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	Fact box – Monitoring quality
Wairarapa DHB has on average 1300 patients through Wairarapa hospital every month. There is an average 8 complaints (0.63% of throughput) and 13 written compliments (1%) per month.  Verbal compliments are not recorded.
In addition, 342 patient satisfaction feedback forms are submitted monthly to the Ministry of Health for national comparisons.  The number of patients who rate Wairarapa Hospital as good or very good ranges between 88% and 94%, showing a high level of satisfaction with services and consistently placing us among the top DHBs in the country.  
 
Comment

The investigation of this complaint dovetailed with a review of how the DHB monitors and improves clinical quality, and the findings fed into significant changes made over the last 12 months. 

Significant changes include 
· a new position of Director Quality, Safety & Risk at executive level.

· a dedicated Quality Coordinator with complaints management in the portfolio

· new policies and processes 

· a new electronic complaint management system

These changes have enabled a new network of quality leaders who spend a dedicated day per fortnight in each of the main hospital clinical areas responding to recommendations from complaint investigations and reported incidents to ensure that the ‘quality loop’ is closed and that the improvement occurs following any event or complaint.
Quote
“We take every incident and complaint seriously, and our focus is on both the people affected, and the system or process that has allowed the error,” says Cate Tyrer, former nurse and Director of Quality, Safety and Risk. “People remain the most important thing. The aim is to ensure our systems and processes allow dedicated staff to provide quality services.  For example, there were 10 separate processes that were changed or introduced as a result of this investigation, related to referral processes, triage of referrals, clinical pathways and access to patient information. On a wider scale, an electronic referral system with inbuilt tracking capability is being progressively rolled out to all GP practices, and a new electronic complaints management process has been introduced.” 
 Ends  
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