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	Ein cyf / Our ref: 105/21/FOI 


	Dyddiad / Date: 29th June 2021


Further to your request for information dated 9th June 2021, I am pleased to provide the following response. 
Your request and our response: 
1. How many complaints/concerns have been made to Betsi Cadwaladr University Health Board (BCUHB) and/or directly to clinical musculoskeletal assessment treatment service (CMATS) in Wrexham from May 2018 to date? 
Two formal complaints were directly related to East (Wrexham & Flintshire) area CMATS between 1st May 2018 and 31st May 2021. 
2. Please provide this information broken down by protected groups where applicable, indicating how many complaints were upheld, not upheld and the number service changes and improvements directly arising as a result of an upheld complaint and list these changes and improvements, including date and cost of implementation.
Neither complaint was upheld, neither case indicated a requirement to change the service, no actions, no lessons learnt or service improvements. There are no other registered complaints where CMATS are identified as being the primary lead. 
3. Please provide information indicating ongoing patient insight gathering measures for CMATS services, including how the service evaluates patient outcomes, or confirm that this is not currently undertaken. 
The patient experience team gather and process anonymous feedback on behalf of the different services offered by BCUHB. CMATS service feedback is collated as part of this and patients’ insights are fed back to the service. 

Therapy Services across BCUHB continue to monitor service and patient outcomes via the electronic DATIX incident reporting mechanism, where specific themes and trends are identified and monitored on a daily, weekly, monthly and annual basis. 

As CMATS is an interface service the patient outcomes that are recorded relate to the outcome of the appointment, for example onward referral to Orthopaedics or onwards referral for physiotherapy. This is reported to Welsh Government.


We welcome correspondence through the medium of Welsh

Rydym yn croesawu gohebiaeth drwy gyfrwng y Gymraeg


