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Challenges 
 

 Data collection: Both the complaints survey and the peer review system were 

refined during the project, to improve the quality of the data being collected. 

These changes made it difficult to compare data over the lifetime of the project. 

 Recruiting storytellers: The team experienced difficulties with recruiting patients 

and staff to share their experiences through digital stories. For patients, one of 

the factors was the time required to film each story. 

 The scale of the task: The team came to understand that transforming 

complaints handling requires improvement across a very wide range of areas, 

which can only be achieved with consistent engagement and support from clinical 

staff, complaints managers, divisional managers and executives. The wider 

improvement challenges being addressed at the trust and organisational change 

taking place in the NHS added to the complexity of the task. 

 

Advice to others 
 

The project team recommends establishing a staff working group early on in the 

process so that the group can begin engaging and influencing stakeholders in the 

organisation. Members of the group should have the opportunity to attend peer review 

panel sessions to see at first hand how complaint investigations and responses are 

evaluated. 

The team advises that the staff working group has a clear place in the trust’s 

governance structure, so that problems are raised quickly and clinical directorates can 

be held to account on performance issues such as response times and the quality of 

responses. 

 

More information about this project 

The Patients Association are publishing the results of the peer review panels. The 

results so far were published on their website. 

 


