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	Meeting Date
	29 August 2023	Agenda Item
	3.4

	Report Title
	Public Service Ombudsman Annual Letter

	Report Author
	Erica Thomas Howells, Concerns Assurance Manager & Ombudsman Lead 

	Report Sponsor
	Gareth Howells, Executive Director of Nursing 

	Presented by
	Gareth Howells, Executive Director of Nursing 

	Freedom of Information 
	Open

	Purpose of the Report
	This report updates Members with the Public Service Ombudsman Annual Letter for Swansea Bay University Health Board for the period 2022/23.


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

	
	☒	☐	☐	☒
	Recommendations

	Members are asked to:
· NOTE the Ombudsman’s ‘Groundhog Day 2 - an opportunity for cultural change in complaint handling?’  report findings and recommendations to be undertaken
· NOTE that the health board will, when contact is made from the Ombudsman on cases aim to adopt early resolutions.






Public Service Ombudsman Annual Letter Report

1. Introduction
This report provides the Board with the Public Service Ombudsman Annual Report in relation to complaints referred to the Ombudsman during 2022/23.

2. Background
The Public Service Ombudsman provides an Annual Letter, attached as Appendix 1, to each Health Board in Wales.  Also enclosed is the Annual Letter data, which has allowed the Health Board to analyse its performance in comparison with other Health Board’s in Wales, and the Groundhog 2 an opportunity for cultural change in complaint handling?’  

3. Governance & Risk Issues
There has been an increase in the number of cases referred to the Ombudsman during the reported period of 2022/23 compared to 2021/22  

	 
	2018/19
	2019/20
	2020/21
	2021/22
	2022/23

	No. Complaints to Ombudsman
	139
	91
	79
	110
	137

	No. Proceeded to Investigation
	35
	31
	21
	17
	19



Assurance: Despite there being an increase of cases referred to the Ombudsman, the increase of those investigated has only increased by two cases.  The Concerns Assurance Manager delivers tailored Complaints & Ombudsman training and also regularly attends the Consultant Development Programme to provide training to newly qualified consultants within the Health Board, ensuring a culture of learning and improvement is conveyed throughout the Service Delivery Units within the Health Board.  
4. Public Service Ombudsman’s Annual Letter 
The Ombudsman Annual Letter was received on 18th August 2023.  The Annual Letter advises that the Ombudsman letter coincides with their Annual Report - “A year of change – a year of challenge” – a sentiment which the Ombudsman advises will no doubt resonate with public bodies across Wales.  The Public Services Ombudsman for Wales’ office reports that they have experienced another increase in the number of people asking for their assistance – up 3% overall compared to the previous year, and the PSOW’s office now receives double the number of cases they received a decade ago.

5. Supporting Improvement of Public Services - Our Groundhog Day 2: An opportunity for cultural change in complaint handling? 
The ‘Groundhog Day 2’ report was issued by the Ombudsman in June 2023, and highlighted the complaint handling failings the Ombudsman identified in cases involving Health Boards across Wales during the preceding 12 months. The Ombudsman’s recommendations to the Health Board were aimed at ensuring that, as the new Duties of Candour & Quality are introduced within the organisation, that the opportunity for a cultural change is taken - to promote openness and candour with service users and ensure there is systemic learning when things have gone wrong. 

The Ombudsman trusts that, in line with our recommendations to the Health Board, the report has or will soon be considered by your Quality & Patient Safety Committee and it will: 

· Review the resources available to your complaints team
· Review arrangements for accurately compiling complaints data 
· Consider whether the option to provide staff investigating complaints with independent medical advice, is considered on a case by case basis 
· Reflect upon the lessons highlighted in this report when scrutinising their performance on complaint handling 
· Ensure that lessons learned from the PSOW’s findings and recommendations are included in their Health Board’s annual report on the Duty of Candour and Quality. 

Assurance: The above report has been taken to Morriston Service Group’s August Q&S meeting. The other recommendations are currently being undertaken and assurance will be provided to the Ombudsman by the due date of 1st December 2023. 

6. 	Ombudsman Complaints Standards to improve complaint handling and the Health Board’s response times 
The Health Board has worked closely with the Ombudsman’s Complaints Standards staff and Ombudsman Trainer in the past 12 months.  We are working closely with the Ombudsman Office to ensure we are compliant and timely with all requests and timescales.  The Ombudsman Complaints Standards Authority (CSA) continued its work with public bodies in Wales last year, with more than 50 public bodies now operating the Ombudsman model policy.  The Ombudsman has now provided more than 400 training sessions since it commenced in September 2020.

Assurance: The Health Board will continue to liaise with the Ombudsman Trainer to provide training sessions, although the current Trainer is due to leave the Ombudsman, another will be employed by the Ombudsman shortly and we will ensure we work closely with them to continue the good relationship the Health Board has with the Ombudsman Trainer.  In the interim, the Patient Experience, Risk & Legal Services Trainer will be delivering communication training throughout the Health Board. 

 7. 	Early Resolution
The Ombudsman has advised in their Strategic Plan that they are keen to ensure that enquiries and new referrals are considered for early resolution, as this is a means of bringing cases to positive fruition by providing the Complainant with a swift and appropriate outcome.  The Health Board is completely compliant with ensuring that offers of early resolutions from the Ombudsman are completed within the prescribed timescales set by the Ombudsman.   Early resolutions preclude the requirement for a full Ombudsman investigation, so are a positive outcome for the patient, Ombudsman and the Health Board.  

Assurance: The Health Board is fully compliant with early resolution requests from the Ombudsman to ensure that we resolve complaints quickly and effectively.  We have seen a marked increase of early resolutions since the publishing of the Ombudsman Strategic Plan and continue to work closely with the Service Groups and Ombudsman to ensure a successful and positive relationship is maintained.

8. Proposed Actions for the Health Board following receipt of the Annual Letter:

	Action 
	Responsibility 
	Due date

	Present the Annual Letter to Board at the next available opportunity and notify the Ombudsman of when these meetings will take place.
	Concerns Assurance Manager
	September 2023

	Update the Ombudsman’s office on how the Health Board has complied with the recommendations in the report: Groundhog Day 2: an opportunity for cultural change?
	Concerns Assurance Manager
	December 2023

	Continue to engage with the Ombudsman’s Complaints Standards work, accessing training for staff, fully implementing the model policy, and providing complaints data.
	Concerns Assurance Manager
	Ongoing

	Inform the Ombudsman of the outcome of the Health Board’s considerations and proposed actions on the above matters at your earliest opportunity.
	Concerns Assurance Manager
	September 2023

	Offers of early resolution from the Ombudsman to be undertaken within the prescribed timescales. 
	Concerns Assurance Manager
	On receipt of each case

	Concerns Redress Assurance Group to continue reviewing and auditing complaint responses to ensure compliance with the Regulations by Assistant Head of Patient Experience, Risk & Legal Services and the Concerns Assurance Manager.
	Concerns Assurance Manager/Complaints Support Manager
	Monthly 


	Attendance at all Welsh Risk Pool Ombudsman & Complaints Networks
	Concerns Assurance Manager/Complaints Support Manager
	Bi-monthly

	Complaints & Ombudsman Newsletter to be published on the intranet each quarter.
	Concerns Assurance Manager/Complaints Support Manager
	Quarterly 

	Quarterly Learning Brief to be completed with updates in relation to the above ongoing actions.
	Concerns Assurance Manager/Complaints Support Manager
	Quarterly 



9. 	Recommendations
Members are asked to:
· NOTE the Ombudsman’s ‘Groundhog Day 2 - an opportunity for cultural change in complaint handling?’  report findings and recommendations to be undertaken
· NOTE that the health board will, when contact is made from the Ombudsman on cases aim to adopt early resolutions.


	Governance and Assurance


	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

	Taking action to learn from patient experience and complaints aims to reduce the number of incidents/harm to patients in our services.


	Financial Implications

	No financial implications 


	Legal Implications (including equality and diversity assessment)

	If complainants are not satisfied with their responses then they may pursue a civil claim.


	Staffing Implications

	No staffing implications.


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

	No implications.


	Report History
	Previous updates have been provided the board. 

	Appendices
	Appendix 1 Public Service Ombudsman Annual Letter
Appendix 2 
Appendix 3




Ombudsman 2016-2022

No. Complaints to Ombudsman	2018/19	2019/20	2020/21	2021/22	2022/23	139	91	79	110	137	No. Proceeded to Investigation	2018/19	2019/20	2020/21	2021/22	2022/23	35	31	21	17	19	
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