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	28 July 2023	Agenda Item
	3.1

	Report Title
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	Report Author
	Erica Thomas-Howells, Concerns Assurance Manager

	Report Sponsor
	Hazel Lloyd, Director of Corporate Governance 

	Presented by
	Hazel Lloyd, Director of Corporate Governance 

	Freedom of Information 
	Open 

	Purpose of the Report
	To relay the Public Services Ombudsman for Wales’ Annual Letter Data received by the Health Board in June 2023



	Key Issues



	· Increase of complainants approaching the Ombudsman
· Despite this increase, the figures have improved and the Ombudsman intervention rate has fallen
· There is an increase of early resolutions, which is in-line with the Ombudsman’s new strategic plan
· Despite the number of interventions being higher this year, in-line with the figures received, the percentage of interventions for this year is lower than last year, which is positive.


	Specific Action Required 
(please choose one only)
	Information
	Discussion
	Assurance
	Approval

	
	☒	☐	☐	☐
	Recommendations

	Members are asked to:
· Note the report. 










OMBUDSMAN ANNUAL LETTER DATA

1. INTRODUCTION

The Ombudsman provides an Annual Letter Data report to all Health Board’s in Wales on an annual basis.  We have not received the Annual Letter as yet, but will report the findings as soon as it is received. 

2. BACKGROUND

Ombudsman Complaint Figures – Received
The Ombudsman received 137 (0.36) complaints in relation to Swansea Bay this year (2022-23) for Swansea Bay compared to 110 (0.28) complaints received last year (2021-22). Swansea Bay is the highest out of all the Health Board’s at 0.36 per 1000 residents in our catchment.  The Service Groups Q&S Teams always ensure that the Ombudsman paragraph is in all communications with patients and encourage them to approach the Ombudsman if they are not content with their response.
The Ombudsman intervened in 33 cases, with 134 closures = intervention in 25% of cases, compared to 29 interventions last year, 105 closures = intervention in 28% of cases.

Despite this increase in complaints received by the Ombudsman in relation to Swansea Bay, the figures as per below have improved:
· 60 (45%) cases closed this year following consideration as opposed to 36 last year (34%) – so no further action.
· 22 (16%) early resolutions this year compared to 17 (16%) last year – there is a drive on more of these from the Ombudsman as per their new plan.
· 3 (2%) discontinued this year compared with 1 (1%) last year.
· 3 (2%) not upheld this year compared with 1 (1%) last year.
· 11 (8%) reports upheld compared to 12 (11%) last year.
· No Public Interest Reports this year or last year.

Complaints handling complaints have fallen from 20 (18%) to 16 (12%) which is extremely positive.  
Clinical treatment has risen from 54 (49%) to 63 (46%) although the percentage overall has fallen in-line with the figures received.

Ombudsman Complaints – Interventions
This year (2022-23) the Ombudsman intervened in 33 of the 134 complaints received.  There were 134 closures during this period = 25% intervention rate. 
This is in comparison to 29 interventions last year (2021-22) with 105 closures during this period = 28% intervention rate.

Complaints Subjects
· Complaints about complaint handling have dropped from 20 (18%) to 16 (12%)
· Clinical treatment has risen from 54 (49%) to 63 (46%) although the percentage overall has fallen in-line with the figures received.
· The Ombudsman has received 6 Covid complaints, only 1 investigation has been received regarding this though
· Slight increase of clinical treatment complaints from 54 (49%) to 63 (56%)
· Patient listing complaints have increased from 4 to 12 – we have responded to lots of Ombudsman waiting list complaints and queries this year
· Increase from 0 to 6 RTT complaints
· Increase from 0 to 4 complaints in relation to staff rudeness/inconsiderate behaviour/staff attitude
· Decrease from 2 Out of Hours complaints to 0
· Decrease from 2 funding to 0
· Decrease from 5 Clinical treatment from outside the hospital complaints to 0

Complaint Outcomes
This year, 19 (14%) were out of jurisdiction, in comparison with 20 (19%) last year
This year, 16 (12%) were premature, in comparison with 17 (16%) last year
This year, 60 (45%) of cases were closed after initial consideration, in comparison to 36 (34%) last year
There were 22 (16%) early resolutions, without proceeding to full investigation, in comparison to 17 (16%) last year

Conclusion
· Despite the number of interventions being higher this year, in-line with the figures received, the percentage of interventions for this year is lower than last year, which is positive.
· We are receiving an increase of early resolutions/settlements, which is to be expected in-lie with the Ombudsman’s Strategic Plan being introduced this year. These are expected to increase dramatically in next year’s Annual Letter data figures. 
· Swansea Bay is the third lowest Health Board for Ombudsman interventions, which is really positive.
· The Ombudsman Annual Letter has not been received as yet, just the Annual Letter Data.  As soon as the Annual Letter is received it will be circulated/reported.


3. GOVERNANCE AND RISK ISSUES

The Health Board has a good relationship with the Ombudsman.  It is positive that figures have improved this year, in comparison to last year.  It is the ongoing aim to maintain a positive relationship with the Ombudsman and continue to improve each year. 

4.  FINANCIAL IMPLICATIONS

No financial implications to the receipt of the Annual Letter Data. 

5. RECOMMENDATION

For the Board to receive the Ombudsman Annual Letter Data.

	
 Link to Enabling Objectives
(please choose)
	Supporting better health and wellbeing by actively promoting and empowering people to live well in resilient communities

	
	Partnerships for Improving Health and Wellbeing
	☒
	
	Co-Production and Health Literacy
	☐
	
	Digitally Enabled Health and Wellbeing
	☐
	
	Deliver better care through excellent health and care services achieving the outcomes that matter most to people 

	
	Best Value Outcomes and High Quality Care
	☒
	
	Partnerships for Care
	☐
	
	Excellent Staff
	☐
	
	Digitally Enabled Care
	☐
	
	Outstanding Research, Innovation, Education and Learning
	☒
	Health and Care Standards

	(please choose)
	Staying Healthy
	☐
	
	Safe Care
	☐
	
	Effective  Care
	☐
	
	Dignified Care
	☐
	
	Timely Care
	☐
	
	Individual Care
	☐
	
	Staff and Resources
	☐
	Quality, Safety and Patient Experience

	The Public Services Ombudsman for Wales’ Annual Letter data is received by the Health Board annually to benchmark and compare interactions with the Ombudsman, complaints received/investigated, early resolutions undertaken and complaints closed by the Ombudsman on an annual basis.  


	Financial Implications

	N/A


	Legal Implications (including equality and diversity assessment)

	N/A


	Staffing Implications

	N/A 


	Long Term Implications (including the impact of the Well-being of Future Generations (Wales) Act 2015)

	N/A


	Report History
	Annual Letter data report is submitted each year on receipt from the Public Services Ombudsman for Wales



	Appendices
	Annual Letter Data Report:
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