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	Ein cyf / Our ref: 154/21/FOI 


	Dyddiad / Date: 26th July 2021

	


Further to your request for information dated 2nd July 2021, I am pleased to provide the following response. 
Your request and our response: 
1. How many complaints has the Health Board received about receptionists in the past 5 years, for each calendar year? 
Betsi Cadwaladr University Health Board (BCUHB) staff are required to record

incidents and complaints onto an on-line reporting system (Datix) against predefined 
categories.  The categorisation of these incidents and complaints is subject to interpretation by the person reporting the incident or inputting the data.   Please be aware that even though all reasonable steps have been taken to ensure that the 
information detailed is correct, this cannot be guaranteed and the numbers 

provided should be considered as indicative only. Please also note this is only valid on the date issued, it may be liable to change following updating or refreshing of data within our systems.

Please find provided in the table below the number of complaints received by the Health Board about receptionists for the past 5 years (the data is provided as complete calendar years):
	Calendar year
	Number of complaints

	2016
	44

	2017
	49

	2018
	62

	2019
	43

	2020
	45


2. Where possible, can you please tell me what the nature of the complaints were? If the complaints are split into categories for example and what they are if so?

Please find the nature of the complaints broken down into category in the table below:

	Nature of complaint
	Total

	Staff attitude
	55

	Communication with the patient (other than consent issues)
	42

	(blank) - No data in field**
	35

	Rudeness
	20

	Unacceptable Waiting Time
	17

	Communication with family
	9

	Inappropriate comments
	8

	Insensitive to patient needs
	7

	Abruptness
	6

	Delay in admission
	6

	Prescribing
	5

	Cancellation of appointment
	3

	Confidentiality of information
	3

	Date for admission can not be given to the patient
	3

	Appointment date continues to be rescheduled
	2

	Communication between staff, teams or departments
	2

	Co-ordination of medical treatment
	2

	Patient's case notes or records
	2

	Unable to contact department
	2

	Cancellation of admission
	1

	Confrontational
	1

	Lack of pain management
	1

	Overbooking at clinic
	1

	Personal details heard by other patients/visitors
	1

	Rough handling of patient
	1

	Supply/ preparation
	1

	Test results / reports
	1

	Test results/X-rays/scan results going missing/lost
	1

	Too short notice given for the appointment
	1

	Treatment didn't have expected outcome
	1

	Treatment to patient (not clinical treatment)
	1

	Waiting time too long in reception to see consultant / doctor / nurse
	1

	Waiting to see doctor/nurse once admitted
	1


3. What action was taken following the complaints?

Please find the outcomes as they have been recorded in the table below:
	Action taken/outcomes
	Total

	Care Plan Amended, Follow up Appointment Arranged
	1

	Disciplinary Action Taken
	1

	Follow up Appointment Arranged
	1

	Staff Awareness Raised
	1

	Training Booked / Arranged
	1

	Training Provided
	1

	(blank) - No data in field**
	237


**In accordance with the Freedom of Information Act 2000, this letter acts as a Refusal Notice under section 17 of the Act.

Due to the way in which information is recorded on Datix and the interpretation by the person reporting the complaint or inputting the data, in some cases there are fields which are blank and the information would only be included within correspondence issued to a complainant which would then be uploaded to Datix. Therefore, and unfortunately, in these cases, we are unable to automatically extract this information to provide a response.   

We have therefore established that to comply with your particular request would exceed the appropriate costs limit under section 12 of the Freedom of Information Act 2000.  This is currently £450. In reaching this decision we estimate that it would take staff approximately 45 hours to review the complaints where the field is blank. It is estimated that it would take between 5 and 15 minutes per complaint.  This figure is based on a timescale of 10 minutes per complaint, and there being 272 complaints to review based on the data in the tables for question 2 and 3. Therefore, to obtain the data would work out at approximately 45 hours @ £25.00 per hour (cost permitted under the Act) = £1,125.  As you will be aware this is not an exemption which requires us to consider the application of the public interest test. 


We welcome correspondence through the medium of Welsh

Rydym yn croesawu gohebiaeth drwy gyfrwng y Gymraeg


