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You asked:
Under the Freedom of Information Act 2000, I request disclosure of the following information relating to Quail AI tool for complaints in Healthcare.

I would be grateful if you could answer the following:
Implementation and Usage
· Has your organisation implemented or piloted the Quail AI tool for complaints handling?
I can confirm that the Quail AI tool has not been implemented or piloted in this organisation (Swansea Bay University Health Board).  Therefore the remaining questions are not applicable.

· If yes:
· Date of implementation
· Scope of use (e.g. departments, complaint types, Trust-wide or pilot)
2. Accuracy and Quality Assurance
· What measures are in place to assess the accuracy of Quail-generated responses?
· Has your organisation conducted any formal evaluation or audit of the accuracy or quality of letters generated using Quail?
· If so, please provide:
· Results of such evaluations
· Any internal reports, audits, or summaries
3. Human Oversight and Editing
· What percentage of Quail-generated complaint responses require:
· Minor edits
· Significant edits
· Complete rewriting
· Are clinicians or complaints staff required to review all AI-generated responses before they are sent?
4. Impact on Complaints Handling
· Has the use of Quail:
· Reduced complaint response times? If so, by how much (average time reduction)?
· Improved response rates or compliance with statutory timelines?
· Reduced workload for complaints teams or clinicians?
5. Service User Feedback
· Has your organisation received any feedback from patients or service users regarding AI-generated complaint responses?
· If so, please provide:
· Themes of feedback
· Number of complaints or concerns raised about AI-generated responses
6. Clinical and Investigative Quality
· Has the use of Quail impacted:
· The quality of investigations?
· The quality of clinical input within complaint responses?
· Please provide any available evidence, reports, or internal assessments.
7. Governance, Risk, and Safety
· What governance processes are in place to oversee the use of AI in complaints handling?
· Have any risks, incidents, or concerns been identified relating to:
· Accuracy
· Patient safety
· Miscommunication
· If so, please provide details (anonymised where appropriate).
8. Data Protection and Information Governance
· What data protection impact assessments (DPIAs) or information governance reviews have been completed in relation to Quail?
· Please provide copies or summaries of these assessments.
9. Costs and Procurement
· What is the cost of implementing and using Quail (including licensing, training, and ongoing costs)?
· Please provide details of the procurement process and supplier.
10. Future Plans
· Does your organisation plan to:
· Continue using Quail?
· Expand its use (e.g. incident reporting modules)?
· Please provide any available business cases or strategy documents.
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