensuring consistency 

in service. 

Service Improvements made in response to complaints 
 

NHS Forth Valley recognises the importance of giving assurance to our patients, 

families and carers that their feedback, comments, concerns and learning from 

complaints have led to improvements in the services.  

Patient Relations & Complaints Handling Procedure  

NHS Forth Valley continues to have patients and carers at the heart of our complaints 

process and keep them involved, supported, connected and communicated throughout the 

process.   

The Patient Relations Team continues to make improvements as to how complaints are 

handled, ensuring a person centred approach for our patients, families and carers. The 

Patient Relations Officers (PRO) coordinating the investigation contact the individual 

making the complaint to introduce themselves, make an immediate apology for their 

experience, and agree the areas to be investigated. They advise of the procedure, 

timescales and agree the best way to keep in touch throughout the process. If appropriate, 

a meeting with staff is offered at this time.    

To continue to improve the way in which we engage with patients and their families, NHS 

Forth Valley remains committed to ensuring that meetings are an integral part of our 

Complaints Handling Procedure.  The focus of these meetings is to allow the individuals 

the opportunity to share their journey and experiences with staff from the service, ensuring 
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that they feel their concerns have been listened to.  This allows the service to discuss the 

concerns raised and for staff to have the opportunity to provide a response.  Following 

best practice learning and improvements are identified and acknowledged.  An 

improvement plan will be developed and shared with the person raising the complaint 

ensuring transparency and commitment to the learning identified.     

It has been recognised by staff across NHS Forth Valley the benefit of meeting with the 

individual/family making a complaint, in some cases the complaint can be resolved at the 

meeting, making it a very positive experience for both the individual raising the complaint 

and for the staff.   

NHS Forth Valley has made a number of changes and improvements as a result of the 

complaints received.  Our services undertake regular reviews of complaints to target 

themes and identify areas for improvement. These are discussed at the Clinical 

Governance Meetings and shared with staff to use as a learning opportunity to enhance 

and improve practice and service delivery.   

Detailed within the report 10 case studies that show service improvements in response to 

complaints and feedback are outlined. 

Service Improvements – Case Study 1  

HMP Glenochil – Change in practice following a complaint 

Background 

A complaint was raised regarding the non-provision of requested repeat medication. 

What we did in response: 

 Medications coordinated to ensure they are ordered with pharmacy mid-week rather 

than a Friday. 

 A dedicated Pharmacy Technician will monitor patient medication requests and 

manages any medication issues or concerns the patient may have. 

 The Pharmacy Technician retains medication slips for a six-week period, rather 

than the normal two-week period, this allows key information to be available in the 

event of further issues. 

Service Improvements – Case Study 2 

Emergency Department, FVRH – Improvements made to patient pathway 

Background: 

A complaint was raised as a patient with impaired cognition sustained a fall.  It was noted 
that an escort should have supported the patient to the x-ray department.   

What we did in response: 

 A mandatory field has been added to the x-ray request form to prompt users to 

“Stop! Does Your Patient Need an Escort”. 
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 Medical and Nursing staff are reminded at the daily safety huddle to check if 

patients require an escort prior to booking Portering Staff. 

 Visual card prompts have been created and are displayed on all computers where 

staff order x-rays for patients.  

Service Improvements – Case Study 3 

Radiology Department – Improvements made to patient pathway 

Background: 

A number of complaints were received regarding the lack of information on appointment 
letters. 

What we did in response: 

 Radiology moved to a new Radiology Information System (RIS), this is a system 

which generates appointment letters. 

 Radiology reduced the overall number of different appointment letters to improve 

the key communication sent out to patients.  

 A review of all Radiology patient information leaflets was carried out to make them 

more user friendly.  This piece of work was supported by the Patient Public Panel, 

Leaflet Task Group.  

Service Improvements – Case Study 4 

Child & Adolescent Mental Health Service (CAMHS) – Change in practice following a 

complaint. 

Background: 

A number of families have raised complaints with regard to the length of wait to access a 

CAMHS appointment. Parents are understandably concerned for their children and young 

people and are often looking for some advice on what they can do, whilst they wait.  

What we did in response: 

 NHS Forth Valley Board and CAMHS shared parent’s concerns about the length of 

wait and are progressing a comprehensive action plan aimed at reducing waiting 

times. 

 Due to changes in policy and following recommendations from the Scottish 

Government’s Mental Health and Wellbeing Programme Board, NHS Forth Valley 

are actively involved with community children’s services planning groups to 

continue to enhance community- based support for emotional wellbeing/mental 

distress. CAMHS supports the implementation of the Community Mental Health and 

Wellbeing Services which gives direct access to support for conditions such as 

anxiety and recognising the importance of the counselling in school services which 

is available throughout the year. The aim of this work is to ensure early and 

effective mental health intervention for children in the early stages of developing a 

problem, and ultimately reducing the demand on CAMHS. 
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 CAMHS have introduced an email enquiry service for parents/carers and young 

people who are on the waiting list, the aim of this will be to give advice to 

parents/carers to help support the child/young person while they wait for an 

appointment. 

 A Standard Operating Process has been developed for email enquiries, all email 

enquiries are to be responded to within 5 working days,  and includes suggestions 

for self-help, the importance of discussion with the child’s Named Person and 

redirection for support if this is required.  

Service Improvements – Case Study 5 

Forth Valley Royal Hospital Wide – Change in practice following a complaint 

Background 

A complaint was raised regarding the lack of communication by ward staff in relation to 

how relatives and loved ones took care of dirty laundry once picked up from the Stop & 

Drop Service. 

What we did in response: 

 Following initial discussion with the Person Centred Team, it was agreed that the 

“Washing Clothes at Home” leaflet would be provided to all members of the public 

who were collecting laundry from the Stop & Drop Service.  
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Service Improvements – Case Study 6 

Gynaecology: Early Pregnancy Assessment Service (EPAS) – Change in practice 

following a complaint. 

Background: 

A complaint was received highlighting concerns regarding communication following a 
miscarriage which led to the patient receiving an antenatal booking appointment. 
 

What we did in response: 

 A Standard Operating Procedure was generated to provide clear guidance to 

gynaecology staff to ensure any pregnancies which have resulted in a miscarriage 

are closed appropriately. Additionally, to include any patients attending EPAS with 

updates to the midwifery teams to avoid any unnecessary concerns or 

communications to the patient. 

 Supported training to all staff from the Badgernet (electronic records system) Lead. 

 Planned electronic case note audit to ensure compliance. 
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Service Improvements – Case Study 7 

Forth Valley Royal Hospital wide – Service improvement identified 

Background: 

During the Covid-19 pandemic a number of complaints were received regarding the level 
of communication received by family members.  It was acknowledged that communication 
was extremely challenging during this time.    
   

What we did in response: 

 The Clinical Nurse Manager for Acute Services developed a new family 

communication sheet for use by all members of the multidisciplinary team to ensure 

improved communication with families during these difficult times. 
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Service Improvements – Case Study 8 

Forth Valley Royal Hospital wide – Service Improvement Identified 

Background 

A complaint was raised with the Scottish Public Services Ombudsman (SPSO) identifying 

a communication failure between nursing staff and bank nursing staff as to the specific 

observation levels which should have been in place for a patient to prevent a fall. 

What we did in response: 

The Head of Nursing for the Emergency and Inpatient Directorate completed a review of 

NHS Forth Valley’s “Nursing Observation and Interventions” Guideline.  This document 

was rolled out across the organisation, providing a framework for registered nurses 

delivering care to patients who require a higher level of observation or intervention this 

ensure the safety of the patient.   

Following this complaint, the Senior Charge Nurse implemented a written handover sheet 

which is signed by both Ward and Bank staff.  This details specific instructions which Bank 

staff are required to carry out during the shift with patients under their care.   

 

 
Bank Nurse Orientation Checklist 
 

 
Tick  

Walk Through Ward and Orientate them to Area  

Show where Arrest Trolley is kept  

Discuss Cardiac Arrest Number 2222/Fire Alert 4444  

Show the different Team Folders and patient head boards for mobility and diet 
information (buzzer system, specific team etc) 

 

  

Continue if Role is Enhanced Observations   

  

Reason for booking below (Core staff/Enhanced Observations)  

Details Comments 
 
 
 
 
 

 

 
Staff Nurse Signature 
 

 
Bank Nurse Signature 
 

 
Date 
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1.2  Indicator Two:  Complaint Process Experience Feedback 

 

The Complaints Handling Procedure requires NHS Boards to seek feedback from the 

individual making the complaint of their experience of the complaints process.   It is 

recognised and appreciated that the individual making the complaint may not wish to 

engage; unfortunately this has been the case in NHS Forth Valley.   

It is noted in correspondence from Rosemary Agnew, Scottish Public Services 

Ombudsman that on review of the Model Complaints Handling Procedure not all 

performance indicators are helpful.  In particular, feedback from Boards has indicated 

that there is a need for clarity around the Complaints Process Experience indicator 

and the requirement to test customer satisfaction.  NHS Boards await a decision from 

the Ombudsman with regards to a revision of the KPI’s, sadly this has been delayed 

as a result of the Covid-19 pandemic.  

 

While we wait for the decision, the Patient Relations Team continue to include 

Complaints Process Experience Feedback Questionnaires with the final response to 

all complaints.  It is acknowledged that there continues to be a very low percentage of 

return responses.   

1.3  Indicator Three:  Staff Awareness and Training  

 

This indicator relates to staff awareness and training in regard to the Complaints 

Handling Procedure.  It highlights the importance of ensuring staff awareness and 

training is made available to all staff of NHS Forth Valley in relation to the CHP.  

Training modules developed by NES are available through LearnPro: 

1. NES: The Value of Feedback 

2. Encouraging Feedback and using it 

3. NHS Complaints and Feedback Handling Process 

4. The Value of Apology 

5. Difficult Behaviour 

Due to Covid-19 and the restrictions put in place by the Scottish Government training 

sessions for staff of all levels and disciplines, including medical trainees and student 

nurses had to be paused.  However, this will recommence in 2021/22 once restrictions 

have eased to support group meetings.  

During 2020/2021, we have continued to deliver Communication & First Impressions 

Training to staff on a 1:1 basis.  

Feedback, comments, concerns, compliments and complaints are a core element of 

our Person Centred Strategy.  This Strategy comes to life through our 8 essential 

elements: 
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 Fundamental care 

 Bereavement 

 End of life Care 

 Spiritual Care 

 Equality and Diversity 

 Communication and First Impressions 

 Patient and Public Involvement and Feedback 

 Volunteering  

It is important to note that our staff who deliver these elements of the Strategy are 

leaders in delivering awareness and training to their Teams around feedback, 

comments, concerns, compliments and complaints.  Additionally, these staff are best 

positioned to be responsive, reactive and aware of how to deliver our Complaints 

Handling Procedure with an importance of listening and learning and local resolution. 

1.4  Indicator Four:  The total number of complaints received 

 

The following chart shows the number of complaints received by NHS Forth Valley for 

the past 3 years.  The chart below is reflective of the overall increase in complaints 

being experienced by Health Boards across NHS Scotland.  

 

A core measure within the indicator is to provide a consistent benchmark against the 

number of acute hospital services patient activity. NHS Forth Valley’s acute patient 

activity represents 0.14% per episode of patient care against the number of complaints 

received during 2020/2021.  In comparison the number of complaints received 

represents 19.4% against the number of staff employed by NHS Forth Valley.  
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NHS Forth Valley is responsible for 3 prison establishments, HMP Glenochil, HMP & 

YOI Cornton Vale and HMP & YOI Polmont. The overall capacity and diversity of these 

prisons equates to a complex mix of prisoners, this is due to an ageing population and 

associated health problems. NHS Forth Valley’s prison population accounts for 14.7% 

of the total Scottish Prison population.  Within NHS Forth Valley, 40.7% of the prison 

population has raised complaints during 2020/2021. 

A dedicated Patient Relations Team supports the 3 prisons with a focus on local 

resolution.  Patient Focus Groups continue to meet regularly and provide feedback to 

the Patient Relations Team of any concerns raised relating to complaints.  The Patient 

Relations Lead works in partnership with the Prison Management Team to collaborate 

and support with a real focus on a learning culture from complaints received and 

acknowledging when learning should be shared throughout the service or the 

organisation itself.  

1.5  Indicator Five: Complaints closed at each stage  

 

The table below details the number of complaints closed at each stage and a 

comparison against the total number of complaints received.  

 

Complaints type Number of complaints 
closed at each stage 

Number of complaints 
closed at each stage as a 
% of all complaints 

Stage 1 630 54% 

Stage 2 487 41.8% 

Stage 2 after escalation  49 4.2% 

 

1.6  Indicator Six: Complaints upheld, partially upheld and not upheld 

 

To meet the requirements of indicator six, a breakdown of the formal outcome (upheld, 

partially upheld, or not upheld) against Stage 1 and Stage 2 complaints is provided.  

The total number of complaints closed at Stage 1 for 2020/21 is 630; the table below 

provides a breakdown of the formal outcome.  

Stage 1 No Complaints closed 
% of complaints closed 
at stage 1 

Upheld complaints 101 16% 

Not upheld complaints 509 80.8% 

Partially upheld 
complaints 

20 3.2% 
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The total number of complaints closed at Stage 2 for 2020/21 is 487; the table below 

provides a breakdown of the formal outcome.  

Stage 2 No Complaints closed 
% of complaints closed 
at stage 2 

Upheld complaints 85 17.5% 

Not upheld complaints 327 67.1% 

Partially upheld 
complaints 

75 15.4% 

 

The total number of escalated complaints closed at Stage 2 for 2020/2021 is 49 and 

the table below provides a breakdown of the formal outcome.  

Escalated complaints to  
stage 2 

No Complaints closed 
% of complaints closed 
at stage 2 

Upheld complaints 7 14.3% 

Not upheld complaints 36 73.5% 

Partially upheld 
complaints 

6 12.2% 

Scottish Public Services Ombudsman Outcomes  

NHS Forth Valley works closely with the SPSO and the following table demonstrates 

that the SPSO has received a total of 27 cases, during their initial investigations the 

SPSO has made a decision not to investigate 9 cases. 

April 2020 – 31 March 2021 
No of Complaints at 
Ombudsman 

(a) Notification received that an investigation is being 
conducted 18 

(b) Notification received that an investigation is not being 
conducted 9 

(c) Decision letters received 10 

 
Of the 27 cases, 10 Decision Letters were received from the SPSO, it is noted that 6 cases 
were fully upheld. 
 

2019/2020 – SPSO Outcomes 
Total No of SPSO 
Outcomes 

(a) Fully upheld 6 

(b) Partially upheld 3 

(c) Not upheld 1 

(d) Withdrawn 0 
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The Ombudsman issues a decision letter if: 

 The organisation accepted there were failings, have apologised and taken 

action to prevent the problem from happening again   

 From the evidence, it appears that the organisation did not do anything wrong 

(where there is no evidence of maladministration or service failure) 

 The Ombudsman has decided that the substance of the complaint and their 

decisions on it do not raise public interest considerations 

1.7  Indicator seven: Average times 

 

The indicator represents the average time in working days to close complaints at 

Stage 1 and Stage 2 for 2020/2021.  See below a breakdown of complaints managed 

and resolved at each stage of the Complaints Handling Procedure.  

Complaints Stage 
Average Number of days to respond to 
complaints 

Stage 1 3.5 days 

Stage 2 23.1 days 

After escalation 16.8 days 

 

1.8  Indicator eight: Complaints closed in full within the timescales 

 

NHS Forth Valley achieved an overall performance figure of 88.2%, in responding to 

complaints within 20 working days.  A total number of 1166 have been investigated and 

responded to during 2020/2021.  

Through ongoing awareness raising and the Patient Relation Officers supporting staff to 

manage complaints under the Stage 1 process (0 to 5 days) local resolution, NHS Forth 

Valley continues to see a rise in the number of complaints being managed under Stage 1 

resulting in the overall rise in the number of complaints being recorded.  

The table below provides a breakdown of the complaints investigated and responded, this 

has been broken down into Stage 1.  
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The table below provides a breakdown of the complaints investigated and responded, this 

has been broken down into Stage 2.  

 

The table below details the number of complaints escalated from a Stage 1 complaint to a 

Stage 2 complaint and closed within 20 working days.  The overall performance figure for 

2020/2021 is 100% in respect of escalated complaints.   
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The Patient Relations Team continues to have daily huddles to discuss all live complaints, 

SPSO requests/recommendations, meetings planned with patients, families and carers.  

The purpose of the huddle is to identify any areas that may be of concern, and escalate 

the concerns within the services to put in place the processes to resolve the issues or 

delays.    

A process is in place for services to meet weekly with the Patient Relations Lead providing 

an opportunity to discuss areas of concern, identify barriers and prioritise where there may 

be delays. This gives the team and the leads from the services an opportunity to put in 

place any actions to resolve issues. 

Additionally the Patient Relations Team welcomes contact from all Operational Managers, 

this provides an opportunity to discuss their complaints portfolios.  This is a proactive and 

recommended process which improves performance, communication and outcomes for 

complaints handling.   

Detailed reports are provided to the clinical services which are then shared through their 

local governance structures.  

1.9  Indicator nine: Number of cases where an extension is authorised 

 

NHS Forth Valley aims to respond to all complaints within the required timescales, 

however, when we are unable to meet a timescale it is important that we follow our 

escalation process for authorisation within the services.  Additionally, it is vitally important 

that we communicate with the individuals raising the complaint of the delay and apologise 

that this has happened.  The table below details the number of complaints closed at Stage 

1 and Stage 2 where an extension has been granted:  
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Complaint Stage 
Total number of 
complaints at each 
stage 

Number of 
authorised 
extensions 

% of authorised 
extensions 

Stage 1 630 66 10.5% 

Stage 2 536 169 31.5% 

 

2.  Independent Contractors  

The requirement to record and report on complaints applies equally to all primary care 

service providers.  NHS Forth Valley has ensured that arrangements are in place for all 

contractors to comply with this requirement enabling them to provide information on their 

performance.  It is important to note the clear differentiation between the Board and its 

contractors, this section of the report provides an opportunity to share the key performance 

indicators 5 and 6 which are the 2 key elements relevant to independent contractors.  

Independent contractors include General Practitioners, Dental Practices, Ophthalmic 

Practices and Community Pharmacies.   

General Practitioners 

In Forth Valley there are 63 GP Practices, 62 are independently managed practices, and 1 

is directly managed by NHS Forth Valley.  The figures presented reflect the 62 

independently managed practices.  The total number of complaints received for 2020/2021 

is 66 with a 20 day response rate of 86.4%. 

For reporting purposes it is important to note that Independent Contractors information 

allows us to report on Key Performance Indicator 5 and 6 only: 

Indicator 5 It has been reported by the practices that 34 stage 1 complaints and 32 stage 

2 complaints have been received. 

Indicator 6: The practices have reported on the undernoted outcomes in respect of 

complaints received: 

 Upheld – 19 

 Not upheld - 36 

 Partially upheld – 7 

It is noted that only 21 General Practitioners responded and provided information for 

purposes of reporting from the 62 practices across Forth Valley.  The graph below 

highlights the complaint themes from GP Practice complaints.  
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Dental Practices  

In Forth Valley there are 45 dental practices, the total number of complaints received for 

2020/2021 is 5 with a 20 day response rate of 100% 

Indicator 5: It has been reported by the Practices that 3 stage 1 complaints and 2 stage 2 

complaints have been received.  

Indicator 6: The Practices have reported on the undernoted outcomes in respect of 

complaints received: 

 Upheld – 2 

 Not upheld - 3 

 Partially upheld – 0 

 

It is noted that only 17 Dental Practices responded and provided information for purposes 

of reporting from the 45 Dental Practices across Forth Valley.  The graph below highlights 

the complaint themes from Dental Practice complaints.  
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Community Pharmacies 

In Forth Valley there are 75 Community Pharmacies, the total number of complaints 

received for 2020/2021 is 135 with a 20 day response rate of 99.3%. 

Indicator 5: It has been reported by the Practices that 77 stage 1 complaints and 58 stage 

2 complaints have been received.  

Indicator 6: The Practices have reported on the undernoted outcomes in respect of 

complaints received: 

 Upheld – 135 

 Not upheld - 0 

 Partially upheld – 0  

 

It is noted that only 33 Community Pharmacies responded and provided information for 

purposes of reporting from the 76 Community Pharmacies across Forth Valley.   The 

graph below highlights the complaint themes from Pharmacy Practice complaints.  

 

 

Ophthalmic Practices 

In Forth Valley there are 55 Ophthalmic Practices, it s reported that no complaints were 

received by the 8 practices that responded and provided information for purposes of 

reporting from the 55 Ophthalmic Practices across Forth Valley.  
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3.  Feedback, Comments, Concerns & Compliments  

This section of the report provides evidence as requested by the Scottish Government 

demonstrating the ways in which NHS Forth Valley captures, engages, and communicates 

our ambition to listen and learn from feedback, comments, concerns and compliments.  

NHS Forth Valley has a well established and reliable toolkit to gather feedback, comments, 

concerns and compliments. There are many examples of how we access and respond to 

feedback from patients, families and carers.  

The purpose of this section is to demonstrate the methods we use to encourage feedback, 

promote learning, influence change and share good practice across NHS Forth Valley and 

further details of the undernoted methods is provided: 

 In-patient Experience Surveys 

 Patient Public Involvement 

 Volunteering 

 Patient Stories 

 Care Opinion 

 Care Assurance 

 Compliments 

 Web based Safeguard System 

 Social Media 

 Person Centred Care – Supporting Patients & Families 

 Case Study – Macmillan Health Care Support Worker Project 

3.1 In-Patient Experience Surveys 

 

NHS Forth Valley utilises a patient experience questionnaire to identify areas for 

improvement in care and treatment for our patients. The questionnaires are used in all 

acute in-patient, Community Hospitals and in-patient mental health areas.  Each ward asks 

5 patients per week who are being discharged from hospital for feedback about their care 

experience.  This enables us to gather real time feedback at the point of care which in turn 

provides valuable data for us to analysis, interpret and respond.   

The data gathered is analysed by the Senior Charge Nurse to identify areas of good 

practice and improvement required.  This data is displayed within clinical areas where 

patients and visitors can observe and see what improvements have been identified within 

the ward.  

The data gathered is part of an Assuring Better Care Programme in which the information 

captured within the patient experience survey informs a balance scorecard for the Senior 

Charge Nurse.  The Head of Nursing works with the Senior Charge Nurse to analyse the 

information captured including patient experience, and this gives them an opportunity them 
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to identify local issues and themes enabling improvement plans to be put in place, if 

required. 

In a number of ward areas, Patient Experience Volunteers have been engaged to support 

patients to complete the surveys which are anonymous.  As a result of the pandemic we 

have paused volunteering across NHS Forth Valley, ward staff are supporting patients to 

complete the surveys.   

The top 3 themes of good practice for April 2020 to March 2021 included: 

 Patients felt welcomed when they arrived on the ward. 

 Patients were involved in decisions about their care and treatment as much as they 

wanted to be.  

 Patients had privacy when care was being delivered. 

The top 3 areas for improvement during April 2020 to March 2021 include: 

 Patients did not know who was in charge of their care. 

 Patients were not happy with the food and drink. 

 Patients were not provided health and wellbeing advice. 

In-Patient Experience Survey Review 

During 2020/2021 we took the opportunity to review the in-patient experience survey, with 

a view to bringing it in line with the questions used in the National In-Patient Experience 

Survey.  We took the time to carry out a period of consultation with a wide range of staff 

including Heads of Nursing, Senior Charge Nurses and our public partners.  We also 

carried out a trial of the new survey, in ward areas with different specialities, this gave an 

opportunity to find out how user friendly the questions were, feedback following the trial 

was used to make minor adjustments to the questions.   

Prior to the survey going live, it was also shared with our Patient Public Panel – Leaflet 

Task Group.  The group reviewed the document, giving feedback and suggested changes 

that enhanced the survey, ensuring the language used was clear and understandable. 

They consultation process is now complete and the new survey was rolled out across all 

in-patient areas in May 2021, feedback from staff to date has been very positive.  

 

3.2  Patient & Public Involvement   

Patient Public Panel 

NHS Forth Valley continues to be invested and engaged in patient and public involvement 

and are very proud of the partnership working we have established since 2004.  The 

Patient Public Panel (PPP) continues to be an integral part of the core business of NHS 

Forth Valley and examples of their work to date are many and varied.  Their support 
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around governance, improvements, change, and development are a valued and imperative 

part of providing views from the wider public.   

It is important to note that the PPP are a dedicated and committed group representing 

patients and the public on a volunteer basis which brings a perspective from their 

experiences and communities. 

During this past year as a result of the Covid-19 pandemic a number of the 

groups/meetings were paused to ensure safety.  However a small number of meetings 

have continued to take place, our members have been able to link in through the use of 

technology, attending meetings via Teams.  We are now in the recovery phase of planning 

how we will remobilise this valuable group in a virtual platform.  

Recently we held our first full PPP meeting via Teams and as a trial to help those that 

have not used Teams before and to see if this is a method the members were happy to 

use until we can meet in person again.  Following the success of the initial trial meeting 

dates are being set up for the remainder of the year.  

PPP Leaflet Task Group 

There are many successful accomplishments of the PPP including the Leaflet Task Group.  

When patient leaflets are being designed it is important that the language used is clear 

and easily understood with limited technical terms.  The group review leaflets and give vital 

feedback, ensuring the documents/patient information is presented in way that is clear and 

easily understood.  

The PPP members also participate in a wide range of local and national forums putting 

forward the perspective of patients, carers and the public.  

Service Support 

Our PPP members offer a wide and varied service, and an example of just one of these 

areas is to provide value and perspective to established meeting groups within services 

throughout the organisation.  It is vital that a public perspective is represented at core 

business groups for example, Board Clinical Governance and Clinical Governance 

Working Group. The PPP are involved in many work streams where patient participation is 

essential.  NHS Forth Valley are committed to engaging  patient and public involvement 

representatives when new and vital services are being redesigned and developed,  it is 

crucial to ensure that services reflect the need of the patient and hear the voice of its 

service users. 

3.3  Volunteering 

  

Volunteering in NHS Forth Valley plays a vital role in 

supporting patients and their loved ones.  Across NHS Forth 

Valley we have a wide and varied range of volunteer roles, 

from Welcome Volunteers in the Atrium of Forth Valley Royal 

Hospital, who welcome people to the hospital and give 
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directions to volunteers supporting patients in the Emergency Department.   To ensure the 

safety of our volunteers, all volunteer activity was stood down, with a view to fully re-

mobilising volunteering when we return to Person Centred Visiting.  

During 2020/2021 NHS Forth Valley received in excess of 700 volunteer enquiries from 

members of the public, offering their support in many different ways, unfortunately in the 

spirit of keeping everyone safe and following Scottish Government restrictions we were 

unable to offer roles to all the individuals and took the opportunity to signpost them to other 

Volunteer Organisations.  

As we moved forward through the pandemic the Person Centred Team were approached 

by the GP & Minor Injuries Centre at Stirling Care Village, to look at the possibility of 

having volunteers at the entrance and exits of the building.  The role of the volunteer was 

to provide a safe, welcoming and friendly face for visitors to the Centre, explaining to each 

of the visitors the changes that are in place when coming into the building, e.g. where to 

leave samples, collect prescriptions. Through partnership working with RSVP, we were 

able to fulfil this role and engaged a number of volunteers.   

The model introduced at the GP and Minor Injuries Unit has been highly successful and 

has been replicated within Falkirk Community Hospital and Clackmannanshire Community 

Hospital.  

Following the risk assessment process we now have in excess of 40 volunteers providing 

support on the 3 sites, providing a 7 day week service, with a real emphasis on keeping 

our volunteers safe and well. 

3.4  Stories 

 

To truly capture an individual’s experience NHS Forth Valley actively encourages, patients, 

carers, families and staff to share their stories.   The stories are captured using a range of 

formats: transcribing stories, digital recordings, voice-overs, face-to-face interviews.   

When a story is told by an individual from their own perspective in their own words it 

provides us with an opportunity to understand their healthcare journey and also highlights 

the impact it has had on their life.   

In response to the Covid-19 Pandemic a number of staff across NHS Forth Valley were 

redeployed to other roles, in some cases this would be very different to what they would 

normally do.  We thought it would be important to capture feedback from staff who found 

themselves redeployed and to hear their stories at what was a very difficult time.  

Sarah Jayne Paterson – Dental Nurse  

I am an orthodontic dental nurse at FVRH, I have been 
here for 14 years and have been a dental nurse for 27 
years.  Due to the current COVID-19 situation I became a 
trainee phlebotomist.  
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I was terrified the first few times, as I have never really actually touched a patient as this is 
not what I do in my normal job role, that took a bit of getting used to.  
 
I am loving it, I really enjoy it, the phlebotomist team were so kind they helped get me 
through this, I am happy that I am able to do my bit.   
 
Being up on the ward chatting with the patients and getting everyone’s little bit of history 
has been fantastic fun, and not something that I normally do day to day, as I am usually 
treating teenagers, I’ll give anything a shot because that’s the type of person that I am, I 
just role up my sleeves and get on with it.  

 

Kelly McNab – Podiatrist 

I have been a podiatrist for nearly 20 years, I got a phone 

call to say that I was being redeployed to Falkirk 

Community Hospital the following day with two of my 

colleagues, I was quite nervous that night.  The next day 

we arrived at Falkirk Community Hospital, I was a bit 

apprehensive, bit nervous, the team were so kind to us, so 

supportive, especially Jackie and Sharon the ward Clerks’, 

they were amazing, really looked after us and made us feel welcome and made us feel 

that we are making a difference helping them out. That’s what you want to feel, you want 

to feel that you are making a difference.  

 

Leanne Hamilton – Dental Nurse 

I am a Dental Nurse in the Orthodontic Department, where 

I have been for about 7 years, I thoroughly enjoy it. I was 

redeployed to the discharge lounge, which is of course very 

different for me. I was doing direct patient care and doing 

duties that I never thought I would do, but I actually really 

enjoyed it.  I have been supported by all members of staff, 

and have been welcomed with open arms, I think I will be really quite sad when I have to 

leave this department; it’s such a lovely family.  

 
Charmaine Dunn – Staff Nurse 
 
I was redeployed to Lochview Hospital to support people 

with Learning Disabilities.  While I was there some 

patients contracted COVID-19.  I had to look at home life 

because, at the time I had a one year old little boy,  who 

I felt  I couldn’t keep from cuddling, and couldn’t keep a 

distance from, I felt I was putting him at risk as well as 

my partner. I made the choice to live with my mum and 

dad. It was a very difficult few weeks.  It’s hard when you are video calling, because my 

son is so young he didn’t want to talk to me, it was quite difficult.   
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After my first week at Lochview it was my son’s 2nd birthday, which I found really difficult, 

but knowing that you were helping people when you were on the ward, you built such great 

relationships with the patients, you got to know them well to be able to care for them, that 

helped me, by helping them you get through it.  No other patients contracted COVID, it 

was really good, that gave you a sense of achievement, you did well to be there and why 

you made that decision to be there.   

The Lochview staff were really supportive while I was there, the team are a good family 

and they really help each other.  The patients were really helped in that way too, because 

the staff are so supportive.  

3.5 Care Opinion 

 

Care Opinion is a non-profit feedback platform which offers patients an opportunity to 

provide feedback about their experience when accessing Health and Social Care services, 

whilst maintaining their anonymity. 

 

Through the use of Care Opinion, NHS Forth Valley has demonstrated it is an effective 

tool for those that access health services to share their care experience.  We can also 

demonstrate how, through staff listening to feedback can learn and make improvements, it 

also lets us celebrate good practice and highlights to staff the impact they have on patients 

and their families.  

Over this past year we have increased the number of staff responding directly to stories, 

and have also seen a quicker response time to stories being posted.  We are also seeing a 

wider range of services receiving stories than in previous years.  

During 2020/2021, NHS Forth Valley received 374 stories, 85% of these stories were rated 

as non/minimally critical and were read 52,695 times. 

The diagram below details the when stories were posted and how many stories were 

posted each month from April 2020 to March 2021.   

 

A total of 374 stories were posted and read 52,695 times 
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The chart below details how moderators at Care Opinion critically scored the stories, 83% 

of our stories posted are non critical in nature.  

 

 

 
      

The wordle below details - What was good about the health care experience  
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Care Opinion offers the opportunity to present feedback in a number of different formats.  

The diagram below shows “what was good” in green, and “what could be improved” in pink 

As highlighted in the diagram the feedback received has largely been positive.  

 

Top 3 themes of good practice highlighted in stories during 2020/2021 

 Staff 

 Care 

 Friendly 

Top 3 themes for improvement highlighted in stories during 2020/2021 

 Communication 

 Staff attitude and Behaviour 

 Support 

The Person Centred Team have been working with staff throughout 2020/2021 providing support 

and education sessions with staff in relation to the importance communication and staff attitude 

and behaviour.  

Top 3 most popular stories for 2020/2021 
 

Surgical Skin Team, Forth Valley Royal Hospital – Story was viewed 1882 times 

 

I visited Larbert Hospital for this procedure for which I felt fine.  I was directed to the Clinic 

BAU Contingency Surgical Skin Team ......Ambulatory Care Unit.   

The removal was very professionally carried out.  
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NHS Forth Valley – Patient Letters – Story viewed 876 times 

 

 

Just a quick comment about an outpatient appointment letter received from FVRH 

recently.  The letter said “BAU” contingency clinic....” which caused slight confusion and 

anxiety for my relative.    

Just wondered if it would be goo to avoid abbreviations and use plain English.  

 

Intensive Care Unit, Forth Valley royal Hospital – story viewed 763 times 

 

I was admitted in early January then transferred to Intensive Care.  I had Covid-19 and 

was very ill but thankfully I responded well to medication and oxygen.  

The staff were amazing every single one.  I remember Colin the Consultant that was very 

frank with me and told me how serious it was.  As a retired staff nurse I appreciated that.  I 

am so grateful for the wonderful care.  

Sometimes it’s little things that give you a boost.  Adele in her beekeeper attire telling me 

about Mexico, such a gentle kind nurse.  The lovely housekeeping staff giving me what I 

felt like to eat.  

I owe my life to the wonderful care I received and for that I am thankful.  

Care Opinion – Improvements made 

 

 

 

I had a terrible experience in hospital some years ago, which left me with PTSD type 

anxiety which has never really left me. However since becoming quite seriously unwell I 

have had to rely on hospital specialists who have been excellent and restored my faith. 

Thanks to cardiology, infectious disease physicians and the OPAT services; truly excellent 

care. Recently I have spent a lot of time in various different hospitals and have had the 

time to compare them with each other, and I actually was feeling very lucky that Forth 

Valley was my local hospital.  
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I was admitted to Forth Valley again but I had never been in a surgical ward with a 

complaint about abdominal pain before. Overall the medical and nursing staff were 

excellent, especially considering the whole Covid19 situation, all the new measures added 

to a hospital key workers already busy day.  I was treated with respect and care. I had 

various procedures that were new for me and the majority were well explained. 

 

However there was one procedure where the information was severely lacking with the 

result of complete humiliation and distress for me. I feel embarrassed to be sharing this 

story but, it is an experience that could easily have been made more compassionate and 

less traumatic for me. I had to have an enema which I have never experienced before nor 

had any knowledge about. Prior to and during the procedure, which was actually fine and 

not as bad one might imagine, I asked questions about it to the nurse. The procedure itself 

was explained very well at the time but they omitted to explain what would happen after it 

was administered. This omission led to me going through unexpected pain and then the 

humiliating experience of soiling myself and my clothing on several occasions until I had 

no clean clothing of my own. I then sat very upset in soiled clothes because I had no other 

option. Sometime later an auxiliary nurse saw my distress, pulled the curtain for privacy 

and compassionately explained that it was very common occurrence. They immediately 

brought me fresh hospital clothes, incontinence pads and prepared my bed in anticipation 

for 'an accident'. I immediately felt better and less degraded, although I was still very 

emotional about it all. Now I just feel stupid that I didn't realise how the enema would work. 

 

Please, could you fully prepare your patient for consequences of any procedure/treatment 

that you do where there may be unexpected symptoms. Not all patients may want to know 

but in this case it would have been far less traumatic and degrading for me. I was in a 

shared room with 3 other patients so the humiliation was even worse, me a 50+ year old 

lady quiet and anxious, sitting in soiled clothes and probably smelling a bit. I was very, 

very upset and writing this I am actually crying again so this needs to be taken seriously 

and addressed. I would not wish someone else to feel this way. It is an easy thing to 

rectify, staff administering an enema just need to explain all the things that can commonly 

happen afterwards. The auxiliary nurse and night staff nurse both agreed my symptoms 

were common and normal and helped with my pain and my upset. I have not made this 

post to get any one single staff member into trouble but just to have this highlighted and 

cascaded to staff members carrying out the same procedure. Let us be informed and thus 

dignified. A little explanation would have made a hospital stay more memorable for the 

correct reasons; that NHS staff work tirelessly for the sake of their patients and are true 

heroes. 
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Thank you for taking the time to let us know about your recent experience in the surgical 

ward and providing us with a hugely important perspective that we would not have had if 

you hadn’t.  I can clearly see that it has been very difficult for you to go through it all again 

in writing this feedback, but I am very grateful that you have done this.  Firstly, can I 

apologise for how this experience made you feel.  This is absolutely not what we would 

want anyone to go through.  The process of preparing you or another patient to have this 

done should be easy for us to do, but on this occasion, it is clear that we have failed to do 

this and I am sorry for the distress the experience caused you.  

I have shared your story with our medical and nursing staff on the surgical wards so that 

we can make sure that we do our best to prevent another patient having a similar 

experience.  

I have also discussed this with the senior charge nurses in the surgical wards and, as a 

direct result of your feedback we have adopted a patient information sheet that is currently 

used in the endoscopy unit.  This is specifically to provide information what an enema is 

and what to expect when one is administered, we plan to provide them to patients in the 

ward who are prescribed an enema.  

Once again thank you for sharing this really important feedback with us.  I am really sorry 

for the distress this experience caused you but I am very grateful that you have taken the 

time to bring it to our attention.  

3.6 Nursing & Midwifery Care Assurance  

 

There are many ways in which we capture feedback from patients, families and loved 

ones.  Within NHS Forth Valley the Assuring Better Care Programme is an assurance 

process that captures real time care standards through an auditing framework.   

The Executive Nurse Director for NHS Forth Valley has developed and implemented this 

framework successfully and an important key element of the framework is capturing 

feedback from patients, relatives and carers.  There is a care assurance programme in 

place that involves Senior Nurse Leaders undertaking assurance visits through a set 

programme that utilises a framework of standards that provides real time feedback to the 

Senior Charge Nurse of the ward.  This information forms part of the Balance Scorecard.  

The Senior Nurse values the opportunity of speaking with patients, relatives and carers 

giving them a real understanding of the patient’s journey through their healthcare 

experience, this informs a key element of the care assurance programme and the 

feedback is used to enhance care and celebrate good practice.  See below an extract of a 

balance scorecard. 
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3.7 Compliments  

 

Clinical areas and departments receive compliments in a number 

of ways, this includes thank you cards, letters, emails and 

telephone calls. The feedback is displayed within their areas, they 

also discuss the feedback at their morning huddles, this has a 

very positive impact on the staff, gives them a real understanding 

of the impact they have on patients and their families.  The 

compliments are captured on our safeguard (complaints management) system.  We also 

on a number on occasions developed some of the letters of thanks into patient stories, 

which are shared across NHS Forth Valley.  

Below is a small example of the compliments we have received during 2020/2021: 

Compliment 1 

I have been a regular visitor to the Urology department over the past 3.5 months and last 

week received the very welcome news that my recent biopsy had shown "no cancer cells'.  

Hopefully, I won't have need of your services again! 

I would like to thank all of the nursing staff involved in my treatment; everyone I met was 

caring, considerate and highly professional. Special thanks to Staff Nurse Linda, not only 

for her dexterity and professionalism but for making me laugh in a delicate situation. 
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Compliment 2 

On entering CAU 22/3/21, I could feel how busy it was in the unit, there wasn't enough 

beds or even seats yet staff were kind understanding and willing to make me comfortable. 

I cannot remember everyone's name but Senior Nurse Nicola was organised polite and 

caring while multitasking, as was a man called Mark. 

Finally after 5 hours all my results were collated I met Dr Beckett, he sat me down, 

explaining everything so clearly, putting me at ease with an air of gentle friendliness.  In a 

world where we are quick to be impatient and criticise thank you CAU for being kind.  You 

are unsung heroes. 

Compliment 3 

I am now 2 weeks post-op following a total hip replacement (1-3 September) apart from 

the amazing recovery from the operation I felt I wanted to feedback on the very positive 

experience I had when I was in hospital.  All the staff that I had interaction with during my 

stay (and there were many) were not only very professional but, more unexpectedly, very 

friendly and made me feel like they were involved in my care in a very personal way.  

FVRH is a large regional hospital but it feels like a community hospital which I mean as a 

massive compliment to all.  

So to all the porters, cleaner, catering staff, radiographers , nurses (staff nurses, auxiliary 

nurses and student nurses) and doctors (particularly Mr Priess and his team and 

anaesthetist Dr Evans) physiotherapists and occupational therapists (who I spoke to for 

about an hour before moving ward) – sadly whose names I have forgotten – who made me 

feel safe and cared for.  

I do think that for the atmosphere in a big organisation to feel so positive reflects well on 

management, so kudos to those at the top. 

3.8 Web Based Safeguard System  

 

We have continued to make progress this year in capturing and recording Feedback, 

Comments, Concerns, Compliments and Complaints to produce robust reports to influence 

service changes and improvements.  Whilst this is managed centrally, wards and 

departments including the Prison Healthcare Service can input data locally.  In addition, 

the data from the system is fed into the Nursing dashboard, this informs the 

wards/departments of their activity around feedback encouraging and promoting 

ownership within the clinical teams.  Feedback cards are widely available for patients, 

families and carers to complete.  

Concerns 

NHS Forth Valley continues to capture concerns and to date 197 concerns have been 

received for 2020/21.   NHS Forth Valley has a real ambition to actively listen to patients 

and their families experience whilst in our care and will continue to work tirelessly to 
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embed the Complaints Handling Procedure with a real emphasis on continuous 

improvement in a real time manner whilst capturing concerns and complaints raised 

through the stage 1 process.   

A breakdown of the top 3 themes from concerns are: 

 Clinical Treatment  

 Waiting Time/Date of Appointment 

 Staff Communication (Oral) 

 

 

 
 
 
 
 
 

3.9  Social Media 

 

Social Media & Website Feedback  

NHS Forth Valley encourages patients, families, carers 

and staff to provide feedback through our website and 

social media channels. 

To highlight some of the feedback and comments we receive, our Communications 

Department shares feedback on our social media channels every Friday #FeedbackFriday.  

This initiative helps recognises the work of local staff and services.  Additionally it provides 

a platform to strike up a conversation and generates increased feedback, with patients 

often sharing their thanks and experiences of the services being highlighted.  Staff often 

‘tag’ their colleagues in the posts making them feel valued and appreciated.  It also helps 

enhance the reputation of local staff, services and the wider organisation - patients often 

mention that it’s nice to see positive comments about the NHS instead of negative 

comments. 
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We also have a short online feedback form on our website 

www.nhsforthvalley.com/feedback which encourages people to share their healthcare 

experiences.  This is shared with staff to inform and recognise good practice and boost 

staff morale.  In 2020/21 we received 137 compliments via the feedback form on the 

website. 

See below some examples of the feedback we have received through our social media 

platforms and via our website.    

 

 

 

 

 

 

 

 

 

 

 

I had my first diabetic eye test at Stirling outpatients unit 2 today, 1pm.  I had been 

diagnosed diabetic just before lockdown and my group therapy sessions had been 

cancelled, my support so far has been my practice nurse at Polmont.  

I met 3 female staff today.  All were lovely, welcoming and reassuring.  The nurse carrying 

out the eye test was clear and informative.  It was well set up with regards to Covid-19 

safety measures.  I did not note any names sadly.  Well done everyone.  It is always good 

to praise good work.  

 

Thank you to the Children’s theatre staff.  A very rough start where my 8 year old daughter 

was fine until she voluntarily walked into theatre, talking to several staff who were 

exceptionally kind and chatty, Kathryn, Sonia, and amazing Nicole, who were so patient, 

but unfortunately my daughter freaked out for 40 minutes screaming, crying, overwhelmed 

and absolutely petrified of the pending operation so we had to go back up to the ward to 

calm down.  The fantastic nurses, Gillian, Shona and another lady who’s name I missed 

were so patient putting in a cannula and keeping my daughter calm, so we could take my 

daughter back down for a second time at noon, fortunately the orthopaedic surgeon 

manipulated her elbow and put it in a sling, best result possible.  In a time where the NHS 

http://www.nhsforthvalley.com/feedback
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are under extreme stress, I was so emotionally impressed how each person who touched 

our lives at FVRH were sympathetic to what we were experiencing.   

Well done each and every one of you.  Outstanding.  Thank you. 

 

My husband Paul and I lost our baby girl on 22 May 2020.  This was obviously a very 

traumatic time for us, especially with all the Covid-19 restrictions and family being unable 

to visit.  All too often we hear negative things but we never report the positive, so hence 

the reason for this message.  We would like to acknowledge and thank all the staff in ward 

8, we would like to give a HUGE thank you to Dr Nicola for the help and support 

throughout this time, a special thank you to Kirsty whom without kindness and support we 

really feel we wouldn’t have got through this the way we did, so thank you from the bottom 

of our hearts Kirsty. 

 

I would like to formally record my appreciation for the wonderful care I received during my 

recent stay at the Wallace Suite.  All staff: nursing, physiotherapy, domestics and medical 

were extremely professional and friendly and a great credit to the Bellfield Centre and the 

NHS in general.  I know that you have very significant challenges ahead, but I know that 

you will approach them in the same highly professional and cheerful way that you looked 

after me.  

 

I just wanted to put in writing how grateful I was to the staff that helped me have my Covid 

vaccine today.  I work in adult social care and recognised the need to protect the people I 

work with as well as myself.  I suffer from a needle phobia so having any injections are a 

real issue.  The staff at the clinic reassured me from the outset and their calm and 

confident manner helped me get through this ordeal with minimum fuss.  They went above 

and beyond when they were so busy.  I think their names were Sam and Alex.  They did 

tell me their names more than once but I’m afraid I was a bit distracted.  I would appreciate 

if you could pass on my thanks once again.  

 

I wanted to thank everyone on ward A12 for their care of my mum who passed away this 

morning.  They kindly let me be with her over the weekend, which I cannot thank them 

enough for, as I know they have to think of the wellbeing of everyone under their care.  

They were kind and gave me their time and support (as well as making sure I had plenty to 

eat and drink!) which made it all a lot less stressful for us both.  I know that she was in the 

best care under them, and thanks them all very much! 

 

A big thanks to you all for a well organised visit for my jag.  From parking to initial contact 

all your team were fantastic, well done.  
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Just wanted to thank the staff involved in delivering the Minor Injuries Service.  I contacted 

them this morning after an incident at work and spoke to a nurse within an hour and then 

was given an appointment in Stirling for 40 minutes after my consultation.  First class 

service and very friendly and professional staff.  Thanks a million  

 

I received an appointment for a scan for an Aortic Valve and an Aortic Aneurysm.  

Following the scan, within five days of the scan, Dr Shearer took time out of her busy 

schedule to give me a telephone consultation with the results of the scan.  She was very 

reassuring that there was no immediate need for action and explained any future treatment 

that might be necessary.  This was greatly appreciated by myself and my family.  

 

My elderly mother has dementia.  The service she has received and continues to receive 

from the dementia outreach team is outstanding.  The staff are professional, friendly, 

caring and effective.  I cannot praise them too highly.  All concerns I have raised have 

been dealt with promptly, thoughtfully and with clarity.  Many thanks. 
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3.10  Person Centred Care - Supporting Patients & Families  

 

This has been an exceptional year for Person Centred Care within NHS Forth Valley.   We 

have responded and reacted to ensure our patients and their families have been cared for 

by keeping them safe and connected to our services during Covid-19. The Person Centred 

Team (PCT) have played a vital role in ensuring this is part of “what we do” every day, and 

this was acknowledged following an unannounced visit to Forth Valley Royal Hospital from 

Healthcare Improvement Scotland during February 2021. This visit identified an area of 

good practice which was highlighted within the report “The person-centred team provides a 

range of resources to support patients and their relatives”. 

 

Like all staff and departments across NHS Forth Valley the Person Centred Team have 

faced many challenges during this time, and have become very adept at facing  the 

challenges, influencing and supporting the changes, to make patients, families and staff 

safe and comfortable.    

This section of the report highlights some examples of the different pieces of work that 

were undertaken to support patients, families and staff during the pandemic.  

Stop & Drop 

During the Covid-19 pandemic, the suspension of patient visiting identified many 
challenges, for example when patients were unable to access clean clothing, personal 
belongings or have dirty laundry taken away by family.   
 
A laundry drop off and pick up system was established and a rota system was put in place 
for all wards in FVRH to ensure the smooth operation of the service.  This also reduced 
the volume of traffic coming into the hospital as it was important that we gave families a 
central and visible location to drop off and collect patient’s belongings. (See Appendix 1). 
 

It was also recognised that the service provided a 
connection for having a chat and a support mechanism 
for relatives. Patients and families found having the 
service invaluable, and it was recognised that it was the 
small and personal things which made their stay more 
comfortable and this was what really mattered to them.   
 
 
 
 

Patient Messages 
 
For some of our patients and their families it was 

not always possible to use or access social media 

and families relied on phoning wards to receive 

updates from the team looking after them.  Staff  

were encouraged when talking to relatives to ask if 
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they had a message that they would like to pass on to their loved one.  Patients would also 

send out messages to their families on laundry days.  The messages would be delivered 

when their laundry was collected from the stop and drop and an example of this is shared 

to the right.  

Patient Clothing & Toiletries 

Unfortunately, some patients did not have access to clean clothing or toiletries.  Through 
funding we were able to purchase a supply of clothing and nightwear that was provided to 
patients as when needed.  In addition, through generous donations from the residents of 
Forth Valley we were able to supply patients with toiletries. 

Virtual Visiting  

Families and friends played a vital role in supporting patients during a difficult time and we 

know that connecting patients with their loved ones improves the outcomes and 

experience for our patients. The Person Centred Team introduced virtual visiting across 

NHS Forth Valley which included Community Hospitals and Mental Health wards.  All ward 

areas had access to ipads which supported patients to connect to their loved ones.  

Feedback received has been very positive, we will continue to build on the connection that 

virtual visiting can bring whilst in hospital even out with the pandemic. 

The story below provides an example of the benefits of virtual visiting. 

Bill and Danny Burgess Story 

It is so much more reassuring to be able to SEE my dad.  I’m in Australia, I can see by his 

facial expressions if he is in pain.   
 

Dad has dementia, and always says 

he’s getting on fine, but you can see 

how he’s getting on by the expression 

his face. Back home, Dad isn’t tech 

savvy, we normally only speak on the 

phone, this has been tremendous, 

super, absolutely great! When he’s 

been in hospital in the past I’ve been 

able to speak to him on the phone, but this has made all the difference. 

 

I can speak to the nurse On Skype too, and see who’s caring for my Dad (he’s 94) and she 

says it brightens up his day. As a method of communication with the ward, this just makes 

such a difference. 

 

Senior Charge Nurse – WI-FI Phone 

WI-FI phones were purchased for all Senior Charge Nurses across Forth Valley Royal 
Hospital as a resul 
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t of feedback from families and staff who highlighted the difficulty they were having getting 
connected to the ward.  Having wi-fi phones enabled it to be easier for families to contact 
to the ward to obtain updates about their loved ones.   

Comfort Stones 

To keep connected when separated from loved ones, a 

local volunteer group “Comfort Pebbles” created Comfort 

Stones.  One side of the stone is decorated while the 

other side is left blank for the patient or their loved one 

to write a personal message.  The stones were available 

in all ward areas within Community Hospitals and FVRH.  

Stones were also available at the stop and drop, and 

families thought it was a lovely idea bringing them 

comfort and enabled them to write a message.   

Re-Introduction of Patient Visiting 

To support the smooth re-introduction of patient visiting, the Person Centred Team worked 
in partnership with the Heads of Nursing, Senior Charge Nurses and key staff from across 
NHS Forth Valley.  A Visiting Guidance pack was developed and to support this, the 
Person Centred Team attended Senior Charge Nurse meetings to ensure a smooth 
transition from Stage 1 to Stage 2 visiting with a real commitment to provide on-going 
support to the Teams.  Working in partnership across all services and disciplines has 
developed and strengthened communication and relationships within our staff groups with 
a real noted value on what true person centred care means to our patients. 

Senior Charge Nurse Communication 

To support Senior Charge Nurses and their Teams, the Person Centred Team regularly 
attended Senior Charge Nurse meetings to provide support and feedback ensuring 
communication and information was shared.  This has built on existing relationships and 
strengthened our communication links with our staff. 

Returning Patient Clothing/Belongings 

At times it was difficult for families to return to hospital particularly when a loved one has 

passed away and staff have worked with the Person Centred Team to ensure that patient’s 

belongings were returned to families in a safe, supportive and person centred way.  It is 

noted that feedback from families is positive and are particularly grateful for this thoughtful 

and sensitive service 

Immunisation Enquiries 

During the commencement of Covid-19 vaccinations, the Patient Relations Team became 

a point of contact for members of the public with regards to vaccination enquiries.  The 

Patient Relations Team took a high number of enquiries and liaised with our Immunisation 

Team to ensure resolution and support for our patients during this worrying time. 
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3.11 Case Study - MacMillan Health Care Support Worker Project  

 

 As part of NHS Forth Valley’s 2019/2020 delivery plan, there was a commitment to 

redesign end of life patient pathways.  
 
Providing support to patients and families with palliative/ end of life needs is a significant 

part of the community nursing role.  However challenges regarding access to care 

packages were affecting the care coordinators and delivery of end of life care in the 

community resulting in some people spending more time in hospital or hospice when they 

could have been at home.  

A two year project was created to test a model of care for people in the community with 

palliative and end of life care needs.   

The aim of the project was to: 

 Test a new model of support for end of life care, which will help to inform future service 

development. 

 Take a proactive approach to workforce challenges in the provision of end of life care. 

 Earlier identification of needs and intervention regarding the care coordination for end 

of life. 

 Provide support that will help reduce the risk of admissions in the last days and hours 

of life. 

To support this project 4 health care support workers were appointed, to provide a 7 day 

week service.  The HCSW support the Community Nursing Team to enable patients to die 

in their own homes, by providing personal fundamental care and support including 

emotional support, provide information and signpost families to other healthcare or third 

sector organisation 

The Team are trained to provide therapeutic interventions, including hand, foot and body 

massage and relaxation techniques.   

Feedback 
Obtaining carer feedback is integral to informing future modelling and development of 
services.  The following tables provide a snapshot of some of the excellent feedback 
obtained from those who had been supported by the team prior to death of their loved 
ones.  In addition to feedback from staff who support and deliver the care. 
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Table 1: Carer feedback in bereavement 

 
 

Table 2    Feedback from District Nurses 

 
 

Table 3    Feedback from Hospice Clinical Nurse Specialists 

 
 
Sharing patient experience in the format of case studies can also be very powerful. 
 

Table 4 Case Study 

 
 
 

Case study A 57 year old man with a diagnosis of prostate cancer had been cared for at home 

by his family. The patient was on the case load for a total of 17 days, initially twice 

weekly visits with a total of 8 visits in the last days of life supporting his family to 

care for him in his own home where he wanted to be. The patient and family had 

previously refused all support regarding personal care from any other team but did 

need support and accepted the HCSW team. Other support was provided by the 

DN, Maggies and the CNS at Strathcarron. After his death, the patient’s wife was 

extremely grateful for their input saying, “they brought life into the house”. 

 “Easy referral process” 

 “Open to all patients regardless of diagnosis and 
stage of disease” 

 “Patients do not wait any length of time to be 
seen” 

 “Takes a lot of stress and worry off carers to know 

that help is available” 

 “Reduces peoples stress levels” 

 “Excellent service that meets patient and carers 
needs” 

 “Something we can offer to patients and carers in 
times of crisis” 

 “Hugely important” 

 “Golden nugget” 

 “Girls are great” 

 Accessible 

 Responsive 

 Flexible 

 Excellent communication 

 Efficient 

 Experienced 

 Diligent 

 Motivated 

 Outstanding 

 Invaluable 

 Life changing 

 Compassionate 

 Caring 

 My go to service 

 Excellent 

“My wife’s wish was to remain at home, without the help of Macmillan this would not have been possible…My 

wife and I were treated with the highest of kindness and compassion.” 

“…all the girls who attended my dad were wonderful” 

“All the girls were absolutely wonderful. They always took the time to speak to mum who had dementia. They 

explained everything to us in a way we could understand” 

 

“The fact that we could trust them and know dad was looking brilliant and smiling after the girls left.” 
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4 Next Steps  

 

This section of the report provides an opportunity to reflect on all that we have achieved as 
a Health Board in terms of our response to the Complaints Handling Procedure.  On 
reflection, it is important to note our ambition as a Health Board is to continue to listen and 
learn from patients and families who have received care in our services and for the 
process to be smooth, fair and consistent and well communicated.  We continue on the 
journey of improvement and detailed below are our next steps to success.  
 

 We will continue to explore new and innovative ways of gathering feedback, 
comments, concerns and complaints utilising technology.  

 Work with teams to capture key opportunities to consider and reflect the ways in 
which they receive complaints and deliver responses that highlight learning to keep 
our patient’s safe and reflect the positive learning culture that NHS Forth Valley 
aspires to.  

 As Scottish Government restrictions ease, offer every complainant, where 
appropriate the opportunity to meet with the teams involved in their care and 
monitor the number of face to face meetings taking place.  

 Develop a range of training materials and opportunities focussing on how we 
respond to complaints and concerns with a focus on the top three complaints.  

 Focus on improving our stage 2 performance.  

 Continue to have a focus, as an organisation on the ways we capture and evidence 
the learning from feedback. 

 Continue to focus on improving the quality of responses we share with patients and 
families, reducing the number of SPSO cases that are upheld.  

 We will remain committed to the “What Matters to You” programme making sure we 
take time to understand what really matters to our patients, using this feedback to 
inform the care, comfort and communication when we are invited to be part of a 
patient’s experience.    

 
It is important as we conclude this report to take an opportunity for NHS Forth Valley to 
convey thanks to the contributors of the report, equally as important to say thank you to 
the staff of NHS Forth Valley who take pride in working alongside patients, families and 
carers and are always locally and nationally at the very front of delivering person centred 
care.   


