[image: S:\Marketing\Marketing ToolKit\Logos\BrisDoc Logos\Large\BrisDoc-Logo-2016---text-below.png]

[image: NEW-brisdoc-logo-patient-care-text-below][image: nhs-large]Governance Handbook
Example Sub-heading / Date


Governance
Handbook













	Content input by
	Traci Clutterbuck
Sarah Pearce
Linda Meekhums
	Quality Manager
Patient Safety Manager
Patient Safety Coordinator
	September 2022

	Continual review
	
	
	


[bookmark: _Toc72408036][bookmark: _Toc74756432]


Contents
1.	Alerts Management	4
2.	Audit Programme	4
3.	Audit Southwest Annual Core Review	4
4.	Care Quality Commission	5
5.	Child Death Enquiries	6
6.	Chronology Writing	7
7.	Clinical Guardian Support	7
8.	Contract Management	7
9.	Corporate Dashboard Management	8
10.	Complaints Management	9
11.	Compliments Management	11
12.	Equality Impact Assessments	11
13.	Filming on BrisDoc Premises	12
14.	Frequent user reviews	12
15.	Healthcare professional feedback forms HPFF	13
16.	Learning Event Management	13
17.	Learning Event weekly figures	16
18.	Insurance Renewals & database	17
19.	ISO 9001 & 14001	17
20.	Medicines Management Reports	17
21.	Notifications	18
22.	NPIS Query re use of TOXBASE	19
23.	Patient Safety Culture Survey	21
24.	Policy and Standard Operating Procedure Process (SOP)	22
25.	PSQ process and analysis	23
26.	Insurance Notifications	24
27.	IUC Monthly / Quarterly Reports	26
28.	PSQ Feedback Guidelines	26
29.	QUALITY DATA SPREADSHEET	28
30.	rapid case reviews	29
31.	RIDDOR – Reporting of Injuries, Diseases and Dangerous Occurrences Regulations	29
32.	Risk Register Review & Updates	30
33.	Safeguarding Process	31
34.	Severnside Quality Dashboard	34
35.	Service Level Agreements	35
36.	SEVERNSIDE GOVERNANCE TEAM / QUALITY GROUP	36
37.	Tackling Violence	36
38.	38

	


[bookmark: _Toc74756433]

	

[bookmark: _Toc115189122]Alerts Management
The BrisDoc Governance team receive national alerts from MHRA and NHSE via our brisdoc.alerts@nhs.net email account.  If the alert is applicable to our service the contents of the alert should be disseminated to our Clinical or Operational colleagues. Our colleagues will share the knowledge contained in the alert with other team members or if the alert is about a stock of medication we may hold, the Facilities Team will manage its removal and destruction or its return to the manufacturer.
Process
· Open the brisdoc.alerts@nhs.net email account 
Read the alert and if it is applicable to our service (check with facilities or a clinical lead if you are unsure) 
· Complete the alerts spreadsheet with the relevant information S:\GOVERNANCE TEAM\ALERTS\2021'22\Clinical Alerts, MHRA alerts 2021'22.xlsx
· Save a copy of the email in S:\GOVERNANCE TEAM\ALERTS folder
· Save a copy of the actual alert in the S:\GOVERNANCE TEAM\ALERTS (it’s the PDF of the alert that you want to save)
· Forward the alert to the correct team members (IUC - CD,FB,HC,LW,RR,AM,JM) (facilities team facilities.brisdoc@nhs.net)
· Save the response from the “investigator” in the alerts folder (as auditable evidence of the review/actions etc.)
· Complete the alerts spreadsheet with the findings/action taken etc.
· Once fully actioned delete the email from the alerts email inbox
Note:
The alerts inbox also receives the weekly HSE newsletter, the NHS Resolutions newsletter and NICE newsletters. Theses emails need scanning for any relevant news/learning form BrisDoc and sharing accordingly.
[bookmark: _Toc115189123]Audit Programme
IUC should have an annual audit programme including clinical and operational audits. There is contractual requirement for there to be an annual safeguarding audit the learning from which should be included in the performance report.
The programme should be proposed by the Severnside Quality Group and approved by the Urgent Care Leadership and Operational Board. The SQG will monitor progress of the programme, receive and review audit reports and report learning and by exception to the LOB.
There is an audit plan template and audit report here: S:\GOVERNANCE TEAM\Audit Programme
Audit reports (or a summary) should be included in the Clinical Toolkit and learning cascaded through newsletters.
In addition, there is a corparte annual audit schedule which can be found in the Governance auit prograame folder.
[bookmark: _Toc115189124]Audit Southwest Annual Core Review
BrisDoc is a member of Urgent Health UK.  This is a federation of Social Enterprise Unscheduled Primary and Community Care Providers. since 2018.
The core review is divided into two parts: Part A and Part B. Part A is completed first for all members, followed by Part B when the next core review is carried out
Overall Aim
The overall aim of the core review process is to aid members in improving their services through reviewing and assessing their internal systems and controls and, where appropriate, benchmarking performance. The review process provides assurance to the UHUK Executive and to individual member organisations that a range of appropriate systems and processes are in place, with agreed action plans established if any gaps in controls have been identified. The review is designed to cover all of the organisation’s services 
Approach
In both Part A and Part B of the core review we will be assessing organisations in a range of individual areas that fall under seven ‘pillars’. Based on our findings, members will be assigned a score for each individual review area, a rating for each pillar and an overall review rating. As part of the review we will also be taking into account a range of factors such as:
· Background details about the organisation, to help put our findings into context (e.g. population served, services provided, number of commissioners, geographical area covered etc.).
· The details and results of any external assessments and/or accreditations that we could potentially place reliance on.
· Any local agreements in place with commissioners.

The date of the annual audit is agreed – This is usually around October or November.  A few weeks prior to the audit the auditor from Audit Southwest (ASW) shares the latest versions of the following documents
· Terms of Reference (ToR)
· Understanding the Organisation
· Guide for UHUK members
· Overview of review areas
· Documents and Information required
The Governance team member managing the audit will share the ToR with the service/clinical leads and key managers along with a link to the ‘prior audit documents and information required’ spreadsheet. 
The completed ‘prior audit document’ pack is shared with the auditor by the agreed date
Once the auditor has the document pack, they will request further documentary evidence and a schedule of interviews with auditor nominated individuals
The auditor will continue to request further documents and/or interviews as the audit progresses
Once the audit is complete the auditor will share their initial findings and BrisDoc will have an opportunity to challenge any proposed action plan.
Once the final audit report is received it is shared with Service/Clinical Leads.  
Action plans are shared with individual service leads, these must be updated regularly and returned to ASW. 
[bookmark: _Toc115189125]Care Quality Commission
Melanie Hutton is BrisDoc’s Relationship Manager (Inspector) in CQC. Melanie will hold 1/4ly engagement meetings with BrisDoc’s CQC lead to which Registered Managers can be invited. She wants to know what has changed for the organisation, it’s an opportunity to share with her and learn from her intelligence about what is happening in the system and what we can learn from.
S:\GOVERNANCE TEAM\CONFIDENTIAL\CQC holds the governance CQC info because there are forms for the registered manages which contain their personal information.
S:\GOVERNANCE TEAM\CONFIDENTIAL\CQC\Registration\ORGANISATION REGISTRATION holds the spreadsheet that includes all our relevant contact details and registration numbers. 
The Statement of Purpose (latest version is number 21) sets out the purpose of our business, the services we provide and the activities we are regulated for by CQC. It is an audit trail of all changes made to our regulated services.
[bookmark: _Toc115189126]Child Death Enquiries
The death of any child in BNSSG is reviewed, even if it is expected due to a known life limiting condition.
The Child Death Enquiries Office (CDEO) is based in St Michael’s Hospital.
Child Death Enquiries Office
Level D
St Michael's Hospital
Southwell Street
Bristol
BS2 8EG
Tel: 0117 342 5277
Lara Cross, Paediatric Information Assistant is our key contact. Lara.cross@nhs.net 
Process
Lara sends an email to Severnside.governance@nhs.net seeking information about any Severnside consultation with the child (or associated family members if appropriate).
Nicholson House Patient Experience Team check for 111 consultations and respond with date/time to Severnside.governance@nhs.net. 
BrisDoc governance team check for CAS/F2F consultations and respond to Severnside.governance@nhs.net. 
A Severnside response is sent to Lara by the Head of Governance.
Where there has been no contact save a copy of the reply to Lara in: s/governanceteam/confidentialDAC/Informationrequests/relevant year/CDEO.
Where there has been a contact:
· create an information request folder and save the response there with a copy of the case record, voice recordings etc. 
· Record this info request on the IR database. 
· Ask Lara for more information about the death
· Ask 111 for the details of their contact 
· Check if there are any associated LERIS/BOB events 
· Share death with clinician’s line manager so case can be reviewed if necessary
· Save any clinician reflection/learning in the folder
Child Death Review
A CDR meeting will be held for which Severnside will be asked to complete a report and attend the meeting if there had been contact with the child. The request is sent to sarah.pearce3@nhs.net (usually by Lara) that includes a link to the online form.
The online form is completed with the information provided for any 111 contact and from the case record etc. The information is a factual record of the chronology of the contact and contents of the case record.
On completion of the form take a copy and save in the info request folder.
Access to the online form is by named users only.
When a CDR meeting date is set Sarah Pearce will be notified and attendance will be confirmed from Severnside. It is a sharing and learning opportunity and should be written up by whoever attends for feeding back. PPG and BrisDoc should be represented where there was both 111 and CAS/F2F contact. PPG or BrisDoc may attend if contact was only 111 or CAS/F2F respectively.
Attendance and any immediate learning should be reported to the Severnside Quality Group.
The Child Death Review Co-ordinators are Sarah Fowler and Paula Lane childdeathreviewcoordinatorsW&C@uhbw.nhs.uk (note not nhs.net account) 0117 342 7441
[bookmark: _Toc115189127]Chronology Writing
BrisDoc may be asked to provide a chronology for a partner organisation – typically in relation to a safeguarding case review.
The request will usually come from the Local Authority safeguarding team relevant to where the patient lives/d and be accompanied by a template to complete. Sometimes the request for information comes from the CCG Safeguarding Leads.
A chronology is a date/time account of what took place, where and by whom for the patient.
The investigations being undertaken may be a rapid review (RR), safeguarding adults review (SAR), child safeguarding practice review (CSPR), serious case review (SCR), domestic homicide review (DHR).
The request for information should be included in the IR database and a folder set up.
[bookmark: _Toc115189128]Clinical Guardian Support
The Clinical Guardian Team is a team of clinicians who perform audits on IUC cases to support the effective clinical audit of treatment and advice provided to patients by IUC. Effective audit will assure BrisDoc of the clinical safety and efficacy of the care provided by its clinicians, and support Clinicians through learning and development.
The Clinical Guardian Team meet every two weeks on a Friday morning. Admin support is provided by the Governance Team in the form of:
Room booking
The Ashton Room is booked out as a recurring meeting by the Governance Team. If schedules change or additional meetings are needed, the CG Team will request the booking is amended.
Call recordings
Telephone calls are reviewed as part of the audit process, the CG team will routinely provide the names of clinicians and request a sample of three of their calls for review.
[bookmark: _Toc115189129]Contract Management
Contract Types
NHS Standard Contract (including a sub-contract) is used for all hospital, mental health, community and NHS 111 (and therefore by default IUC services).
https://www.england.nhs.uk/nhs-standard-contract/ 
The NHS Contract is made up of sections on Service Conditions, General Conditions, and Particulars. The contract is updated annually by NHSE and a variation issued by the commissioner rather than reproduce a new contract each year. Variations are negotiable and should be issued for any change made to the contracted service e.g. additional income to deliver the NHS 111 first programme. The timetable for finalising the new national contract always over-runs however, drafts for consultation are issued with proposed changes tracked so preparation can be made for changes and therefore variations.
The CCG contracts with BrisDoc for the IUC service i.e. we are the prime contractor holding the NHS Standard Contract for Integrated Urgent Care Services. This service includes NHS 111 which BrisDoc sub-contracts to PPG. As prime contractor BrisDoc issues a sub-contract to PPG, manages that contract and is responsible for the performance of the NHS 111 service.
The contract includes performance and quality indicators relevant to the service. These have to be reported on to the commissioner and discussed at contract meetings.
The IUC service includes services delivered by GPs (i.e. the old OOHs service) which means the contract must include Schedule 2l. Schedule 2l includes the equivalent contractual requirements as an APMS contract.
General Medical Services (GMS), Primary Medical Services (PMS), Alternative Provider Medical Services (APMS) contracts are used for GP surgeries.
https://www.england.nhs.uk/gp/investment/gp-contract/
BMC/HHS/CKMP have APMS contracts because of the way they were commissioned – BMC was set up as an equitable access service, HHS is not a typical GP surgery but a service and CKMP was tendered through the short-term contract framework because the GP Partners resigned their contract with the CCG. A GMS contract is held where a partnership of GP own and manage their surgery. PMS contracts are also a partnership model that attracted more income for doing more for the patients. These are no longer issued and the income is gradually being aligned with that received under a GMS contract.
The BMC contract initially attracted an enhanced fixed income that has now been aligned to the GMS contract model i.e based on list size and quality performance.
Contracts held by BrisDoc are saved here.
S:\GOVERNANCE TEAM\Corporate\Contracts 
[bookmark: _Toc115189130]Corporate Dashboard Management
Data sources
Practice Services activity – send practice services page to Josh Hastings in BMC at the beginning of each month and he will provide the data to be included. Joshuahastings@nhs.net 
Workforce data, wellbeing data and IUC activity is provided by Howard.
Learning Event, complaint, compliment, patient experience, risk, IG and patient E&D data entered by Governance Team from our databases.
Compliance – policy data is input by Governance Team. Payroll errors data is provided by Kelly and entered by Governance Team.
Stock Management and ISO 14001 pages managed by Facilities Team. Governance Team take fossil fuel data from invoices saved here - S:\FACILITIES & BASES\12 INVOICING\OSPREY & OOH\BRITISH GAS\2021. Kyocera data taken from Debs’ invoices by Governance Team.
Finance data is input by Hani.
[bookmark: _Toc115189131]Complaints Management
What is a complaint?
A complaint is an expression of dissatisfaction about an act, omission or decision of BrisDoc, either verbal or written, and whether justified or not, which requires a response.  A few examples of complaints expressed are:
· Something which is against the choice or wishes of a patient
· The way treatment, service or care has been provided to a patient
· Discrimination against a patient
· How a service has been managed
· Lack of a particular service
· The attitude or other behaviour of staff
Serious Complaints
If a complaint is an allegation or suspicion of any of the following, it should immediately be investigated as a formal complaint:
· Physical abuse
· Sexual abuse
· Financial misconduct
· Criminal offence

In a situation where a person discloses physical/sexual abuse or financial misconduct, it must be reported as a Safeguarding concern, even if the person does not want to make a complaint. Confidentiality should be maintained in such a way that only the managers and staff who are leading the investigation know the contents of the case. Anyone disclosing confidential/sensitive information to others who is not directly involved in the case should be dealt with under BrisDoc’s disciplinary procedure.
Any complaint, whether informal or formal, may not be straightforward and may lead to one or more of these apart from the complaints procedure:
· Disciplinary procedure
· Reporting to the Police
· Claims process
· Investigation into sexual harassment
· Grievance procedure

If BrisDoc is aware of a significant complaint or event (that is one where death or permanent injury occurred), the relevant Clinical Commissioning Group and the Commissioning Support Unit may be informed at the beginning of the next working day depending on the severity of the issue.
The process of recording a complaint is as follows
The notification of complaint (by email/nhs111/writing/telephone call/shift report) is received
Open the complaints spreadsheet (BOB)  and begin to record the details  


Open a new folder named BOB(the number assigned) in the relevant years complaint folder 
S\GOVERNANCE TEAM\CONFIDENTIAL – DAC\COMPLAINTS\2021’22 Work\Severnside 
Speak/Make contact with the patient or the patients’ representative (if the patient is not the complainant a 3rd party consent form may be required) 
Document the points that the complainant would like us to investigate 
Save a copy of the voice recording in the BOB folder
Open Adastra and obtain a copy of the case record/records
Access the relevant voice recorder and add copies of the clinical or operational telephone calls to the complaint folder
Update BOB with any further information
Add the details of the complaint to the complaints tracking spreadsheet 


Email the new complaint (BOB number, Adastra case number, brief description of complaint, names of clinicians, and operational staff) to Clinical Leads and/or Service Delivery Manager 
Acknowledge the complaint and share a copy of our complaints leaflet and a 3rd party consent form if required




[bookmark: _MON_1696852778][bookmark: _MON_1696852930][bookmark: _MON_1696852648]
Complaints must be responded to within 33 calendar days from receipt.
The response can be verbal or in writing depending on what the complainant requires.  
Response letters are generally written by clinical or operational leads although, a number of complaints are closed down verbally either by a service/clinical lead or a member of the governance team (manage the patient’s expectation). 


If response is shared verbally ensure a copy of the voice recording is saved in the complaints folder
When the response has been shared with the complainant the BOB entry can be updated and marked as closed.
The response tracking document should be updated and then the complaint (BOB) folder should be moved into the CLOSED folder.  
[bookmark: _Toc115189132]Compliments Management
The process of recording a compliment is as follows
The compliment (by email/nhs111/writing/telephone call/shift report) is received
Open BOB and begin to record the details  


Open a new folder named BOB(& the number assigned) in the relevant years compliment folder 
S\GOVERNANCE TEAM\CONFIDENTIAL – DAC\COMPLIMENTS\2021’22 
Open Adastra and obtain a copy of the case record/records
Access the relevant voice recorder and add copies of the clinical or operational telephone calls to the compliment folder
Update BOB with any further information
Email the new compliment (BOB number, Adastra case number, brief description of compliment, names of clinicians, and operational staff) to Clinical Leads and/or Service Delivery Manager and ask them to share the compliment with the staff involved 
When the compliment has been shared with everyone mentioned and the email exchanges have been filed as evidence the BOB folder is complete

[bookmark: _Toc115189133]Equality Impact Assessments
S:\GOVERNANCE TEAM\Equality Impact Assessment
An equality impact assessment (EIA) is a process designed to ensure that a policy, project or scheme does not unlawfully discriminate against any protected characteristic.
Completion of an EIA screening matrix is intended to identify if the implementation of a new scheme (procedure, project, policy etc.) being introduced by BrisDoc might adversely affect someone with a protected characteristic and/or risk BrisDoc breaching its Public Sector Equality Duty or fail to comply with the Equality Delivery System. 
Key criteria should be considered against each protected characteristic and if the implementation of the policy, project etc. would cause, or would have the potential to cause, an adverse impact on the person a full equality impact assessment should be undertaken.
An EIA should be completed by the key document author and attached to the key document when submitted for consideration and approval.
Screening matrix 1 takes into account specific areas for consideration against the protected characteristics e.g. the environment, physical access, communication, human rights when introducing a new scheme/project.
Screening matrix 2 focuses on the impact a new policy/guidance might have on someone with a protected characteristic.
An adverse response at screening level should generate a fuller assessment.
The CCG has an EIA tool it uses for system wide service changes the design of which may be used as the format for a fuller assessment. There are also template full assessments available on the internet.
[bookmark: _Toc115189134]Filming on BrisDoc Premises
There are occasions when a BrisDoc service or staff member is contacted about being filmed at work. This may be for a news item or a documentary type programme. Filming for news items is typically requested for a “same day” or “next day” basis. Often requests come via the Communications Team in CCG.
Requests for filming should be approved by a director. If not via the CCG it is sensible to let the CCG know as they provide BrisDoc’s professional Comms Support when needed.
The key requirements of the film crew before they can set foot on site are the following:
· Their risk assessment for filming at this location (typically this may include covid/IPC management, hazard management of associated props e.g. trailing wires, maintaining confidentiality)
· A copy of their company’s public liability insurance certificate
· If patients are to be involved a copy of their information for patients and consent form to participate
· Signed third party confidentiality agreement (S:\IM&T\Information Governance (IGMS) 2021\Supporting IGMS Information\3rd Party Confidentiality Agreements\1. MASTER TEMPLATE\MASTER TEMPLATE) 
We have to notify our public liability insurer that a film crew will be working in our premises (including outside areas). Send to Jo Wheldon at Perry Appleton a description of the project, the risk assessment and liability insurance certificate. Ideally the insurer’s approval is received before filming starts but this isn’t a deal breaker.
You need to assure yourself that the film crew is working with integrity. They could push the need for a deadline over providing their risk assessment. They all know a risk assessment has to be done so the bottom line is always “until we have the required paperwork they are not allowed onto our premises or to work with our clinicians”.
Keep a folder of the saved paperwork and emails for each episode of filming.
[bookmark: _Toc115189135]Frequent user reviews
Overview
Healthcare resources are finite and will become even more stretched as the population lives longer with increasing number of long-term conditions and increasing levels of ill-health and disability. One impact of this is constraint in primary care capacity and appointments in hours with the consequence that people look for alternative ways of accessing a primary care service. This may be at an A&E department, a minor injury unit, or a GP Out of Hours service. None of these alternatives are geared to providing a comprehensive primary care service provided by a GP practice.
All providers of healthcare services will need to work together to maximise the use of available resources and to ensure services are delivered efficiently and effectively for individual patients across the interfaces of in and out of hours, and primary and secondary care. 
In order to support patients access the service most appropriate to their needs GP Practices need to be aware of and understand the number of attendances their patients have during out of hours periods within defined timescales. 
In order to be supportive of the patient's usual GP Out of Hours clinicians need to provide treatment and advice that is consistent with care plans agreed between individual patients and their usual primary and community clinicians. These care plans may comprise a Care Programme Approach (CPA) for mental ill-health, a long term condition self-management plan, a Learning Disability care plan, or an advance care plan for end of life care.
Frequent callers are those who have contacted the GP Out of Hours service 4 or more times in a 28 day period.
[bookmark: _Toc377981655]Roles and Responsibilities
[bookmark: _Toc377981656]Information Analyst
Runs the Adastra monthly Frequent Callers by Surgery report(excluding palliative care/deaths),in the first week of each month for the previous month and for the 4 week period spanning the end and beginning of the 2 consecutive previous months.
SIUC Deputy Head of Nursing
Reviews patient list and advises on exclusions.
Supports practices with sharing care plans via the Special Patient Notes function in Adastra.
Supports practices in developing or revising care plans where indicated.
Monitor the effective use by BrisDoc clinicians of care plans.
SIUC Deputy Head of Nursing
By the end of the first week of each month, after the SIUC Deputy Head of Nursing’s review, sends a letter, document name – Master – frequent callers letter to Practice v3, to the Practice Manager providing the NHS number and number of attendances for relevant patients for that Practice.  
[bookmark: _Toc115189136]Healthcare professional feedback forms HPFF
Severnside has created a HPFF to allow health care professionals to report concerns or learning opportunities. The form is also used between PPG and BrisDoc to pass cases for investigation between each part of the service.
The form is Severnside branded and contains the Severnside email address for return. Once received into the inbox, the relevant side of the organisation will pick up and manage through the process. Occasionally HCFF’s are received which need to be jointly managed across the service.
Template forms can be found: 
S:\GOVERNANCE TEAM\CONFIDENTIAL - DAC\LEARNING EVENTS\SevernSide Integrated Urgent Care Health Professional Feedback Form v2.docx
Any healthcare professional (outside of the organisation) should be directed to this form. Once received into the joint Severnside inbox, the lead investigator will be decided (PPG or BrisDoc) then logged and managed following organisations internal process.
[bookmark: _Toc115189137][bookmark: _Hlk107572711]Learning Event Management
BrisDoc encourages the reporting and management of Learning Events as a constructive way to reduce risk and learn from and remedy issues, processes, and behaviours quickly and positively. Thereby maintaining a safe and effective working and care environment for all.
Internal Learning Events should always be reported through the online Learning Event portal; links to the portal can be found on the BrisDoc Weblinks page or Clinical Toolkit:
 Learning Event Report (brisdoc.co.uk)
When a Learning Event is reported through the portal an automatic email containing all the necessary information will be generated and sent to the BrisDoc Governance inbox.
On occasions, Learning Events are highlighted through other channels such as an email or shift reports. Learning Events from third parties will usually be reported via an email or telephone conversation.
Any form of Learning Event report will be excepted although staff will usually be directed to the portal to ensure they are aware of the process for future use.
All Learning Events need to be logged onto the Learning Event Reporting Information System (LERIS) found on the shared drive.
S:\GOVERNANCE TEAM\2. LERIS\LERIS 2020 LIVE VERSION 1.xlsx The file is password protected.
Upon receipt of an event report, The Governance Team will record on LERIS for the following events:
· Learning Events / near misses
· Serious Learning Events
· Safeguarding concerns
· Health Care Professional Feedback

Step by step process:
1. Open the Learning Event report form and copy all the text in column B from row 3 to row 23

2. Open LERIS and paste the copied text into column C * you will need to select the transpose paste option by right clicking to paste the text across the columns rather than down the rows. The copied data will populate columns A to W

[image: ]Right click to get drop down paste options and select ‘transpose’.

3. You will need to manually complete the following columns: X,Y,Z,AA,AB,AC,AE and AF
4. The following columns only need to be completed if applicable: AD,AG,AH,AI,AO AR-AV. Some columns be completed as the Learning Event investigation progresses.
5. Columns AJ and AP will need completing when closing down an Learning Event, the remaining columns will be auto populated.
6. Colum AQ auto populates to indicate if feedback has been given the reporter of the Learning Event. When closing down an Learning Event, if this column states ‘no’ then feedback has not been given (but has been requested), check that feedback has been issued and change to ‘yes’. If feedback has not been given, please refer back to the Learning Event manager for this to be actioned before closing down the Learning Event. 
7. After a manager has been selected (column AC) an automatic reference number will be generated.
8. Set up a folder in the shared drive (in the relevant service folder) using the Learning Event reference number and a very brief indication of the issue i.e.: ‘Broken Thermometer’ and the date of the Learning Event e.g.: SC1098 Broken Thermometer 21.08.21. Save a copy of the Learning Event form into the folder, named as the reference number.
Allocating Learning Events
All Learning Events need to be allocated to a Learning Event manager; this is done in several ways as agreed locally with individual Teams.
IUC Operations Team – initially select ‘awaiting Ops Manager’ in column AC and place a copy of the Learning Event folder in the Ops Team Learning Event Management folder: S:\OOH Learning Event Management\1.New Learning Events - awaiting allocation. The team will regularly monitor this folder and allocate the Learning Events between them. A confirmation email will be sent advising who the manager is, this need to be changed on LERIS in column AC.
Nursing Team – Learning Events involving Nursing or Allied Health Professionals need to be allocated to the staff members Line Manager, a list can be found: S:\GOVERNANCE TEAM\CONFIDENTIAL - DAC\Line Managers for IUC Nursing Staff.xlsx Select the appropriate Manger and record on LERIS on column AC. Send a copy of the Learning Event report form to the Manager and save a copy of the email in the Learning Event folder.
GP related Learning Events – Some judgement is needed when allocating GP related Learning Events. If the Learning Event is potentially serious, allocate to one of the Lead GP team. It is important to keep the workload even, to do this, look at the number of open Learning Events currently allocated to each lead and allocate evenly. Send the Learning Event report to the Manger you have selected and copy in the other leads .
Facilities – Place a copy of the folder on the Facilities Learning Event file:  S:\FACILITIES & BASES\Facilities Learning Events\1. New Learning Events and send a copy to the Facilities Manager.
Practice Services – Practice Services related Learning Events are managed through GP Team net by Practice Managers and we do not routinely record them on LERIS. If an Learning Event report is received, send on to the Practice Manager and ask if they would like it recorded on LERIS.
LOW LEVEL LEARNING EVENTS
Learning events are reported on a daily basis, some have valuable learning for teams whether that be the operational team, clinical, facilities or business wide and these are logged for full investigation.  
During the weekly audits on the IUC bases that the Facilities team perform, there are regularly more lower risk learning events identified.  These events are logged but closed straight away, they are added to the monthly reports that are produced for the operational and clinical team and discussed in meetings once a month.  If there are themes around the types of events happening then these will be reviewed further and adequate action taken.
The main benefit of combining the lower risk events is to reduce the amount of email reminders being sent out to staff and to provide information of whether the events are “one offs” or an adequate risk which could lead to a change in procedure.

[bookmark: _Toc68877590]A spreadsheet will be emailed from facilities:

· Copy all the lines and columns across with information in.

· In the SDRIVE click in S:\GOVERNANCE TEAM\2. LERIS and open LERIS 2020 LIVE VERSION 1

· Paste the lower risk learning events underneath the last event logged starting from column C.  Then input as usual with the dates, who’s logging the event and which service.

· In column AC (Manager dealing with incident) please select BS Governance Discretion.

· Select whether it is operational/clinical and add if we have a name of who was involved in column AG (Clinician/Staff 1)

· Close with today’s date and add in outcome detail ‘Low level risk events being monitored monthly’

· Complete the risk score as per normal process.

· Once this is complete, save the lower risk spreadsheet from Facilities in S:\GOVERNANCE TEAM\CONFIDENTIAL - DAC\4. LEARNING EVENTS\2022'23 work\Lower risk Events

· Create a new folder naming it with the start and finish reference numbers from LERIS such as BC1001 – BC1004, save the spreadsheet within that folder with the week commencing date i.e., WC 25.04.22.  Once saved you can delete the email from the Governance inbox.


[bookmark: _18._Incident_weekly][bookmark: _Toc115189138]Learning Event weekly figures



The purpose of sending out weekly figures and Learning Event log will ensure all relevant staff are kept up to date with Learning Events within target, out of target and to ensure all Learning Events are addressed in a timely manner.
All Learning Events allocated to members of staff are investigated this will ensure they do not happen again and highlight if a process needs reviewing or an employee needs further training.   
To update figures within LERIS and to ensure all Learning Events are addressed.
Every Wednesday this process needs to be done.
Operations Team have a meeting every Wednesday.  Once all staff have completed any updates, you then need to move spreadsheet from S:\GOVERNANCE TEAM\2. LERIS\Weekly Learning Event log\Current log to S:\GOVERNANCE TEAM\2. LERIS\Weekly Learning Event log\Archive Governance team only and open file.
You then need to open LERIS spreadsheet S:\GOVERNANCE TEAM\2. LERIS   Any updates in Weekly Learning Event Log needs to be transferred and entered onto LERIS Spreadsheet under tab called Learning Events, enter any updates in columns AR, AS, AT & AU labelled Update 1, 2, 3 or 4.    Once completed save work in LERIS and keep spreadsheet open.  Do the same with Weekly Learning Event Log, but save file and close.
To obtain new weekly figures as follows: -
1. Learning Event tab in LERIS - Filter to all open Learning Events Column AK 
2. Then go to open tab - delete all information from row 2 down - (right click where rows selected to delete)
3. Back to Learning Event tab - select open Learning Events in top left corner (*see image 1 – refer to tab labelled instructions for open table within LERIS)
4. Go back to Learning Event tab select find & select - go to special, then select visible cells only & press ok.  
5. Learning Event tab - select control and c for copy
6. Go to open tab select cell A2 and paste 123 information control (v).    
7. then on named tab of open - click right and select move & copy and make sure you select new workbook and create a copy.  A new workbook will be created. 
8.  Once above is done all information is now showing in a new workbook, save as in sdrive/governance/LERIS/weeklyLearning Eventlog and name Weekly Learning Event Log (with today’s date)
9. Lastly add a password (Image 5 in tab named Instructions for open table) - password should be Weeklylog21 (capital W).
*(refer to diagrams on tab within LERIS named instructions for open table)
[bookmark: _Toc115189139]Insurance Renewals & database
Perry Appleton are BrisDoc’s broker for employers and public liability, motor, cyber, management liability, and personal accident insurance. Jo Wheldon is our contact. Policy renewal is on 30th June each year. Jo will initiate the renewal process in April.
The information that underpins each policy will need reviewing for changes e.g. the value of contents in our premises, organizational income and staff numbers.
Gallagher is BrisDoc’s broker for our medical malpractice cover that is not covered by CNSGP. Graham Letford is our contact person. Policy renewal is 1st may ach year. Graham will initiate the renewal process in February. The Key Risk Information (KRI) spreadsheet will need updating with the current profile if staff in each service by WTE and head count. Howard Maxwell provides this data using rotamaster data. Any income and activity changes need recording in the KRI also, as well as any descriptions to the service model that the insurer, CNA, need to know about in order for us to be covered for that activity.
All insurance information is saved here: S:\GOVERNANCE TEAM\Corporate\Insurance. His includes the notifications log and the details of all policies by insurer, policy number and cost etc.
Changes to service provision need notifying to the brokers as this may affect policy cover. If in doubt ring Jo/Graham to check. 
Insurers need to know of an Learning Event that might result in a claim e.g. a disciplinary process that might result in employment tribunal.
[bookmark: _Toc115189140]ISO 9001 & 14001
BrisDoc is accredited with ISO 9001 for having a Quality Management System and ISO 14001 for having an Environmental Management System. The accrediting organisation is QMS. 
Our current certificates run until 2025 and we are audited annually, usually in August, against the standards to determine if we maintain our accreditation.
We are audited against our 9001 and 14001 manuals and need to provide evidence of compliance.
S:\GOVERNANCE TEAM\QMS
[bookmark: _Toc115189141]Medicines Management Reports
The Medicines Management Group meet once a month on the second Thursday, a member of the Governance Team will join that meeting to discuss Learning Events and themes surrounding medicines management and prescription management.
Data is pulled a week before the meeting to produce the monthly report we use LERIS’s dashboard tab (sdrive/governance/LERIS/LERIS2020 live version) and filter to the two specific event categories and month.  Example below which is added to the medicines management dashboard (saved in sdrive/medicines management/ medicines management dashboard)
[image: ]
The data is reviewed whilst producing the report to confirm if there are any themes or increases in certain types of Learning Events, this is logged on the meds management dashboard along with a breakdown of each Learning Event to base and very brief description of the issue.  This is saved in the medicines management folder for review during the meeting.
[bookmark: _Toc115189142]Notifications
There are a number of situations in which a notification is required. These include:
· Serious Learning Event where the CCG has to be informed for national reporting and a 72hr report provided
· clinician presence at the time of a death where CQC has to be notified
· accident at work that meets the RIDDOR categories that has to be reported to the HSE
· Instances where there is potential for a claim to be raised against our insurance/indemnity cover.
Any Learning Event that meets the NPSA criteria for being serious is notified to the CCG via bnssg.steis@nhs.net. The CCG will ask for all the information they need to make an entry into STEIS on our behalf. The Learning Event is flagged in LERIS as an SI.
CQC are notified when a clinician is present at the time a patient dies. This may be done via logging into the portal or completing and submitting a notification form. A copy of the notification form is saved S:\GOVERNANCE TEAM\CONFIDENTIAL\CQC\Notifications. The case number is the unique identifier. Details of BrisDoc’s registration for the form are here: S:\GOVERNANCE TEAM\CONFIDENTIAL\CQC\Registration\ORGANISATION REGISTRATION (CQC numbers log).
A work-related accident that meets RIDDOR categories is reported to the HSE here Reportable Learning Events - RIDDOR - HSE. A copy of the report form will be given to HR for the staff members HR file and saved in the relevant Learning Event/accident folder.
Potential clinical negligence claims are notified to NHS Resolution via their website https://resolution.nhs.uk/scheme-documents/when-and-how-to-report-a-claim/ 
Claims Helpline 0800 030 6798
cnsgpnotification@resolution.nhs.uk 
Save all correspondence with NHSR in the relevant Learning Event or information request folder.
Talk to Gallagher to see if CNA wish to be notified of any potential for a medical negligence claim. If they do there is a master notification form here S:\GOVERNANCE TEAM\Corporate\Insurance 

Other claims may relate to employee relations issues e.g. where a member of staff has gone through disciplinary processes. It is the Management Liability Policy that provides BrisDoc cover against employment tribunals or other business risks. 
Notifications are made to rradar (the legal helpline/advice behind our policy) on 0800 955 6111 quoting policy number SS MLP 7063923. You will be given a reference number. Make a file note of the conversation, actions agreed etc. and save it in the relevant Learning Event folder.
Log all insurance notifications on the spreadsheet saved here: S:\GOVERNANCE TEAM\Corporate\Insurance 
All notifications are captured in the corporate dashboard in the risk management tab.
[bookmark: _Toc115189143]NPIS Query re use of TOXBASE
Open a new Information Request folder S:\GOVERNANCE TEAM\CONFIDENTIAL - DAC\Information Requests\2020'21
Create new folder name IR00.. NPIS (substance) (date)
Include the request on the IR database – in the above folder.
[image: ]
Run Adastra report for the date of the consultation using 1. IUC reports 2019/11. Full Report – 0419.
[image: ]
When report has completed running go to results tab, click excel icon and export spreadsheet saving it in the Information request folder. If you are asked about permissions then “allow” the permission.
[image: ]

Open spreadsheet, sort by “advice began time” and find consultations around the time provided by NPIS in their letter. Review case tag column for any “poisoning” cases as these are the ones to start with. Read the consultation history and look for words – toxbase, the name of the poison in the NPIS letter.
If this doesn’t identify a case sort by “cons begin time” and repeat the process as TOXBASE could be used during a face to face consultation also.
[image: ]

Take case number and write it on the NPIS letter. Scan a copy of the NPIS letter (no need to include the questionnaire) and send the master copy of the letter to the clinician with the request to complete the questionnaire and return it to the NPIS in the prepaid envelope they provide. Ask clinician to confirm to you when they have returned the questionnaire. I usually include a compliment slip “Dear …, I’d be grateful if you would complete this questionnaire for the NPIS please in relation to your consultation …..(case number) and let me know when you have returned. Many thanks …..”. The rota team will give you the clinicians postal address.
Delete the spreadsheet from the info request folder.
Close the IR when the clinician confirms they have returned the questionnaire.
[bookmark: _Toc115189144]Patient Safety Culture Survey
In conjunction with Professor Mohammed A. Mohammed, Professor of Healthcare Quality and Effectiveness at the University of Bradford and Deputy Director of the Bradford Institute of Health Research, Urgent Health UK (UHUK) has developed a Patient Safety Culture Staff Survey. 
The original survey, developed in 2014/15 to support Professor Mohammed’s research into organisational cultures in relation to patient safety, contained 72 questions. As part of his research, Professor Mohammed analysed the results from 2014/15 and created a revised, shortened survey containing 14 questions considered to be key to obtaining a good indication of patient safety culture. 2020 was the fifth year of running the survey in its current, revised form.
BrisDoc has commissioned an annual UHUK Patient Safety Culture Questionnaire, delivered by Audit South West who will contact us (most likely Nigel Gazzard) with a link to the survey when it is due.
A link to the Patient Safety Culture Survey is emailed via rotamaster to all our employees and self-employed GPs with a covering email from Dr Kathy Ryan (BrisDoc Medical Director).  The Survey remains open for approximately 18 days and a reminder email from Kathy is sent on day ten.
Results are analysed by Audit South West and summarised into a report for us. The results provide a powerful, research validated tool which can inform us, that we have a culture of safety across our organisation which we are monitoring. Results are benchmarked against similar organisations; that data, along with data from previous years provides us with a starting point to make changes through, for example, focus groups or targeted work. 
[bookmark: _Toc115189145]POLICY AND STANDARD OPERATING PROCEDURE PROCESS (SOP)
To ensure BrisDoc Policy and SOP documents are kept up to date and fit for purpose, each document has a review date and an “owner”. This SOP will outline the role of a Policy or Standard Operating Procedure owner and the process they must follow.
Governance Team – will maintain an index of Policy and SOP documents, the team will track dates and highlight to Policy / SOP owners when a document needs reviewing. When the document has been reviewed and a final version is issued, the governance Team will update the index / shared drive and radar. The Governance Team are responsible for highlighting updated policies through the BrisDoc newsletter.

[bookmark: _Toc403660059]Policy or Standard Operating Procedure Owner – Responsible for ensuring the Policy is reviewed and updated, including documenting all changes in the change register. The owner of the document is responsible for liaising with any other contributors and combining changes as necessary. For policies – the owner should get approval for the policy changes from the appropriate governance group meeting (eg: Quality group or LOB) The owner is responsible for sending a complete final version of the document to the Governance Team. If delays occur in reviewing the document, the owner is responsible for communicating this to the Governance Team
When a policy or SOP has reached the review date, the following steps need to happen:
· The document will show as ‘red’ on the policy / sop index
· The Governance Team will highlight the document and the need for review to the document owner
· The document owner should review the document in conjunction with any relevant contributors and amend as needed.
· The document owner should maintain the change register
· The document owner should ensure all dates are updated (review date etc)
· For Policies, the owner should get approval from the most appropriate governance meeting.
· If there are delays in completing the review the document owner should flag this at the most appropriate governance meeting. And to the Governance Team to ensure the index is updated.
· When a final document has been agreed, the owner should send a word version to the Governance Team.
· The Governance Team will update the Policy / SOP index.
· The Governance Team will archive old versions and save the new version in the confidential policy folder on the shared drive.
· The Governance Team will replace the version on radar with a PDF version for general staff access.
· For SOPs – the owner should circulate a new version to the staff members who regularly use the document.
For Policies - The Governance Team will highlight in the newsletter that the policy has been reviewed and updated and encourage staff to familiarise themselves with the new




[bookmark: _Toc115189146]PSQ process and analysis
[bookmark: _1._Introduction][bookmark: _Toc433280270][bookmark: _Toc74756445][bookmark: _Toc404339243]1. Introduction
The purpose of this Standard Operating Procedure is to set out how to identify a random sample of qualifying patients to receive a Satisfaction Questionnaire. The SOP will also outline the process of printing and issuing the Questionnaire.
[bookmark: _Toc315099475][bookmark: _Toc315185954][bookmark: _Toc315191724][bookmark: _Toc433280271][bookmark: _Toc74756446]2. Objectives of the procedure
Sending out regular Patient Satisfaction Surveys (PSQ’s) help to monitor and evaluate how patients feel about the service they receive form BrisDoc (IUC SevernSide). Regular review meetings are held to evaluate the data taken form the responses.
[bookmark: _Toc433280272][bookmark: _Toc74756447]3. The Standard Operating Procedure
Preparing Data
To get the sample of patients, every other Wednesday the task undertaker will use Adastra to: 
· Reporting, Run User Report
· BrisDoc Reports, select QR05 PSQst report QR05 PSQ
· Amend dates to show the previous week, Wednesday – Wednesday
· Amend the sample percentage size to 5 % 
· Select the filter PSQ
· Export the file as an excel spreadsheet to be saved in the folder: Save the spreadsheet in S:\GOVERNANCE TEAM\CONFIDENTIAL PSQ\ (relevant year) IUC PSQ\Data, and use date as the filename e.g., August 12-18
Open MASTER spreadsheet located: S:\GOVERNANCE TEAM\CONFIDENTIAL PSQ\ (relevant year) IUC PSQ and follow these steps:
· Select the ‘Paste new data here’ tab and delete all content
· Select HV tab and delete the entire tab 
· Select ADVICE tab and delete entire tab 
· Select PCC tab and delete entire tab
· Open the spreadsheet that you have just saved (Adastra results) and copy all data
· Go back to MASTER spreadsheet and paste the data in the tab ‘PASTE NEW DATA HERE’
· Select ‘REFRESH TABLE HERE Home Visit’ Tab and right click on the number in the grand total column – select ‘refresh’ – this will update the figures to reflect the new data pasted onto the first tab.
· Double click on the same number which will create a new sheet automatically called ‘sheet 1’ – rename HV
· Select ‘Clinician Advice’ tab and double click on the number in the ‘grand total’ column – this will automatically generate a new sheet called ‘sheet 2’ – rename this sheet ‘ADVICE’
· Select ‘Appointment’ tab and double click on the number in the ‘grand total’ column – this will automatically generate a new sheet called ‘sheet 3’ – rename this sheet ‘PCC’
Note that the naming of the sheets is very important as this will allow the mail merged document to link up to the correct sheet in the workbook automatically to produce letters.
Mail merging
· Open the letter template: ‘S:\GOVERNANCE TEAM\CONFIDENTIAL PSQ\2021-22 IUC PSQ\PSQ Letters\New 2019 - 2020 Versions 1. PCC PSQ’ and select ok to the command message that will appear
· Select mailings tab
· Click finish and merge button – then edit individual documents
· A merge to new document box will appear – select OK
· A message will appear advising of locked fields – select OK
· When the document merges, check the date at the top of the first letter is within the date range you selected for your original data
· Now ready to print
· After printing – there is no need to save the document, just make sure data has been copied into relevant month on PSQ results spreadsheet.
Printing 
· Select the printer: Unit 21 Upstairs Kyocera TASKalfa 2551ci on BRISDOC-FS03.BrisDoc. local
· Select printer properties
· On the ‘BASICS’ tab – select colour and duplex to print double sided
· On the ‘finishing’ tab select the staple option by ticking the box on the staple diagram, this will automatically select the right position (top left) for the staple. Select 2 from the ‘sheets per group’ drop down menu
· On the ‘layout’ tab select make sure portrait?
Repeat mail merging and printing steps for the 2 other case types, Advice and Home visit.
Posting
Pass the letters to an Operations (NR) who will:
· Fold letters and envelope the Surveys using the labels provided
· Include a freepost envelope
· Frank and post 2nd class via Royal Mail (Franking Machine is located within Rota Team Office).
PSQ results
To maintain a spreadsheet of responses the Compliance Officer will Copy and paste the case numbers into the PSQ results spreadsheet for the relevant month. As questionnaires are returned enter the results for the relevant case.
Once the case numbers have been transferred the label list and questionnaires for that week can be saved under data.
[bookmark: _Toc115189147]Insurance Notifications
BrisDoc is responsible for promptly notifying its medical professional liability insurer/CNSGP of claims and circumstances which may give rise to a claim under the policy. Failure to do so may result in a negligence claim not being covered by the policy. Such notice should include: 
a. details of what happened and the services and activities that were being performing at the relevant time; and 
b. the nature of any actual, or any possible, bodily injury; and 
c. details of how BrisDoc first became aware of the claim or circumstance; and 
d. all such further particulars as the insurer may require.

A “circumstance” is defined in the policy as: 
“any circumstances of which you become aware, or should reasonably have become aware, that may reasonably be expected to give rise to a Claim.” 

Examples of a circumstance are: 
· Any complaint, written or verbal, in which the patient or patient’s representative expresses dissatisfaction regarding the treatment provided or a failure to provide and alleges that, as a result, the patient suffered bodily injury. 
· A request for access to medical records received from a solicitor or third party on the basis that a Claim against you/your service (to include any of your employees) is being contemplated. 
· Any Learning Event in which a Serious Learning Event Report is generated that involves potential or actual bodily injury 
· Any unexpected or unusual death of which you become aware. 
· Any adverse outcome or clinical “near miss” in which you believe there may have been a negligent act, error or omission, irrespective of whether or not the patient is aware of this or whether the patient or patient’s representative has made a complaint.
· An event that involves potential of actual bodily injury that triggers the threshold for the statutory duty of candour
· An accusation of abuse, including organisational abuse, levied by patients, families, local authority, commissioner or any other entity.
· A notification by the Parliamentary & Health Ombudsman that they may/intend to investigate an Learning Event or complaint.
It is recognised that complaints have the potential to escalate if not handled satisfactorily. The Insurer can provide expertise in assisting with responding appropriately to complaints. Collaborating with the Insurer can support complaint resolution at an early stage, thereby reducing the risk of litigation. Draft complaint responses may be sent to the Insurer prior to sending to the complainant. In complex complaints where harm was caused through mis-diagnosis or mis-treatment support should be sought from the Insurer.
When managing a complaint all statements, letters, phone calls and actions taken in an investigation must be documented, scanned and kept in the complaint folder for that individual on the BrisDoc shared drive as per CQC regulations and for clinical governance purposes. Where any documentation is sent to an external organisation it will be converted to pdf format before sending. 
Complaint records will be kept for eight years following closure of any actions in accordance with BrisDoc’s Records Management Policy.
Each complaint will be entered into the BrisDoc Integrated Risk Management System BOB for Urgent Care and Business Services or in GPTeamNet for Practice Services. A comprehensive set of data will be entered into these databases so as to ensure BrisDoc can record response timescales; monitor progress with investigating complaints; capture learning outcomes and who has been involved; provide reports on complaint trends, categories etc. so as to support ongoing service improvement; and identify themes that may be a risk to the organisation.
How to make a notification to under the Clinical Negligence Scheme for General Practitioners (CNSGP) via NHS Resolutions   This is the notification method for the majority of notifications received from 1st April 2019
Please click on the link below
https://resolution.nhs.uk/wp-content/uploads/2020/03/ELSGP-Reporting-guidelines.pdf 
If the patient was cared for prior to April 2019, or the claim could be against BrisDoc and/or the clinician please use the link below.


Once the notification has been made to the indemnity provider please click the link below to add the details to the notification spreadsheet. 


[bookmark: _Toc115189148]IUC Monthly / Quarterly Reports
Each Month two separate reports are created by the Governance Team (using data pulled from LERIS) to summarise Learning Events reported through the previous month. The reports are separated and used as follows:
· Operational Learning Event report –Supplied to the quality lead Senior Team Manager to be used by the Ops team for discussion and review at their monthly quality meeting.
· Clinical Learning Event Report – Supplied to the Clinical Leads and Nurse Manager Team to be reviewed and discussed at the monthly clinical Learning Event meeting.
Each report will give a summary of the following areas:
· Number of Learning Events reported
· Breakdown of Learning Event categories
· Themes and /or trends
· Adherence to timescales for closing Learning Events
· Allocation split by Manager.
In addition, a Quarterly report is provided to the Ops Team to feed into the quarterly performance report.
[bookmark: _Toc115189149]PSQ Feedback Guidelines
PSQ’s will arrive in a freepost envelope via Royal Mail. 
Facilities will always put our post in the Governance in-tray.
To enter PSQ feedback, go to S:\GOVERNANCE TEAM\CONFIDENTIAL PSQ\2021-22 IUC PSQ
Password is scooby
Open letter, check date for example 16.06.2021 and enter PSQ feedback in June tab.
There will be a case number on letter, use that to search for case on spreadsheet. Ctrl F see diagrams below – this will help you to add information against correct case.
[image: ]
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[image: ]

Add information along the row to question’s answered on the PSQ survey (letter). See above diagram and column heading.
Once completed save spreadsheet.
At the bottom of the spreadsheet there is statistics for all the entries that month. See diagram below.  
This is just an example; all these figures link up to totals tab at end of spreadsheet which includes every month in the financial year 2021/2022. Nothing needs to be done with these figures, formulas/links have been sent at the beginning of financial year when a new spreadsheet was created.
[image: ]
Once a month I check that statistics add up correctly on each tab.  

Every two weeks when you print new PSQ’s to be sent to patients, you add statistics into first chart, making sure you split the categories, Advice, Base or Home.  
[bookmark: _Toc115189150]QUALITY DATA SPREADSHEET 
The data and graphs held in the QualityData spreadsheet feed into the monthly/quarterly/6mth/yearly Quality and Performance Reports.  
The data and charts in the QualityData spreadsheet need to be done and added to the Quality and Performance Report by the 14th of each month.
Quality and Performance reports can be found in "S:\GOVERNANCE TEAM\QUALITY AND PERFORMANCE MANAGEMENT\Q&P Reports\2021'22 " (or whichever year you happen to be in) and choose the month you are populating

The following tabs on the spreadsheet update the data contained within each tab

FFT (Monthly) data can be found in the Corporate Dashboard

 
Copy the data from the corporate dashboard and add it to the correct month on the qualitydata spreadsheet.  The 3 graphs on the FFT tab should automatically update to include the monthly data you have just added. Copy and Paste these graphs into the Quality and Performance monthly report. 

Complaints (Monthly) the data you are looking for can be found in the BOB spreadsheet 
Add the number of each type of complaint for the month in both tables, the graph should automatically update to include the monthly data you have just added. Copy and paste this graph into the Quality and Performance monthly report.
Add the SIUC complaint justified data this is also found in BOB.  This information will need to be added to the Quality and Performance report, the quarterly graphs should be added on the quarter or 6-month report
Compliments (Monthly) the data you are looking for can be found in the BOB spreadsheet (see link above)
Add the number of compliments received to the table, the spreadsheet should automatically update to include the monthly data you have just added. Copy and paste this graph into the Quality and Performance monthly report.
Clinical Effectiveness (Quarterly) the data you are looking for can be extrapolated from reports that are run on the clinical guardian website
The reports you need to run for both Severnside IUC and Weekday PL are 
 
· Reports/reports centre/Governance Team reports/Audit by case type
Add the from and to dates for the quarter you are running and run, download report and save the following categories
Hospital admissions, referred from BrisDoc to 999, referred from BrisDoc to 999
· Reports/reports centre/Governance Team reports/List comments by audit type
Add the from and to dates for the quarter you are running and run download report and save the following categories
Hospital admissions, referred from BrisDoc to 999, referred from BrisDoc to 999
· Reports/reports centre/For Commissioners/Clinical Status Quality Report
Add the interval Period (Quarter), check the dates of the period – clinical guardian has an annual quarter period rather than a financial quarter period. “All Audits” is the category you need. Update, download report and save.
The data you have obtained from the various reports above are added to the clinical effectiveness tab tables.  Then these tables are added to the quarterly quality and performance report.  
A selection of the comments are chosen from the Comments List report to show a balance of feedback shared to BrisDoc clinicians
Training: Ignore this tab, the data is now automatically embedded into the report by the digital team
Language line (Quarterly) the information in the language line tab is updated by the facilities team in time to be added as a table to the quarterly quality and performance report. 
[bookmark: _Toc115189151]rapid case reviews
These are convened, usually by one of the BNSSG Local Authorities, to review safeguarding needs, practices, service interfaces of vulnerable people, some of whom may have died. 
If a BrisDoc service has been involved in the care of a vulnerable person a report will be requested by the convenor using a set template. The Governance Team will lead the completion of this report liaising with a clinician as required. Attendance at any meetings will be by the Governance team on behalf of the organisation, with the clinician if needed.
Learning from the case review will be shared accordingly.
[bookmark: _Toc115189152]RIDDOR – Reporting of Injuries, Diseases and Dangerous Occurrences Regulations
RIDDOR is the Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 1995. By law it is required for employers, as well as people who are self-employed and people who are in control of a premises, to report specified Learning Events in the workplace. These can include a wide range of things such as dangerous occurrences (when a serious accident was luckily avoided) all the way to work related deaths.
As an employer, it is a legal requirement to report all Learning Events, no matter how big or small, as well as ill health at work. In order to be legally compliant, a record must be kept of all Learning Events. Keeping RIDDOR records includes:
· Recording all reportable accidents, injuries, illnesses, dangerous occurrences, work-related deaths and specific injuries lasting more than seven days
· Keeping all records in a file, accident book, on a computer or a written log
· RIDDOR reporting is done through an online reporting system via the HSE website
· Understanding and patterns in injuries and/or accidents to be considered when undertaking risk assessments
· Keeping all records organised and up-to-date. In the event of a work-related claim, the insurance company will need to see your records – if they are not up-to-date or it is determined that there are Learning Events missing, this is against the law
· All employees’ RIDDOR records must be kept strictly confidential and are stored away securely. If the records are not kept confidential and stored properly, they will not be deemed compliant with the Data Protection Act
There are specific rules and regulations in regards to the Reporting of Injuries, Diseases and Dangerous Occurrences Regulations; aside from basic information such as keeping all records updated, the following is also important:
· A company with more than 10 employees must have an accident book
· Owners and/or occupiers of quarries, mines and factories must have an accident book
· RIDDOR records must be kept for a minimum of 3 years after the date of the last Learning Event in the book
· It is advised that RIDDOR records are kept for 5-6 years in order to allow time for any civil litigation to be made
· Learning Events must be reported within a 10-day timeframe after the occurrence
What is the specific RIDDOR information I need to record?
· The date of reporting
· The date, time and location of the Learning Event
· Personal details (name, job title etc) of the person(s) involved
· A description of the injury, illness or occurrence
What kind of Learning Events do I report in RIDDOR records?
· Work-related death
· Serious injuries
· Over-7-day injuries (where the person is unable to work for at least a week)
· Work-related diseases
· Injuries to members of the public (ie. not employees)
· Dangerous occurrences – when an accident almost happens
· Dangerous gas fittings in a workplace (Gas Safe registered gas fitters must report this)
A report must be received within 10 days of the Learning Event. For accidents resulting in the over-seven-day incapacitation of a worker, you must notify the enforcing authority within 15 days of the Learning Event, using the appropriate online form
To report an Learning Event go to https://notifications.hse.gov.uk/riddorforms click on the type of report you wish to make and complete the form
[bookmark: _Toc115189153]Risk Register Review & Updates
The master version of the risk/issues register is “owned” by the Corporate Services Director (CSD). At the end of each quarter risk/issue owners will be asked to review their risk/issues and complete the update version of the register. The CSD will transfer all updates to the master register.
The registers are held here: S:\GOVERNANCE TEAM\RISK\RISK REGISTER\current 
The Severnside register incorporates the IUC service risks/issues for both PPG and BrisDoc and is used for the IUC performance report. Red risks/issues are shared with the commissioner in the performance report.
Risk assessments are the responsibility of all managers and should be reviewed each summer or as often as necessary. The Quality Manager can help managers complete their risk assessment providing education and advice. The risk assessment log is here: S:\GOVERNANCE TEAM\RISK. 
The majority if completed risk assessments are saved here: S:\GOVERNANCE TEAM\H&S\Risk Assessments or will be saved in their relevant topic folder.
[bookmark: _Toc115189154]Safeguarding Process
OPEN Adastra / query builder
Select query: 2. Raw Data Reports / Case Question Set (Details)
[image: ]

Enter the date range for the previous seven days, Tuesday till Tuesday.
EG: 04/02/2020 00:00 TO 11/02/2020 00:00
Select the run icon

[image: ]

Select Report Filter: IUC ALL
[image: ]
Click OK
[image: ]
 Wait for query to run and then select the results tab
[image: ]

When list displays, export to the following folder: S:\GOVERNANCE TEAM\CONFIDENTIAL - DAC\LEARNING EVENTS\2019'20 work\Safeguarding\SG Audit
[image: ]

Save as: Audit Sample - todays date.

Open the sample, using the filters, filter column G to show the safeguarding questions and fliter column H to show any records where a ‘Y’ has been indicated as a response to a safeguarding question: 
Copy and paste the records into the Safeguarding Audit Spreadsheet. As a very rough guide, you should expect to see in the region of 4 – 12 records.
Some cases may appear twice if both questions have been marked with a ‘Y’, only one case needs to be copied across per case number.
Using Adastra, search with the case number to find the NHS Number, Age and Postcode for each patient.
Save and Close.
The SG Lead will now review the list.
[bookmark: _Toc115189155]Severnside Quality Dashboard
An excel spreadsheet dashboard created, maintained and monitored through the Severnside Quality Group. The dashboard is update monthly ahead of the Severnside Quality Group meeting.
The dashboard records the numbers of:
· Complaints
· Learning Events
· Health Care Professional Feedback Forms
· Safeguarding numbers
· NHS Pathways Compliance levels
The dashboard is populated by the BrisDoc Governance Team and the PPG members of the Severnside Quality Group and reviewed at each monthly meeting where any stand out trends or difference in the data will be discussed.
The dashboard is saved: S:\GOVERNANCE TEAM\2021'22 work\Severnside\Severnside Quality Database 2021'22 -  master.xlsx
[bookmark: _Toc115189156]Service Level Agreements
A service level agreement (SLA) is a commitment between a service provider and a customer. Particular aspects of the service – quality, availability, responsibilities – are agreed and set out in an SLA, which also defines the price, the level of service expected setting out the metrics and standards by which the service will be measured. 
An SLA can be legally binding or informal. They may be time bound e.g. for a pilot. 
A well-defined and typical SLA will contain the following components: 
· Type of service to be provided: It specifies the type of service and any additional details of type of service to be provided. 
· The service's desired performance level, especially its reliability and responsiveness: A reliable service will be the one that suffers minimum disruption in a specific amount of time and is available at almost all times. A service with good responsiveness will perform the desired action promptly after the customer requests it.
· Monitoring process and service level reporting: This component describes how the performance levels are supervised and monitored. This process involves gathering different type of statistics, how frequently these statistics will be collected and how they will be accessed by the customers.
· The steps for reporting issues with the service: This component will specify the contact details to report the problem to and the order in which details about the issue have to be reported. The contract will also include a time range in which the problem will be looked into and when the issue will be resolved.
· Response and issue resolution time-frame: Response time-frame is the time period by which the service provider will start the investigation of the issue. Issue resolution time-frame is the time period by which the current service issue will be resolved and fixed.
· Repercussions for service provider not meeting its commitment: If the provider is not able to meet the requirements as stated in SLA then service provider will have to face consequences. These consequences may include customer's right to terminate the contract or ask for a refund for losses incurred by the customer due to failure of service.
BrisDoc has SLAs with AWP for the Riverside Unit, Second Step for Health Link Workers in HHS.
A Memorandum of Understanding (MOU) has a similar purpose to an SLA. An example is the MOU between BrisDoc and AWP for HHS nurses working in joint roles.
[bookmark: _Toc115189157]SEVERNSIDE GOVERNANCE TEAM / QUALITY GROUP
BrisDoc and PPG have established Governance and Patient Experience Teams working from Osprey Court and Nicholson House respectively. These teams will work collaboratively to ensure there is a seamless approach to governance across the interface of the services that make up SIUC. Within SIUC they will be collectively known as the Severnside Governance Team. The Team comprises:

	BrisDoc
	PPG

	Governance Manager
	Regional Governance Manager

	Quality Manager
	Call Centre Manager

	Patient Safety Co-ordinator
	Patient Experience Team members

	Patient Safety Administrator
	



The Severnside Governance Team will support the SIUC monthly Quality Group Meetings at which complaints, Learning Events, compliments, safeguarding, etc. will be reported, reviewed and monitored. 
The chair of the IUC Patient Representative Group is a member of the Quality group and attends the monthly meetings. 
[bookmark: _Toc115189158]Tackling Violence
Special Allocation Service (SAS) is a scheme where potentially violent patients are added to Tackling Violence list to alert services that they must only be refereed to SAS and seen in a secure setting.
Patients are added to the list and reviewed after a year; at this point they may be removed if appropriate. 
A list of patients will be emailed from the ICB and received in brisdoc.governance@nhs.net email in box and will include details of any names added to the scheme and also the names of patients who have been removed. The list can sometimes come in different formats, although should contain the name and NHS of each patient and whether they have been added or removed.
To notify a patient has been removed:
[image: ]
Close down original note that is open by obsoleting.   And then add copy of new letter received from CCG with the following text (special note) as a new note.
[image: ]

The standard text to add to an SPN for patient who have been removed from the scheme is:

This patient was previously registered with the Violent Patient Scheme, but was removed from the scheme on XX/XX/XX. Please check EMIS record for any recent information about the patient. If the patient requires face-to-face assessment during the OOH period, please consider arranging this at a base where more than one clinician is working. If there are current concerns about violence / aggression, please consider discussing the case with the Clinical Coordinator or Shift Manager to discuss the safest options for OOH clinical assessment. 
If a patient needs to be added, add a new note in Adastra, add following text:
This patient is registered with the Violent Patient Scheme. Do not arrange to see this patient either at the PCC or a home visit. Please see full information on the toolkit about the Violent Patient Scheme, and check the EMIS record.
If the patients problem can wait for routine face to face assessment, they should be advised to ring
[image: ]
Also note If the address on the letter is different to Adastra information, please update Adastra with letter address as this is the most current location, edit this in patient edit within Adastra .[image: ]
Ensure you tick these boxes on Adastra, so that information is shared before completing note.
[image: ]
Reply back to ICB email, thanking them and confirming that our records have now been updated.  Move emails to folder within Governance email.


[bookmark: _Toc115189159]
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Dashboard Pivots

		Service		(All)												Service		(All)												Service		(All)

		Days to acknowledgement														Days to response														Complaints and compliments

		Row Labels		Average		Min		Max								Row Labels		Average		Min		Max								Count of Our Reference		Column Labels

		2021/2022		0.6		0.0		3.0								2021/2022		12.4		2		38										Group1		Group1 Total		Grand Total

		July		0.7		0		2								July		17.3		2		38								Row Labels		Complaint

		August		0.7		0		3								August		10.3		3		19								2021/2022		15.0		15.0		15.0

		September		0.5		0		1								September		10.0		10		10								July		3.0		3.0		3.0

		2022/2023		1.0		1.0		1.0								2022/2023		3		3		3								August		6.0		6.0		6.0

		September		1.0		1		1								September		3.0		3		3								September		6.0		6.0		6.0

		Grand Total		0.6		0.0		3.0								Grand Total		11.5454545455		2		38								2022/2023		1.0		1.0		1.0

																														September		1.0		1.0		1.0

																														Grand Total		16.0		16.0		16.0





Dashboard Pivots (2)

		Service		(All)																														Type of event2		Complaint

		Days to acknowledgement														Days to acknowledgement

		Row Labels		Average		Min		Max								Count of Our Reference		Column Labels																Count of Our Reference		Column Labels

		Grand Total														Row Labels		SIUC CAS		SIUC F2F		Grand Total														Complaint						Complaint Total		Grand Total

																Complaint		12		4		16												Row Labels		July		August		September

																July		3.0				3.0												Cossham PCC				1.0				1		1.0

																August		4.0		2.0		6.0												Knowle PCC				1.0				1		1.0

																September		5.0		2.0		7.0												Patients home						1.0		1		1.0

																Grand Total		12.0		4.0		16.0												Southmead PCC						1.0		1		1.0

																																		(blank)						1.0		1		1.0

																																		Telephone Triage		3.0		4.0		4.0		11		11.0

																																		Grand Total		3.0		6.0		7.0		16		16.0































































		Type of event2		Complaint

		Count of Our Reference		Column Labels

				Complaint						Complaint Total		Grand Total

		Row Labels		July		August		September

		Clinical Care or Advice		1.0		4.0		3.0		8		8.0

		Communication		1.0		1.0		1.0		3		3.0

		Waiting Time		1.0		1.0		3.0		5		5.0

		Grand Total		3.0		6.0		7.0		16		16.0

		Type of event2		Compliment

		Count of Our Reference		Column Labels

				Grand Total

		Row Labels

		Grand Total





Compliments & Complaints

		Column1		Show in Pivot		Our Reference		Governance Year		Type of event		Service		Date received		Date closed		Complaint type		Summary of complaint		Case Number		Location		Patient Surname		Manager leading the complaint investigation and response		Manager Email		Actions taken		What are the learning points		Complaint upheld status		Resolution		Serious untoward event		Complainant		How was the complaint received		People involved		Call details retrieved		Voice recordings retrieved		Who is complaint about		Date of Event		Date acknowledgement sent		Agreed response date		Days to acknowledgement		Days to response		Difference between agreed date and actual date response sent		Month		Likelihood		Consequence		Risk Score		Column2

		1		Show		001		2019/2020		Complaint		SIUC CAS		4/18/19		4/29/19		Care Processes		Ptnt felt GP should have arranged an ambulance for him.				Locking Road PCC		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Frequent user and complainer. No justification for an ambulance. No learning.		Not Upheld		Resolved by letter		No		Carer		Verbal		GP		Yes		Yes		Akhter, Syed		4/17/19		4/23/19		5/30/19		1		5		21		April						

		2		Show		002		2019/2020		Complaint		SIUC CAS		4/17/19		4/25/19		Care Processes		Ptnt complained to his surgery that his EMIS record had been accessed without his consent. Practice Manager emailed to seek an explanation she could share with the ptnt.						Hooking		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Consent to access EMIS was requested and given as evidenced by the voice recording.		Not Upheld		Resolved by letter		No		Other		Email		ANP		Yes		Yes		Nelson, Odette		12/10/18		4/23/19		5/29/19		2		4		22		April						

		3		Show		003		2019/2020		Complaint		SIUC F2F		4/21/19		4/25/19		Clinical Care or Advice		Ptnt complained GP she saw for mastitis was critical of her still breast feeding at 6months.				Cossham PCC		Pulling		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		CD spoke with mother on 24.4.19 to hear more about her concerns and closed complaint with her agreeing that he would folow up her concerns with Dr Singh.		Upheld		Resolved by telephone/in person		No		Patient		Email		GP		Yes		No		Singh, Ash		4/21/19		4/23/19		5/24/19		0		2		20		April						

		4		Show		004		2019/2020		Compliment/Thank you		SIUC F2F		5/3/19		5/3/19				Ptnt sent a thank you card to Clevedon base for her care by the team.				Clevedon PCC		Read		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP		N/A		N/A		Waters, Wendy		4/13/19								0				May						

		5		Show		005		2019/2020		Compliment/Thank you		SIUC CAS		5/5/19		5/7/19				WKL received email of thanks from paramedic he spoke to for being pleasant, accommodating and absolutely brilliant. WKL also spoke to ptnt's relative to reassure her and she spoke highly of him also.				Osprey Court				Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP		N/A		N/A		Kenny Levick, Will		5/4/19								0				May						

		6		Show		006		2019/2020		Complaint		SIUC F2F		5/7/19		5/24/19		Clinical Care or Advice		Mother complained to CCG about the management of her daughter's abdominal pain which turned out to be a ruptured, infected appendicitis.				Locking Road PCC		Salter		Ellie Warrington		0		Response letter written		Ptnt Line number could have been given. Will be topic of clincial forum in future - challenges of early appendicitis diagnosis.		Partially upheld		Resolved by letter		No		Parent 		Email		GP		yes		No		Fayer Karen		4/18/19		5/7/19		6/11/19		0		13		11		May						

		7		Show		007		2019/2020		Compliment/Thank you		SIUC CAS/F2F		5/7/19		5/7/19				Thank you email sent to severnside.governance by ptnt.						Flanagan		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP/ECP		Yes		No		Thumma, Buck		5/5/19								0				May						

		8		Show		008		2019/2020		Complaint		SIUC CAS		5/10/19		5/10/19		Communication		'Complaint is that the Call Handler at IUC OOH CAS Severnside said to the complainant "I don't think that the doctor has said that" - when the complainant explained that on Sunday 5th May night at Cossham Hospital, the doctor said the patient is not allowed to have anymore insulin. Complainant is not happy about being perceived to be a liar.				Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Review of voice recordings evidenced nothing to substantiate the allegation  made.		Not Upheld		Resolved by letter		No		Carer		Verbal		Various		Yes		Yes		Whitehouse, Anne		5/5/19		5/10/19				0		0				May						

		9		Show		009		2019/2020		Complaint		SIUC F2F		5/14/19		6/5/19		Clinical Care or Advice		UHB have recived a patient complaint and have asked us to respond to the comment "why was I told to take antibiotics and not sent to hospital"				Cossham PCC		Cotterell		Kathy Ryan		kathy.ryan@nhs.net		Response letter written		KR reviewed case record and spoke with consulting clinician. Examination and treatment had all been appropriate and ptnt had been provided with correct safety netting.		Not Upheld		Resolved by letter		No		patient		Verbal		GP		Yes		No		Lawrence, Liz		1/26/19		5/14/19				0		15				May						

		10		Show		010		2019/2020		Complaint		SIUC F2F		5/20/19		6/17/19		Communication		ptnt complained via 111 stating OOH GP said she would help her get registered with New Court Surgery, further more adds she was told she would get follow up call but hasn't received one from OOH GP, or New Court Surgery, regarding her registration. Feels badly let down by NHS 111. Ptnt un-registered and uses OOHs to source inhalers.				Locking Road PCC		Santozia		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written		Clinicians had appropriately not prescribed for her whilst encouraging her to register with a practice so she could have ormal asthma reviews with relevant medication management. Helped to register with a practice in Weston.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Hart, Rosemarie		4/20/19		5/20/19		6/24/19		0		19		5		May						

		11		Show		011		2019/2020		Complaint		SIUC CAS		5/20/19		6/7/19		Waiting Time		Ptnt complained via NHS 111 that she didn't receive a call back until after 1am the morning after she had called 111.				Osprey Court		Saxton		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Explanation provided about technical issues that resulted in a base relocation and consequent delay in the service. Safety call had been made but no answer hence ptnt couldn't be made aware. 12hr disposition explained. Did try to call 3 times (as per protocol)to which there was no answer so case closed. Apology extended.		Partially upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		N/A		Various		5/19/19		5/20/19		6/24/19		0		13		11		May						

		12		Show		012		2019/2020		Complaint		SIUC CAS		5/28/19		7/2/19		Prescription / Medication		Patient has requested advice re pain relief, she was originally prescribed Oramorph which was faxed to pharmacy, the pharmacy would not dispense on a fax script. Patient was advised she could collect a script at base, on arrival to base, she was refused the medication.		84967		Cossham PCC		Warne		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		Explanation provided that opioids are not recommended for chronic pain caused by fibromyalgia and there was intention on the GPs' part to appear patronising. Apology extended.		Not Upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		Yes		Prewett, Hogg, Turner, Singh		5/26/19		5/29/19		7/2/19		1		25		0		May						

		13		Show		013		2019/2020		Compliment/Thank you		SIUC F2F		5/29/19		5/29/19				Thank you call made by ptnt's husband who wanted to share his heartfelt thanks with the team and visiting clinician.				Patients home				Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No						Various						Whyte, Louise		5/28/19								0				May						

		14		Show		014		2019/2020		Complaint		SIUC CAS		5/28/19		6/7/19		Waiting Time		Mother called NHS 111 to cancel case as son had gone to sleep, didn't want to disturb him, and they had been waiting for a call back longer than they felt appropriate. 				Osprey Court		Withey		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Explanation provided about technical issues that resulted in a base relocation and consequent delay in the service. Assured NHS 11 had notified the service that she had been chasing and that she had cancelled the call back. Apology extended.		Upheld		Resolved by letter		No		Parent 		Verbal		Operational staff		Yes		No		Various		5/27/19		5/31/19		7/1/19		3		8		16		May						

		15		Show		015		2019/2020		Complaint		SIUC CAS/F2F		5/26/19		7/1/19		Clinical Care or Advice		Patient of 94, directed to OOH to get false eye put back in. After consultation. Told we couldn’t help and would need to attend Bristol Eye Hospital		83687		Locking Road PCC		Norwood		Frank Burge		frank.burge@nhs.net		Review with clinician(s) concerned		Explanation and apology extended - clinician could have undertaken further checks that would have identified this wasn't an urgent problem and could therefore wait until the right services were open to help. 		Upheld		Resolved by letter		No		Other		Email		Various		Yes		Yes		d'Mello, Sabine, Hart, Rosemarie		5/24/19		5/31/19		7/5/19		3		24		4		May						

		16		Show		016		2019/2020		Complaint		SIUC CAS		5/31/19		7/5/19		Clinical Care or Advice		Father contacted MP who contacted CCG CEO about a home visit being refused.		78272		Knowle PCC		Furlong		Frank Burge		frank.burge@nhs.net		Response letter written		Explained that it is BrisDoc's decision about whether a home visit is appropriate and not NHS 111. Use of the phrase complete bedrest had been interpreted by the CA that the ptnt was housebound when in fact this was not the case as follow up appointments had been booked and review of EMIS indicated advice had been given about ptnt not exerting herself. Acknowledged that ANP could have given a fuller explanation and looked to see if an earlier appointment could have been offered. Apologies extended for any "mixed messages". Response letter passed to the CCG.		Not Upheld		Resolved by letter		No		Parent 		Email		ANP		Yes		Yes		Howes, Andrew		5/6/19		5/31/19				0		25				May						

		17		Show		017		2019/2020		Informal Complaint		SIUC F2F		6/4/19		6/17/19		Clinical Care or Advice		Ptnt completed a PSQ and provided feedback that needed discussing with the consulting clinician. 		67826		Southmead PCC		Davies		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		This feedback came in via a PSQ. AW spoke to ptnt and then to GP who undertook the consultation. Examination and follow up instructions were discussed with learning.		Upheld		Resolved by letter		No		Patient		PSQ		GP		Yes		No		Gawron, Anna		4/13/19				7/9/19				9		16		June						

		18		Show		018		2019/2020		Compliment/Thank you		SIUC F2F		6/10/19		6/10/19				Base postcard thanked GP for being such a superb, caring, listening clinician. Couldn't speak highly enough of him.				Southmead PCC				Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No						GP		No		No		Denton, Peter		1/22/19								0				June						

		19		Show		019		2019/2020		Complaint		SIUC F2F		6/10/19		6/25/19		Clinical Care or Advice		Ptnt complained via email that the consulting GP didn't follow the advice he had been given by the advice GP and did not follow NICE guidelines.		84468		Cossham PCC		Willmott		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		NICE guidance hadn't been followed in this case. Learning will be taken into a clinical forum. Handover communication between consultations could have been more inclusive. Apology extended.		Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Waraich, Tahira		5/25/19		6/10/19		7/15/19		0		11		14		June						

		20		Show		020		2019/2020		Complaint		SIUC F2F		6/17/19		6/24/19		Prescription / Medication		Ptnt prescribed antibiotics for tonsillitis however when arrived at Pharmacy it was noted the duation was for 7 days not 10. Unhappy that had to pay for a second prescription to make up the full course.		91708		Southmead PCC		Kingdon		Anne Whitehouse		anne.whitehouse2@nhs.net		The clinical has had a meeting  with the investigator		The original duration of prescription was within guidelines. This has been brought to the attention of the pharmacist who suggested the course of antibiotics was too short. Number of tablets prescribed brought to the attention of the consulting clinician. Apology extended. Regret not able to reimburse cost of second prescription.		Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		No		Foley, Peter		6/15/19		6/18/19		7/22/19		1		5		20		June						

		21		Show		021		2019/2020		Complaint		SIUC CAS/F2F		6/19/19		7/18/19		Clinical Care or Advice		Daughter of patient complaining that her 87 yo father had multiple contacts within 5 days and urinary retention was not considered. Specificly complaing about the advice given by DG which was to drink plenty. Patient was admitted to hospital by own GP		86705		Patients home		Baker-Green		Ellie Warrington		0		Acknowledge receipt to a third party		Apology extended that DG had not adequately considered the possibility of urinary retention and focussed instead on the management of an infection. Consultation had been reviewed with the clinician and this example would be used, anonymously, for shared learning at a urology clinical forum planned for the autumn.		Upheld		Resolved by letter		No		Other		Letter		ECP		Yes		Yes		Godsall, Dean		5/25/19		6/19/19		7/24/19		0		21		4		June						

		22		Show		022		2019/2020		Compliment/Thank you		SIUC F2F		6/20/19		6/20/19				Mother of baby has sent email of thanks, she says she felt the doctor gave them the time, reassurance and advice they needed.		87939		Knowle PCC		Windo - Maya		Sarah Pearce		sarah.pearce3@nhs.net		Compliment shared with clinician								No				Email		GP		N/A		N/A		Ahmed, Koyes										0				June						

		23		Show		023		2019/2020		Complaint		SIUC CAS		6/21/19		7/19/19		System Processes		Complaint received in CKMP which included the involvement of IUC CAS who advised ambulance be called for the ptnt.		86599		Knowle PCC		Watkins		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		SN with KR identified lack of knowledge about recent pathways changes in the surgery, including cessation of GPSU and introduction of IUC.		Partially upheld		Resolved by letter		No		Other		Email		GP		Yes		Yes		Gutierrez, Felix		5/30/19		6/21/19		7/26/19		0		20		5		June						

		24		Show		024		2019/2020		Complaint		SIUC F2F		6/23/19		8/23/19		Communication		Family unhappy that the GP who arrived to verify their mother's death was not prepared to wait whilst they washed her body and showed no compassion and empathy. 		94141		Patients home		Kaur		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident will be widely shared via clincial forums and newsletters		Full explanation of the sequence of events given. Learning included management of non-verbal behaviours, tone and content of case records, missed opportunities for escalating the issues with this outstanding visit.		Upheld		Resolved by letter		No		Other		Verbal		GP		Yes		Yes		Ahmed, Faisal		6/22/19		6/25/19		7/29/19		1		44		-21		June						

		25		Show		025		2019/2020		Complaint		SIUC CAS		6/24/19		7/15/19		Waiting Time		Ptnt called NHS 111 to complain that he was not called until after midnight when he had originally rung at 4.30pm, had called 3 times and been assessed on 3 different occasions. 		93553		Knowle PCC		Seyedi		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Review with clinician(s) concerned		Regrettably there was a waiting time for which an apology was extended. However the true wait started in the evening after a pharmacist directed him back to NHS 111 to call a GP.		Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Dykes, Chris		6/20/19		6/24/19		7/29/19		0		15		10		June						

		26		Show		026		2019/2020		Complaint		SIUC CAS		6/24/19		7/16/19		System Processes		Ptnt called and spoke with a Team Manager. She'd understood she'd had an appointment arranged and whilst she had gone out a GP visited, left a card suggesting she call NHS 111 again. When she called back her original appointment was cancelled and another one scheduled which she attended.		91612		Cossham PCC		Evans		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD called ptnt and apologised for the inconvenience caused to her. Noted no harm arose. CN locked case but passed to consult and hold queue where RH picked it up and made the appt. JF then changed it back to a visit. LG followed up mistake made by JF. CD shared learning with GPs.		Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Naughton, Carol		6/15/19		6/24/19		7/29/19		0		16		9		June						

		27		Show		027		2019/2020		Complaint		SIUC CAS		6/24/19		7/18/19		Prescription / Medication		Ptnt  called NHS 111 to complain that she had been given a prescription for a branded medicine the chemist did not have in stock and that this could have been avoided of a generic drug had been prescribed.		94959		Cossham PCC		Chiffers		Anne Whitehouse		anne.whitehouse2@nhs.net		The clinical has had a meeting  with the investigator		Apology given that a generic prescription had not been provided which had caused inconvenience and delay in obaining medication. GP spoken to and had taken on learning from this complaint.		Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Gawron, Anna		6/23/19		6/24/19		7/29/19		0		18		7		June						

		28		Show		028		2019/2020		Compliment/Thank you		SIUC F2F		5/31/19		5/31/19				Card of thanks for Cossham staff. Patient wished to thank all staff for hard work and dedication.				Cossham PCC		Pegler		Sarah Pearce		sarah.pearce3@nhs.net		Compliment shared with clinician								No		Patient		Letter		Various		N/A		N/A		All staff		9/8/19								0				May						

		29		Show		029		2019/2020		Complaint		SIUC F2F		7/3/19		7/10/19		System Processes		Patient has complained that the GP disagreed that they should attend ED and offered an appointment at Knowle PCC. Pt had no way of getting to Knowle and was refused a taxi. Pt said that in the past, they had been offered a taxi.		96487		Knowle PCC		Carr		Sarah Pearce		sarah.pearce3@nhs.net		Verbal response shared with complainant		None		Not Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		All staff		6/29/19		7/3/19		8/8/19		0		5		21		July						

		30		Show		030		2019/2020		Complaint		SIUC CAS		7/5/19		7/26/19		Staff Attitude		Ptnt complained via NHS 111 that she was told clinicians were sent to visit elderly ptnts only when she asked for a visit.		69629		Knowle PCC		Tichbon		Ellie Warrington		0		Response letter written		GG could have sought the advice of the CC given ptnt was on crutches so acutely housebound. However admission via SWAST had been the appropriate course of action.		Not Upheld		Resolved by letter		No		Patient		Verbal		ANP		Yes		Yes		Gourlay, Gail		4/19/19				8/2/19				15		5		July						

		31		Show		031		2019/2020		Compliment/Thank you		SIUC CAS/F2F		7/11/19		7/12/19				Pt emailed to express thanks to the entire service, from the 111 call to home visit. Patient expressed he is a carer for his wife, therfore to leave the house would have been impossible. He stated that both clinicians were bright, courteous, thorough and reasurring.		99101		Patients home		Brittain		Sarah Pearce		sarah.pearce3@nhs.net		Compliment shared with clinician								No		Patient		Email		GP		N/A		N/A												1				July						

		32		Show		032		2019/2020		Complaint		SIUC F2F		7/15/19		7/22/19		Communication		Ptnt called to complain that she didn't appreciate being advised about weight loss when she came in to be seen about an insect bite on her leg that was becoming cellulitic.		11446		Knowle PCC		Bendall		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD spoke with ptnt and extended apology from the consulting GP. Ptnt recognised that GPs need to give self care advice but it was agreed in this situation it had been unhelpful.		Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		N/A		Todd, Laura		7/14/19		7/15/19		8/19/19		0		5		20		July						

		33		Show		033		2019/2020		Complaint		SIUC F2F		7/17/19		7/31/19		Staff Attitude		Patient felt the clinician who saw her was rude, dismissive and in a very bad mood. The clinician did not give her name or job title which worried the patient. The patient has learning disabilities and finds it difficult to be rushed, she says the clinician did not respect this and did not seem to listen or take on board how the patient said she was feeling. The patient has requested a telephone response.		96945		Clevedon PCC		Rawlings		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD spoke with ptnt and extended apology from the consulting GP. GP acknowledged she had not given the ptnt's psychological needs the attention required when focussing on her physiological needs and treatment.		Upheld		Resolved by telephone/in person		No		Patient		PSQ		GP		Yes		Yes		Neagu, Dominita		6/30/19		7/17/19		9/30/19		0		10		42		July						

		34		Show		034		2019/2020		Complaint		SIUC CAS		7/22/19		7/29/19		System Processes		Ptnt complained via 111 that he didn't receive a call back. Also wanted to know why each time he calls he has to go through the same assessment process. Ptnt has become a frequent caller since Sirona withdrew OOHs visits due to his behaviour and calling them for non-nursing problems.		12890		Knowle PCC		Holpin		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Failed contact protocol applied appropriately and 4 call backs  had been made.		Not Upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		Yes		various		7/20/19		7/29/19		8/26/19		5		5		19		July						

		35		Show		035		2019/2020		Complaint		SIUC CAS		7/25/19		8/7/19		Clinical Care or Advice		Mother complaining to NHSE that her son wasn't given adequate analgesia support following discharge after foot surgery.		73421		Southmead PCC		Clark		Chris Dykes		christopherdykes@nhs.net		The learning from this incident has been shared with the clinician		MB reminded to check previous consultations for other phone numbers.		Partially upheld		Resolved by letter		No		Parent 		Email		GP		Yes		Yes		Reehal, Tom 		4/25/19				8/30/19				9		16		July						

		36		Show		036		2019/2020		Compliment/Thank you		SIUC CAS/F2F		7/26/19		7/26/19				Email of thanks sent to Severnside inbox.		14654		Knowle PCC		Markham		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No								No		No		Audain, Rob		7/24/19								0				July						

		37		Show		037		2019/2020		Complaint		SIUC CAS		8/6/19		9/4/19		Communication		Ptnt called NHS 111 to complain that having been told she would see a doctor within 6 hrs she was then refused a visit because she wasn't housebound as evidenced from understanding she had just been on holiday. Upset clinician considered her going to her father's funeral in Texas a holiday.		17269		Osprey Court		Cook		Frank Burge		frank.burge@nhs.net		The learning from this incident has been shared with the clinician		Decision not to offer a home was appropriate based on reviewing th voice recording and case record. AA could have explored further issues pertaining to the allocation of visits however it was noted ptnt and her husband had agreed with the decision noting they could call back as necessary. Ptnt called to say she was unhappy with response because she doesn't have a husband but a male carer and challenged accuracy of some of the response. FB called her 10.9.19 and resolved her issues over the phone.		Not Upheld		Resolved by letter		No		Patient		Verbal		ANP		Yes		Yes		Andow, Abigail		8/3/19		8/6/19		9/10/19		0		20		4		August						

		38		Show		038		2019/2020		Complaint		SIUC CAS		8/7/19		8/30/19		Waiting Time		Ptnt's son called NHS 111 to chase a call back and commented that he wanted to complain because the delay was unsatisfactory and wanted no-one else to experience this.		18413		Knowle PCC		Hawkins		Lucy Grinnell		lucy.grinnell@brisdoc.org		The learning from this incident has been shared with the clinician		Need to ensure clinicians use all avnues of information before closing a case as a failed contact. Call handlers to be reminded about including all information they gather during comfort and chasing calls in Adastra.		Upheld		Resolved by letter		No		Other		Verbal		Various		Yes		Yes		Akhter, Syed,  Call Handlers		8/4/19		8/8/19		9/11/19		1		16		8		August						

		39		Show		039		2019/2020		Compliment/Thank you		SIUC F2F		8/12/19		8/12/19				Ptnt emailed to express their gratitude to KH		19387		Cossham PCC		Mather		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician																				Holmes, Kathryn		8/9/19								0				August						

		40		Show		040		2019/2020		Complaint		SIUC CAS		8/15/19		9/17/19		Care Processes		Ptnt's daughter complained via NHS 111 that she had to twice chase a call back when she expected to wait 2hrs and that her mother wasn't visited when she had been told a visit was indicated.		20488				Wardle		Frank Burge		frank.burge@nhs.net		The learning from this incident has been shared with the clinician		Given ptnt's age agreed it could have been beneficial to have undertaken a comprehensive assessment even though it was unlikely to have changed the treatment plan.		Upheld		Resolved by letter		No		Other		Email		ANP		Yes		Yes		Woodham, Elta		8/11/19		8/15/19		9/19/19		0		22		2		August						

		41		Show		041		2019/2020		Complaint		SIUC F2F		8/23/19		9/25/19		Care Processes		Letter of complaint from Ptnt's Grandson, outlining flawes in Ptnt EOLC.		20108 + multiple others		Patients home		Whitton		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned				Upheld		Resolved by letter		No		Other		Letter		Various		Yes		Yes		Various		8/11/19		8/23/19		9/26/19		0		22		1		August						

		42		Show		042		2019/2020		Compliment/Thank you		SIUC F2F		8/24/19		8/27/19				Ptnt emailed enquiries to say MB was an incredible and amazing doctor.		23445		Locking Road PCC		Clarke				traci.clutterbuck@nhs.net		Compliment shared with clinician								No												Bassanino, Mauro		8/23/19								0				August						

		43		Show		043		2019/2020		Complaint		SIUC CAS		8/28/19		10/2/19		Clinical Care or Advice		Ptnt's mother called NHS 111 to raise complaint about a GP making insinuations about her child care capabilities and suggesting a Health Visitor review might be helpful.		23470		Knowle PCC		Duncan		Kathy Ryan		kathy.ryan@nhs.net		Review with clinician(s) concerned		the contents of AW's consolation/questions were appropriate however it was acknowledged a compassionate connection with the mother had not been achieved.		Upheld		Resolved by letter		No		Parent 		Verbal		GP		Yes		Yes		Whitehouse, Anne		8/23/19		8/28/19		10/2/19		0		25		0		August						

		44		Show		044		2019/2020		Complaint		SIUC CAS		9/2/19		9/9/19		Care Processes		Ptnt's friend called NHS 111 to complain that an ambulance was sent to take RB to ED because he had intentionally taken an overdose of ibuprofen after he had decided he didn't want an ambulance.		24135		Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Information this was an intentional overdose was clearly communicated. Appropriate duty of care actions taken. 		Not Upheld		Resolved by letter		No		Other		Verbal		GP		Yes		Yes		Sandeson, Victoria		8/24/19				10/7/19				5		20		September						

		45		Show		045		2019/2020		Complaint		SIUC CAS		9/11/19		10/7/19		Clinical Care or Advice		Ptnt compained via NHS 111 about 2 consultations that occurred on the same day. She would preferred to have been seen rather than given a diagnosis over the telephone, was concerned a clinician seemed more interested in the name of the person with her when she made her call, and that she received a call back even though she had asked for it to be cancelled.		29941, 30029				Carter		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Voice recordings evidenced clinicians had sought to help ptnt however she terminated the calls.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Howes, Andrew Godsall, Dean Kenny-Levick, Will		9/10/19		9/13/19		10/15/19		2		18		6		September						

		46		Show		046		2019/2020		Complaint		SIUC F2F		9/12/19		10/17/19		Communication		Ptnt complained via CCG about the comments made by a visiting GP about her taking the offer of a taxi to a base appointment as offered by the advice clinician. Ptnt made contact after receiving response saying she still wasn't happy she hadn't been offered a home visit. KR called her, reinforced the HV policy criteria acknowledging each decision is made based on the ptnt's current condition, and summarised discussion in letter.		26743		Patients home		Jackson		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		Apology extended for waiting time. Home visiting policy explained and apology from GP with respect to his comments which were relevant in the context of the policy.		Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Griffiths, Edward		8/31/19		9/13/19		10/16/19		1		25		-3		September						

		47		Show		047		2019/2020		Complaint		SIUC CAS		9/10/19		9/17/19		Waiting Time		Ptnt contacted NHS 111 to complain about HA and delay in being called back by IUC.		21136		Knowle PCC		Bullock		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		LG provided information to go in response from 111. Delay was real and apology extended.		Upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		No		Various		8/14/19		9/10/19				0		5				September						

		48		Show		048		2019/2020		Complaint		SIUC F2F		9/17/19		10/21/19		Clinical Care or Advice		Ptnt emailed to complain about WIC and IUC consultations about the management of a knee injury for which there is still no diagnosis (although MRI at BRI was undertaken 17.9.19) and that her own GP in Oxfordshire has no record of her consultations.		11997, 16399		Knowle PCC		Hawthorne-Williams		Frank Burge		frank.burge@nhs.net		Review with clinician(s) concerned		Explanation provided about the thoroughness of the examination in relation to her symptoms and the findings. Acknowledged IUC could have suggested alternative services. Noted need to ensure case records are given to ptnts to pass to their own GP when they are not registered in BNSSG.		Partially upheld		Resolved by letter		No		Patient		Email		ANP/ECP		Yes		N/A		Godsall, Dean Lamb, Sue		7/15/19		9/17/19		10/22/19		0		24		1		September						

		49		Show		049		2019/2020		Complaint		SIUC NHS 111		9/25/19		10/9/19		Waiting Time		Patient reported initial delay from NHS11 to ambulance call back, then 6 hour wait for urgent callback from OOH GP		31913		Nicholson House		Paul		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		high workload caused delay in call back. Ptnt then not responding and failed call back policy was implemented apporpriately.		Upheld		Resolved by letter		No		Patient		Email		Various						Various		9/15/19								10				September						

		50		Show		050		2019/2020		Compliment/Thank you		SIUC CAS		9/27/19		9/27/19				Email received to thank the GP for such a prompt diagnosis and care		32406		Knowle PCC		Daniel Burns		Anne Whitehouse		anne.whitehouse2@nhs.net																GP								9/17/19								0				September						

		51		Show		051		2019/2020		Complaint		SIUC F2F		10/8/19		11/1/19		Clinical Care or Advice		Patients mother felt belitted by the GP who was refusing to provide a prescirption and said they were only intended to be given to patients who were really struggling with money. Also that GP did not advise that patients condition was contagious and that all other children in the house would need treating. The GP did not prescribe a follow up dose of medication which later needed to be prescribed.		37832		Cossham PCC		Haider		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		Explanation (with leaflet) provided about self care options for threadworm. Apology extended that felt belittled - this had not been the clinician's intention.		Partially upheld		Resolved by letter		No		Parent 		Verbal		GP				N/A		Peris, Mirhi 		10/5/19		10/8/19		11/12/19		0		18		7		October						

		52		Show		052		2019/2020		Informal Complaint		SIUC F2F		10/10/19		10/15/19		Clinical Care or Advice		Ptnt called to provide some feedback to the clinician who saw her on 5.10.19 to the effect that she felt a more comprehensive examination  i.e. of her abdomen and notice of her vital signs, would have prevented the delay in her admission and diagnosis of a PE which occurred when she returned later that day to be seen again. She considered the initial consulting GP to be "slapdash".		37655		Cossham PCC		Grigg		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		CD discussed with ptnt and GP. Ptnt happy to close complaint ver the phone. GP reflected on consultation an extended apology.		Upheld		Resolved by telephone/in person		No		Patient		verbal		GP		yes		N/A		Nehrig, Katharina		10/5/19		10/10/19		11/14/19		0		3		22		October						

		53		Show		053		2019/2020		Compliment/Thank you		SIUC F2F		10/10/19		10/10/19		Clinical Care or Advice		Whilst making the above feedback ptnt has also expressed thanks to the GP who did her second consultation who she felt was "really good, on the ball, reassuring, friendly and understanding".		37823		Cossham PCC		Grigg		Chris Dykes		christopherdykes@nhs.net										No		Patient		Email		GP		Yes				Rohrbeck, Jens 		10/5/19								0				October						

		54		Show		054		2019/2020		Informal Complaint		SIUC F2F		10/11/19		10/11/19		Staff Attitude		Ptnt's daughter complained Host said she was interupting her telephone call when she asked for help as her mother was choking, and that the clinciain they saw spoke to her "right in her face" and asked if she had  been drinking. Daughter was threatened with the police and made to wait outside. It was a very unpleasant experience.		39677		Knowle PCC		Liddle		Frank Burge		frank.burge@nhs.net		The clinical has had a meeting  with the investigator		Complainant did not want a response to her complaint and was content that we share her concerns with the staff involved.				Resolved by telephone/in person		No		Other		Verbal		Various		Yes		No		Buck, Lisa Host		10/9/19		10/11/19		11/15/19		0		0		25		October						

		55		Show		055		2019/2020		Complaint		SIUC CAS		10/11/19		11/20/19		Staff Attitude		Ptnt complained via NHS 111 that the clinician was patronising regarding his current symptoms and did not take into account he did not feel they were not to his ongoing anxiety problems.		39830		Knowle PCC		Plenty		Frank Burge		frank.burge@nhs.net		The clinical has had a meeting  with the investigator		Explanation provided and apology extended if came across as patronising - it was not the intention. Assured full consideration had been given to ptnt's mental health problems and this was clear from the records.		Partially upheld		Resolved by letter		No		patient		Email		ANP		Yes		Yes		Keely, Trish		10/10/19		10/11/19		11/15/19		0		28		-5		October						

		56		Show		056		2019/2020		Compliment/Thank you		SIUC F2F		10/22/19		10/22/19		Care Processes		Pt's mother emailed to thank OH for trusting her instinct in considerering an unusual diagnosis and refering on to the childrens hospital		43596		Cossham PCC		Cleugh				traci.clutterbuck@nhs.net		Compliment shared with clinician														ANP								10/20/19								0				October						

		57		Show		057		2019/2020		Complaint		SIUC CAS		10/23/19		11/28/19		Clinical Care or Advice		Ptnt complained via NHS 111 that he was unhappy with his telephone consultation during which he was given a prescription for analgesia and not offered an appointment. He subsequently developed an abscess.		32570		Knowle PCC		Hoyles		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident has been shared with the clinician		AW discussed this complaint with both the ST3 and her ooh supervisor.  Learning concerning professional line call triage has been shared and both clinician have reflected on this		Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Dr Talbott		9/18/19		10/23/19		11/27/19		0		26		-3		October						

		58		Show		058		2019/2020		Compliment/Thank you		SIUC F2F		10/25/19		10/25/19		Clinical Care or Advice		Thank you email sent via NBT to PM for his hugely professional, caring and extremely competent and professional investigation and initial treatment.		43670		Cossham PCC		Dawe		Chris Dykes		christopherdykes@nhs.net		Compliment shared with clinician								No		Patient		Email		GP		No		No		Mandalian, Poitr		10/20/19								0				October						

		59		Show		059		2019/2020		Compliment/Thank you		SIUC CAS		11/5/19		11/6/19		Communication		Patient is a frequent caller and would like to share his thanks to all the IUC clinicians for helping him		various		Patients home		Johnson		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		Various		No		No		Leeks, Kath		10/22/19								1				November						

		60		Show		060		2019/2020		Compliment/Thank you		SIUC CAS/F2F		11/8/19		11/12/19		Clinical Care or Advice		Patient shared that her experience from initial telephone call through to being diiagnosed and admitted were excellent, she would like her email shared with all concerned with her care				Clevedon PCC		Copeland		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		Various		Yes		No		Waters, Kathryn										2				November						

		61		Show		061		2019/2020		Complaint		SIUC F2F		11/14/19		12/16/19		Clinical Care or Advice		The patient's complaint is about the OOH GP who examined her - the GP said that she had pulled a muscle, which would take c4-6 weeks to heal and she was prescribed codeine to manage the pain in the meantime. She struggled on with the symptoms and went back to her own GP in September, who referred her for an MRI scan. The MRI scan confirmed that she does have a slipped disc and she has now been referred to a spinal specialist for surgery. Patient feels that the symptoms she has experienced could have been avoided had she not been told that she had just pulled a muscle.
She feels that she has experienced 8 months of symptoms unnecessarily.
		57056		Cossham PCC		Robinson		Anne Whitehouse		anne.whitehouse2@nhs.net		The clinical has had a meeting  with the investigator		There was no documented evidence in either 111 or OOH records that the ptnt complained of back pain - only leg pain and examination suported this. Suggested GP could have been more explicit in his advice to be seen again symptoms weren't improving. Explanation provided.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP/ECP		Yes		No		Obiagwu, Obi		3/13/19		11/14/19		12/19/19		0		22		3		November						

		62		Show		062		2019/2020		Complaint		SIUC F2F		11/14/19		12/5/19		Communication		Father phoned to complain about the manner in which the consulting GP came across to his daughter, commenting that his daughter's records weren't checked properly which would have helped manage the communication in the context of her mental health problems.		51736		Cossham PCC		Brice		Chris Dykes		christopherdykes@nhs.net		The clinical has had a meeting  with the investigator		CD spoke to complainant who wishes to have a response letter directly from the consulting clinician. Learning re purple dots on maternit records will be shared via clinicians newsletter. Apology extended.		Upheld		Resolved by letter		No		Parent 		Verbal		GP		Yes		N/A		Nehrig, Katharina		11/13/19		11/14/19		12/19/19		0		15		10		November						

		63		Show		063		2019/2020		Complaint		SIUC CAS		11/19/19		11/21/19		Communication		Ptnt complained about two consultations via NHS 111 that he was called a liar by the OOHs clinician Clare and that he was unhappy with what the nurse said and that she was unwilling to help with respect to his insulin.		53507, 53456		Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Voice recordings listened to. Usual situation of 3-way conversation between clinician, patient's partner and patient who refuses to speak to the clinician. No evidence of the allegations made on the VR and attempts of the clinicians to be clear in their explanations/information and helpful was evident.		Not Upheld		Resolved by letter		No		Patient		Verbal		ANP/ECP		Yes		Yes		Warbis, Buck		11/17/19		11/21/19		12/24/19		2		2		23		November						

		64		Show		064		2019/2020		Complaint		SIUC CAS		11/19/19		12/10/19		Waiting Time		Son complained via NHS 111 about the time he was having to wait for a call back. He had to chase three times and understood that NHS 111 had organised a home visit.		53190		Osprey Court		Ball		Lucy Grinnell		lucy.grinnell@brisdoc.org		The learning from this incident has been shared with the clinician		NHS111 to explain to patients/carers that they are unable to arrange home visits and how long the patient may need to wait for an initial call back from the out of hours clinical team prior to a visit being agreed		Partially upheld		Resolved by letter		No		Other		Verbal		Various		Yes		Yes		Ops Team		11/17/19		11/20/19		12/20/19		1		15		8		November						

		65		Show		065		2019/2020		Complaint		SIUC CAS		11/21/19		11/26/19		System Processes		Joint complaint with NHS 111. Ptnt unhappy to have come home and found door smashed down by police. She understood nothing would happen as a result of her call to NHS 111 and that she would be speaking with her own doctor in the week. Pathways assessment included info about being suicidal, safeguarding risk so after 4 failed attempts to get hold of her GP and CC decided to ask police to do a welfare check. Ptnt came home to find the police in her house.		43161		Osprey Court		Clark-Ward		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Appropriate action had been taken to ensure the ptnt was safe having not been able to get through to her on the phone. Acknowledged information given to 111 that she was planning to go out had not been passed onto the GP and apology extended. Joint response sent from CareUK.		Partially upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Kirkland, 		10/19/19		11/21/19		12/26/19		0		3		20		November						

		66		Show		066		2019/2020		Compliment/Thank you		SIUC CAS		11/9/19		11/22/19				Message via Twitter. "The Brisdoc professional line is such a great resource. Called about a patient who is on pregabalin daily and doesn’t have a Rx for tomorrow. They called back immediately and sorted one; sent electronically."				Nicholson House				Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP								11/9/19								9				November						

		67		Show		067		2019/2020		Compliment/Thank you		SIUC F2F		11/26/19		11/28/19		Clinical Care or Advice		Just wanted to say how amazing he was. I was extremely poorly and on his advice and a written letter from him was referred to Southmead Hospital. On arrival at the hospital they did numerous tests and said not only did I have acute Cholecystitis but I also had pancreatitis too. I was in agony but Baz took the time to listen to me and explain my situation 		46821		Knowle PCC		Milsom		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No						GP		Yes				Bassanino, Mauro		10/29/19		11/26/19				0		2				November						

		68		Show		068		2019/2020		Complaint		SIUC F2F		11/29/19		1/9/20		Communication		Unhappy with the wait (left to go to BCH A&E) unhappy with communication and unhappy that clinicians left the building when there were patients in the waiting room		45949		Southmead PCC		Malik		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Partially upheld		Resolved by letter		No		Parent 		Email		Various		Yes		No		reception team		10/27/19		12/3/19		1/8/20		2		26		-3		November						

		69		Show		069		2019/2020		Complaint		SIUC CAS		11/29/19		12/10/19		Records Management		OGP EMIS record did not have a copy of the PEM when patient called for advice on 29/11/2019		56974		Cossham PCC		Patel		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		Operational staff		Yes		No		PEM process at patient surgery		11/29/19		12/3/19		1/8/20		2		7		18		November						

		70		Show		070		2019/2020		Complaint		SIUC CAS		11/25/19		12/4/19		Clinical Care or Advice		Ptnt's partner called 111 to complain OOH was not listening to the patient and not helpful.		54539		Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		No evidence from voice recording to substantiate the conerns raised. Explanation provided. Also stressed that three way convesations when the pnt is capable of speaking are not helpful to either party.		Not Upheld		Resolved by letter		No		Other		Verbal		GP		Yes		Yes		Hart, Rosemarie		11/22/19		12/4/19		12/30/19		7		7		16		November						

		71		Show		071		2019/2020		Complaint		SIUC F2F		12/17/19		1/9/20		Clinical Care or Advice		Mr M's daughther A, feels that her father should have been admitted to hospital on 2 occasions when the nursing home called OOH.  A has made a complaint to her fathers ogp about a number of matters, and has including a complaint against BrisDoc clinicans as part of this.  Please email our response to the surgery and they will share a joint response with A.		27402 & 54573		Patients home		Manning		Chris Dykes		christopherdykes@nhs.net		Response letter written				Not Upheld		Unresolved		No		Other		Email		GP/ECP		Yes		Yes		Whitmore/Murrell		11/22/19		12/17/19		1/9/20		0		14		0		December								Mrs M is unhappy with both responses, a f2f meeting was arranged which Mrs M cancelled on the day of the meeting.  MRs M has declined the offer of another date and as she would like to refer this complaint to the PHO

		72		Show		072		2019/2020		Complaint		AGPT		12/20/19		1/16/20		Clinical Care or Advice		Ptnt complained via NHSE that an AGPT doctor stopped her antibiotics. NHSE sent complaint to NBT who passed it onto PD.		19268		AGPT		Iles		Paul davies		paul.davies2@nbt.nhs.uk		Response letter written		Review of call, records and clinical guidance suggested the advised management had been appropriate.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		No		Davies, Paul		8/9/19				1/16/20				16		0		December						

		73		Show		073		2019/2020		Compliment/Thank you		SIUC F2F		12/24/19		12/24/19		Clinical Care or Advice		I would just like to express my thanks and appreciation to
Tracey, who answered my 111 call, and to the medical response team, that she
arranged, for their very kind and professional attention		60109		Patients home		Korn		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician														Various		Yes						12/7/19		12/7/19		12/24/19		0		0		0		December						

		74		Show		074		2019/2020		Complaint		SIUC CAS		12/24/19		12/24/19		Waiting Time		Feedback from an unknown service user.  I phoned 111 on Sunday evening about 5pm, 15th December as I was in considerable pain and being sick, I gave them all the information I live on my own, etc, I then waited, 2 hours later no one had called me, I phoned again and was told
it would be about 2hrs before anyone did. I took further pain killers and just lay on the sofa in dreadful pain all evening. I finally went to bed about 11pm. The phone rang about 2.20am but I could not answer it as my phone upstairs does not permit incoming calls and I had forgotten to take the downstairs phone up with me. They phoned again about half an hour or so later, but once again could not answer it. I ended up calling my doctor first thing and managed to get an appointment, It looks as though I have some form of stones, which I had many years ago. What concerns me is I stated I live along, yet no one bothered to phone to see if I was even alive.						Unknown		Traci Clutterbuck		traci.clutterbuck@nhs.net						Not Upheld				No		Patient		Email		Various		No		No		it is a complaint about the service the  patient received, unfortunately with no demographic detail available we are unable to investigate or contact the patient		12/15/19		12/24/19		12/24/19		0		0		0		December						

		75		Show		075		2019/2020		Compliment/Thank you		SIUC F2F		12/27/19		12/27/19		Clinical Care or Advice		Dr SL. She was so lovely and
understanding for the reason I was there. She made me laugh and was chatty.
When doctors are nice it goes a long way and she spoke me through my medication and helped me loads.So thank you and I hope you have a wonderful Christmas.		64278		Cossham PCC		Knight		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		ANP		Yes		No		Lamb, Sue		12/17/19		12/27/19		11/27/19		0		0		-22		December						

		76		Show		076		2019/2020		Complaint		SIUC F2F		1/6/20		2/7/20		Clinical Care or Advice		patients mother is unhappy because when mum said she was breast feeding but topping up with formula, Dr B kept referring to her as feeding the baby modified cows milk, it must be inconvenient to bottle feed, likely to be the issue – Mum found this very pressurising that she was doing the wrong thing when she didn’t have a choice, she said it felt like the clinician had very strong views on bottle feeding babies but this wasn’t appropriate to bring to work.		65049		Cossham PCC		Somerrobbins		Anne Whitehouse		anne.whitehouse2@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Parent 		Verbal		GP/ECP		Yes		No		Babor, Emmy		12/21/19		1/6/20		2/7/20		0		24		0		January		Possible		Negligible		3

		77		Show		077		2019/2020		Complaint		SIUC CAS		1/7/20		2/5/20		Waiting Time		 Patient is unhappy as states she did not receive a call back from the CAS team and wants to know why it has taken so long.		73555		Nicholson House		Damodred		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Operational		1/5/20		1/9/20		2/7/20		2		21		2		January		Likely		Negligible		4

		78		Show		078		2019/2020		Complaint		SIUC F2F		1/9/20		2/20/20		Staff Attitude		EOL patient, family feel that both the Dr and the nurse who attended the family home should and could have acted more compasionately 		52183 & 52235		Patients home		Stone		Kathy Ryan		kathy.ryan@nhs.net		Response letter written				Partially upheld		Resolved by letter		No		Carer		Email		GP/ANP		Yes		Yes		Yee, Sandra 		11/15/19		1/9/20		2/8/20		0		30		-10		January		Unlikely		Negligible		2

		79		Show		079		2019/2020		Complaint		SIUC CAS		1/10/20		2/5/20		Waiting Time		Patient called 111 as need to discuss changing his antibiotic. He called back after 12 hours as no contact but was still listed for a call back. He was in such severe pain that he attended A&E. A call was made to 111 at 03:49 to chase the call back to sort the patients medication but as they were at A&E already the CA closed the case. A further call was made at 05:14 but as the case was closed they had to go through the whole process again.		73182 & 72781		Nicholson House		Hudd		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written						Resolved by letter		No		Patient		Email		Operational staff		Yes		Yes		Operational		1/4/20		1/10/20		2/9/20		0		18		2		January		Possible		Negligible		3

		80		Show		080		2019/2020		Complaint		SIUC CAS		1/24/20		1/24/20		Clinical Care or Advice		Ptnt's partner called NHS 111 to complain that a clinician made a cancer diagnosis over the phone.		79167		Locking Road PCC		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Voice recording review evidenced no cancer diagnosis had been made over the phone.		Not Upheld		Resolved by letter		No		Carer		Verbal		GP		Yes		Yes		Rohrbeck, Jens 		1/22/20		1/24/20		2/28/20		0		0		25		January		Rare		Negligible		1

		81		Show		081		2019/2020		Complaint		SIUC CAS		1/30/20		2/25/20		Prescription / Medication		Complaint rec from patients mother, consent requested, unhappy with the length of time she had to wait for a prescription for her son		81181		Knowle PCC		Beeney				natalie.rayn3@nhs.net		Response letter written		Learning for the host has been to check our equipment for faults, process now in place		Upheld		Resolved by letter		no		Parent 		Verbal		Various		Yes		Yes		Operational		1/27/20		1/30/20		3/3/20		0		18		5		January		Rare		Negligible		1

		82		Show		082		2019/2020		Complaint		SIUC CAS		2/3/20		3/4/20		Waiting Time		Patients partner called 111 they were expecting an ambulance, they received a further telephone call telling them that the ambulance would not be coming and they should expect a telephone call from the OOH GP within 2 hours.  He has written to complaint about the service as he never received a call back.  3rd party consent req		83404		Nicholson House		Springer		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Shift Manager to ensure that patients receive a comfort call whenever necessary		Upheld		Resolved by letter		No		Carer		Email		Various		Yes		No		Operational		2/2/20		2/4/20		3/6/20		1		22		2		February		Possible		Negligible		3

		83		Show		083		2019/2020		Compliment/Thank you		SIUC F2F		2/3/20		2/4/20		Clinical Care or Advice		Rather than the extra mile Dr Tara went the extra 10 miles. Receptionist for Severnside was scottish on the phone for 40mins to Cossham Hospital.  The Receptionist at Cossham was so lovely, really nice, so caring. She helped out with a taxi.  General feedback - like if you bought some a stick of rock from the seaside i'd have care visable, caring through and through.....more than the best, more than they needed to be.  Dr Tara leg ?DVT		waiting for further info		Cossham PCC		waiting for info		Traci Clutterbuck		traci.clutterbuck@nhs.net										No		Patient		Email		Various		No		No		Various - waiting for further information				2/4/20				1		1				February						

		84		Show		084		2019/2020		Complaint		SIUC CAS		2/6/20		2/27/20		Waiting Time		Dr C was unhappy with the length of time she waited for a telephone call - due to the length of wait local pharmacies were closed and she had to travel a distance to obtain antibiotics		80498 &80869		Nicholson House		Waller		Lucy Grinnell		natalie.rayn3@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Operational		1/26/20		2/6/20		3/10/20		0		15		8		February		Likely		Negligible		4

		85		Show		085		2019/2020		Compliment/Thank you		SIUC F2F		2/25/20		2/25/20		Clinical Care or Advice		Have just had an emergency appointment for which I was very grateful.
Put at ease by the Dr who saw me given thorough check not rushed thank you
		89917		Southmead PCC		Wride		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								no		Patient		Email		GP		Yes		No				2/21/20		2/25/20		2/25/20		0		0		0		February		Rare		Negligible		1

		86		Show		086		2019/2020		Informal Complaint		SIUC F2F		2/28/20		3/11/20		Clinical Care or Advice		?UTI, GP did not exam child when mum suggested she may have thrush and MSU was  said to be incorrectly labelled and therefore the childs correct antibiotic prescription was delayed		90135		Southmead PCC		Spratt		Chris Dykes		christopherdykes@nhs.net		The learning from this incident has been shared with the clinician		The clinician will double check that all samples are labelled correctly and an article will be published in the clicical newsletter to remind all staff of the correct labelling procedure		Upheld		Resolved by telephone/in person		No		Parent 		Email		GP		Yes		N/A		Gawron, Anna		2/22/20		2/28/20		4/1/20		0		8		15		February		Possible		Negligible		3

		87		Show		087		2019/2020		Compliment/Thank you		SIUC F2F		2/28/20		2/28/20		Clinical Care or Advice		Patient's daughter called to ask that Dr O be given her mother's (BD) feedback about his consultation with her. She attended Cossham having had a fall and with a bad chest. BD felt as is if "she'd had a good MOT" and would have liked to have taken him home. She felt sorted out and that he did a grand job. They are very grateful and consider him a credit to SIUC. 		90226		Cossham PCC		Dring		Chris Dykes		christopherdykes@nhs.net		Compliment shared with clinician								No		Other		Verbal		GP		No		No		Obiagwu, Obi		2/22/20		2/28/20				0		0				February		Rare		Negligible		1

		88		Show		088		2019/2020		Complaint		SIUC CAS		3/6/20		3/19/20		Care Processes		Patient is unhappy that we are unable to arrange for the delivery of medication when a person is too unwell to go to the pharmacy and collect it themselves. Response sent directly to patient, no information shared with a 3rd party		92837		Patients home		Hatfield		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		GP		Yes				Gap in service - BrisDoc not contracted to provide service		2/29/20		3/6/20		4/10/20		0		9		15		March		Rare		Negligible		1

		89		Show		089		2019/2020		Complaint		SIUC CAS		3/18/20		3/19/20		Clinical Care or Advice		Patients mum was unhappy with the consultation and advice given by the face to face clinician		98573		Nicholson House		Ross		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident has been shared with the clinician		AW will meet with JR to listen to this call and pick up on the learning points		Upheld		Resolved by telephone/in person		No		Parent 		Email		GP		Yes		Yes		Rohrbeck, Jens 		3/15/20		3/18/20		6/6/20		0		1		52		March		Unlikely		Negligible		2

		90		Show		090		2019/2020		Complaint		SIUC F2F		3/18/20				Communication		3rd party consent given.  Pt's mum (nurse in NHS 25+ years)  very unhappy with the manner of the clinician, she said she had never been spoken to in that manner.  Mum also asked for COVID 19 testing for her son and herself (she has just finished chemo)  She says that her own GP felt that they should have been tested too.  I have spoken to mum and offered our sincere apologies, i've explained that we will arrange a 1-1 discussion this with the clinician concerned and FB will call mum back to share our investigation with her at some point in the future - I suggested with 80 days. 		99185		Cossham PCC		Bone		Frank Burge		frank.burge@nhs.net						Upheld				No		Parent 		Verbal		ANP/ECP		Yes		Yes		McCarthy Watson, Helen		3/17/20		3/18/20		6/6/20		0						March		Unlikely		Negligible		2

		91		Show		091		2019/2020		Compliment/Thank you		SIUC F2F		3/19/20		3/19/20				Dr LW emailed sessions to pass on her thanks to MS who couldn't have been more helpful to her, being a step ahead with anticipating her needs.				Locking Road PCC				Lucy Grinnell		0		Compliment shared with clinician		Email shared with the Team Managers for apssing onto MS.						No												Speller, Matt		3/16/20								0				March						

		92		Show		092		2019/2020		Compliment/Thank you		SIUC F2F		3/24/20		3/24/20				Thank You to: the Team who called me back and assessed me over the phone and invited me to attend an appointment;
the Man at reception who met me at door and showed me to the room;
The dr who assessed me in the treatment room;
The nurse who improvised by throwing me the specimen pot whilst showing me to the lavatory (the most stressful part of my visit- Im awful at catching things); and to
The person who cleaned the room before and after my visit						Steele		Frank Burge		frank.burge@nhs.net		Compliment shared with clinician		Email shared with the Team Managers for pasing to the individuals involved in his care						no												Steel, Matthew 		3/22/20		3/24/20				0		0				March						

		93		Show		093		2020/2021		Complaint		SIUC CAS		4/20/20		5/14/20		Prescription / Medication		Ptnt called to complain that she was prescribed an antibiotic that was contraindicated because she had a penicillin allergy.		19598		Telephone Triage		Holbrook		Frank Burge		frank.burge@nhs.net		Verbal response shared with complainant				Upheld				No		Patient		Verbal		ECP		Yes		Yes		Coates, Dave		4/18/20		4/20/20		5/20/20		0		17		4		April		Unlikely		Minor		4

		94		Show		094		2020/2021		Complaint		SIUC CAS		4/24/20		5/12/20		Staff Attitude		when I was contacted by your GP he was aggressive, dismissive and distenerested in my situation.  He became quite agitated when I informed him that I had taken more medication and then said that I was “wasting precious resources at a time of an international pandemic”.  At this point I hung up the phone, as I was very distressed by what he said and his attitude.  He called back and said he had called an ambulance and then hung up the phone.		21368		Locking Road PCC		Boreham		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld						Patient		Email		GP		No		Yes		Thompson, Richard		4/23/20		4/24/20		5/27/20		0		11		10		April		Rare		Negligible		1

		95		Show		095		2020/2021		Complaint		SIUC CAS		5/4/20		5/20/20		Clinical Care or Advice		Patient felt the the clinician did not listen to them and only covered one of her problems during the telephone call		24452		Telephone Triage		Higgins		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld				No		Patient		Verbal		GP		Yes				Waraich, Tahira		5/2/20		5/5/20		4/9/20		0		11		-28		May		Rare		Negligible		1

		96		Show		096		2020/2021		Compliment/Thank you		SIUC F2F		5/5/20		5/5/20		Clinical Care or Advice		Simply superb. What a service. Please pass on our hear􀆞elt thanks to Kelly.		23980		Clevedon PCC		Slater		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Other		Email		GP		No		No		Compliment Caroline Jones		5/2/20		5/5/20		5/5/20		0		0		0		May						

		97		Show		097		2020/2021		Complaint		SIUC CAS/F2F		5/6/20		6/5/20		Clinical Care or Advice		Ms Manning would like us to investigate why her father was not admitted to hospital   Following complainants disatisfaction with our complaint response an external review of our investigation was requested by us.  CCG review has not added any learning and compliments the clarity of the response written to the complainant.   		23574, 24632, 24845, 24984, 25052		Telephone Triage		Manning		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written		As patient was EOL and due to C19 family were unable to be with the patient, Perhaps a video consultation would have reasurred the family that their loved one was not distressed		Not Upheld		Resolved by letter		No		Other		Email		Various		Yes		No		Various clinicians		5/3/20		5/6/20		6/8/20		0		21		1		May		Rare		Negligible		1

		98		Show		098		2020/2021		Compliment/Thank you		SIUC CAS		5/13/20		5/14/20				Ptnt emailed to thank GP for encouraging her to attend ED for chest pain when she would have prefered to pretend it wasn't happening. She needed a cardiac intervention and is grateful for the extra time she now has with her family.		26832				Schofield		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Email		GP						Ashley, Claire		5/9/20		5/14/20		5/14/20		1		1		0		May						

		99		Show		099		2020/2021		Complaint		SIUC CAS		5/26/20		5/29/20		Staff Attitude		Patient complaining about OOH GP experience. Felt GP was not prepared to listen to her and did not assist her		29945, 29988		Telephone Triage		Pompey		Anne Whitehouse		anne.whitehouse2@nhs.net		Verbal response shared with complainant				Not Upheld		Resolved by telephone/in person		No		Patient		Email		GP		Yes		Yes		Hamilton, Rory		5/22/20		5/26/20		6/26/20		0		3		20		May		Rare		Negligible		1

		100		Show		100		2020/2021		Complaint		SIUC CAS		5/29/20				Clinical Care or Advice		COMPLAINT CLOSED 24/6/20 ?Misdiagnosis.  Patient was advised that she was suffering from a migraine - Hospital admission subsequently diagnosed pituitary apoplexy ?Adrenal Crisis 		98153		Telephone Triage		Neate		Chris Dykes		christopherdykes@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Parent 		Email		GP		Yes		Yes		Waraich, Tahira		3/14/20		5/29/20		7/1/20		0						May		Rare		Moderate		3

		101		Show		101		2020/2021		Complaint		SIUC CAS		6/19/20		7/9/20		Staff Attitude		The dr was impatient and frankly rude at the end of the call.  She asked me to examine my child for worms, and when I said that she wouldn’t allow me to, she asked if there was anything else, and when I replied no, she said goodbye		35309		Telephone Triage		Ewan		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Partially upheld		Resolved by telephone/in person		No		Parent 		Email		GP		No		Yes		Waraich, Tahira		6/6/20		6/19/20		7/22/20		0		14		9		June		Rare		Negligible		1

		102		Show		102		2020/2021		Complaint		SIUC CAS/F2F		6/19/20		8/18/20		Clinical Care or Advice		Initial triage clinician made inappropriate comments and patient felt she had to push for appt and pain relief info, f2f clinician no ppe v rushed assessment, no red flags, sepsis not considered, clinician did not follow up as agreed		34601		Cossham PCC		Nazarali		Frank Burge		frank.burge@nhs.net		The learning from this incident has been shared with the clinician				Upheld		Resolved by telephone/in person		No		Patient		Email		ANP		No		Yes		Parsons, Gourlay		6/4/20		6/19/20		7/22/20		0		42		-21		June						

		103		Show		103		2020/2021						6/30/20		7/8/20		Waiting Time		THIS IS NOT A COMPLAINT - PLEASE SEE FILE IN THE INFORMATION REQUEST FOLDER CQC contact from patient representative to NHS 111 regarding a blister that was 
now nearing the size of a tennis ball on patients’ leg. 
Patient representative advised by a clinician, they would get a clinician to visit that day. 
By 19:45 the patient had received a call approximately every hour from the 111 service 
but had not heard from the district nurses. The blister has started to leak fluid, they had 
informed the 111 service of this. Patient had a fall whilst attempting to access material 
for use as a dressing; 999 response; fractured rib due to fall.
14/6 09.00. They had still not seen a district nurse or anyone from the IUC service. 		37208, 37387, 37485		Telephone Triage		Lewis		Frank Burge		frank.burge@nhs.net								Resolved by letter		No		Other		Email		GP/ANP		Yes				Bartlett M, Maarouf O, Akhter S		6/13/20				8/3/20				6		18		June						

		104		Show		104		2020/2021		Complaint		SIUC CAS		7/1/20		7/21/20		Care Processes		Patients grandson Mr Richard Cox is raising a complaint on her behalf. 
He spoke to the ooh clinician on Sunday evening and expected to collect a prescription for antibiotics the following morning.  His local Pharmacy have not received an EPS prescription from us (the Adastra record does not show that we issued a prescription).  Her GP surgery denied receiving an ooh report. 
By Monday evening the patients hand was swollen ++ and she was in a great deal of pan.  She was taken to A&E where she was treated for an infection. 
Mr Cox is very cross.  He feels that his Grandmother was let down by the out of hours service and if she had been able to commence the antibiotics earlier then she wouldn’t have had to suffer.  He feels that he explained that the patients hand was much worse than a few days earlier and we should have had the ability to receive the photos he wished to send.		41939		Telephone Triage		Baldwin		Frank Burge		frank.burge@nhs.net		Response letter written				Upheld		Resolved by letter		No		Other		Verbal		ECP		Yes		Yes		Coates, Dave		6/28/20		7/1/20		8/3/20		0		14		9		July		Rare		Minor		2

		105		Show		105		2020/2021		Complaint		SIUC CAS		7/9/20		7/10/20		Communication		Complained via NHS 111. "Caller and patient not happy that it took 7 hours to receive a call back and when we did call back we did not offer the help that they needed". Was expecting a call back from the Severnside IUC CAS (25 June 2020). 		40452		Telephone Triage		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		No voice recording to be able to verify discussion tone etc. Waiting times were not as recollected by complainant. Explained and offered to relook if date provided via NHS 111 was wrong. Apology extended if call was unhelpful.		Partially upheld		Resolved by letter		No		Other		Verbal		ANP		Yes		No		Gourlay, Gaiil		6/25/20		7/10/20		8/13/20		1		1		24		July						

		106		Show		107		2020/2021		Compliment/Thank you		SIUC F2F		7/12/20		7/15/20		Care Processes		Family made contact to thank CW as they were so grateful for her visit when husband passed away.		45023		Patients home				Anne Whitehouse		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP						Winstanley, Claire		7/12/20								2				July						

		107		Show		106		2020/2021		Complaint		SIUC CAS		7/27/20		8/11/20		Care Processes		I put through an online assessment at around 1230 this afternoon and didn’t get a call back until 18:15 which was fine. I have now got no pain relief and I am in extreme pain. I’m trying not to go back into hospital. I rang the 111 service earlier this evening after I missed the call and she said she would chase the call. I rang again at 21:50 and have been told that my call was cancelled. 

Now rule of thumb for when I worked as a call handler for HCPCs and on dispatch team, a dr must call 3 times and must also leave a voice mail letting the patient know they have called. This may be slightly different with you but this is extremely disgusting and frustrating.

I would honestly feel so sorry for the patients I used to deal with when this sort of thing happened, but I am now having to suffer in even more pain. 

When I realised I had only one more dose this afternoon I went straight online to get this sorted. Now 9 and a half hours later and this still has not been sorted. So I am expected to be screaming in pain all night? Just because I can’t have my pain managed or I go back into hospital just for pain relief. 

Please retrain your dr’s not to cancel a case after one failed attempt. 
		48974 & 49250		Telephone Triage		Capstick		Chris Dykes		christopherdykes@nhs.net		The learning from this incident has been shared with the clinician				Upheld		Resolved by letter		No		patient		Email		Various		Yes		no		various operational		7/25/20		7/27/20		8/28/20		0		11		13		July						

		108		Show		108		2020/2021		Complaint		SIUC NHS 111		8/6/20		8/6/20		Clinical Care or Advice		NOT A BRISDOC COMPLAINT.   MANAGED BY NHS111 Complaint is regarding a patients dental care pathway.  Nhs111 passed patient to dental team pls see their response.  Patient is unhappy that dental team were unhelpful and not able to offer him a solution to his dental pain		case did not get dispatched to the ooh service		Telephone Triage		Williams		Lucy Grinnell		lucy.grinnell@brisdoc.org										No		Patient		Email		Various		N/A		No		NHS111 / Dental service		7/6/20		8/6/20				0		0				August						

		109		Show		109		2020/2021		Compliment/Thank you		SIUC CAS		8/14/20		8/14/20				Ptnt emailed CareUk to what a great job the nurse practitioner she spoke to did, that she was kind and empathic and put her at ease.		54269		Telephone Triage		Tayler-Hunt		Frank Burge		0		Compliment shared with clinician								No						ANP		N/A		N/A		McCarthy-Watson, Helen		8/12/20								0				August						

		110		Show		110		2020/2021		Complaint		SIUC CAS		9/4/20		10/6/20		Waiting Time		Patient wasn't called back within 2hr disposition and went to A&E		35393		Telephone Triage		Rhodes		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Upheld		Resolved by letter		No		Patient		Email		Operational staff		No		No		Waiting time		6/6/20		9/4/20		10/7/20		0		22		1		September		Almost certain		Negligible		5

		111		Show		111		2020/2021		Complaint		SIUC F2F		9/11/20		9/25/20		Clinical Care or Advice		Ptnt's wife emailed CCG to complain about diagnosis and unnecessary concern raised that ptnt might have an ecotpic pregnancy.		61720		Cossham PCC		Dowd		Chris Dykes		christopherdykes@nhs.net		Response letter written				Partially upheld		Resolved by letter		No		Other		Email		GP		Yes		Yes		Balendra, Salini		9/5/20		9/11/20		10/16/20		0		10		15		September						

		112		Show		112		2020/2021		Complaint		SIUC CAS		9/18/20		10/22/20		Waiting Time		Patient had received chemo via abdo, site was swollen/infected, he was worried re sepsis, told call back within 6 hours.  Waited approx 10 hours by which time he was on an acute oncology ward. AG received a response on 22/10/20 to apologise for the length of time he had to wait, but he was actually complaining about us missing a possible sepsis, 23.10.20 I have now shared withis with AW/CD and asked them to investigate the clinical aspect of AG's care		63960		Telephone Triage		Gibson		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Upheld		Unresolved		No		Patient		Email		Various		No		No		Waiting time		9/12/20		9/18/20		10/23/20		0		24		1		September		Almost certain		Negligible		5

		113		Show		113		2020/2021		Complaint		SIUC CAS		9/22/20		10/20/20		Communication		Patient is unhappy that we were unable to provide the information he required,  very unsatisfacory telephone call.  Wants a copy of the VR, wants SEAP contact details		67113		Telephone Triage		Thompson		Frank Burge		frank.burge@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Warbis, Llewellyn		9/20/20		9/22/20		10/23/20		0		20		3		September		Rare		Negligible		1

		114		Show		114		2020/2021		Complaint		SIUC F2F		9/23/20		10/8/20		Clinical Care or Advice		Patient passed away within days of seeing ooh gp, husband would like us to investigate whether his wife should have been admitted to hospital on the evening they saw the GP		99969		Clevedon PCC		Oldland		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Not Upheld		Resolved by letter		No		Other		Letter		GP/ANP		Yes		Yes		Obiagwu, Obi		3/21/20		9/23/20		10/26/20		0		11		12		September		Rare		Major		4

		115		Show		115		2020/2021		Complaint		SIUC CAS		9/23/20		10/22/20		Prescription / Medication		Patientrs husband was asked to pick up a prescription from Tesco at Kenn Road, the EPS prescription was sent to Tower hill pharmacy in Nailsea.  		67009		Telephone Triage		Roberts, Sylvia		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident has been shared with the clinician				Upheld		Resolved by letter		No		Other		Email		GP		Yes		Yes		Hart, Rosemarie		9/20/20		9/23/20		10/26/20		0		21		2		September		Unlikely		Negligible		2

		116		Show		116		2020/2021		Compliment/Thank you		SIUC CAS		10/10/20		10/10/20				Ptnt called to thank GP for her advice call and to share that her advice to go to ED had absolutley been the right thing to do.		71217		Telephone Triage		White		Clare-Louise Nicholls				Compliment shared with clinician								No						GP		Yes				Packham, Sarah		10/4/20								-1				October						

		117		Show		117		2020/2021		Complaint		SIUC CAS/F2F		10/9/20		10/20/20		Staff Attitude		DS was unhappy with the length of time she waited for a call back, also the first clinician she spoke to asked her to arrange for someone to go to the chemist for her to pick some otc medication at around 9.30pm, then we called back and offered her an appointment, she attended this appointment and felt this consultation left her felling humliated and ridiculed.		68516		Locking Road PCC		Starling		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Ahmed, K, Akhter S Operations - waiting time		9/26/20		10/9/20		11/11/20		0		7		16		October		Unlikely		Negligible		2

		118		Show		118		2020/2021		Complaint		SIUC CAS		10/9/20		11/12/20		Staff Attitude		CR was unhappy with the manner and attitude of the clinician, particularly being called "mate" several times		70180 & 70207		Telephone Triage		Roberts, Craig		Frank Burge		frank.burge@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Verbal		ECP		No		Yes		Godsall, D		10/2/20		10/9/20		11/11/20		0		24		-3		October		Rare		Negligible		1

		119		Show		119		2020/2021		Informal Complaint		SIUC CAS		10/21/20		10/21/20		Waiting Time		Patients daughter was expecting an ambulance to asses her mum, then at around 01.30 she received a call from the control desk and was advised that there were no ambulances available.  She was told to expect a visit from the ooh doctor and that someone might call her first to tell a time for the visit.  She stayed up all night with her mum waiting for the doctor to arrive.  No one came and she had a phone call at breakfast time.  		72293		Telephone Triage		Turner						Verbal response shared with complainant				Not Upheld		Resolved by telephone/in person		No		Carer		Verbal		GP		No		Yes		Ambulance control desk		10/10/20		10/21/20		10/21/20		0		0		0		October		Rare		Negligible		1

		120		Show		120		2020/2021		Compliment/Thank you		SIUC CAS/F2F		11/29/20		12/1/20		Clinical Care or Advice		Please pass on our thanks to Dr Faisal Ahmed for the excellent care he gave during a home visit to our daughter on Saturday Nov 28. He was superbly professional yet also managed to empathise and win her trust, enabling a sensible solution to a potentially dangerous situation and reducing stress levels all round.
At a time when the NHS is under such pressure, it was heartening and impressive.
Thanks, too, for the friendly and helpful support at Cossham later in the evening.		88323		Patients home		Seacombe		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Parent 		Email		GP		Yes		No		Ahmed, Faisal		11/28/20		11/29/20		12/1/20		-1		1		0		November						

		121		Show		121		2020/2021		Compliment/Thank you		SIUC F2F		11/18/20		11/18/20		Clinical Care or Advice		We want to say a big thank you to the lovely GP who visited by husband on the evening of 11th November. His expertise  kindness and patience were much appreciated and were I am sure instrumental in my husband’s rapid recovery		82746		Patients home		Enser		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Carer		Email		GP		No						11/11/20		11/18/20				0		0				November						

		122		Show		122		2020/2021		Informal Complaint		SIUC F2F		11/19/20		11/20/20		Prescription / Medication		Informal complaint - patients prescription was not sent to the chemist that had been agreed, but to a different branch of the same chain		84482		Cossham PCC		Durnell		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Other		Verbal		GP		No		No		Menon,R		11/15/20		11/19/20		11/22/20		0		1		0		November		Possible		Negligible		3

		123		Show		123		2020/2021		Complaint		SIUC NHS 111		12/8/20		12/11/20		System Processes		Mr R would like us to investigate whether the NHS111 pathway that was used to triage his call was the correct one, and if it was, is the advice (to wait for a gp to ring back) medically correct.  He felt that a 6 hour disposistion was not the right timeframe to wait for advice from a GP, or if indeed he should be waiting for a callback rather than going to A&E		89422		Telephone Triage		Rawlinson		Traci Clutterbuck		traci.clutterbuck@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Email		CA		No		No		NHS111 pathways disposition timeframe		11/30/20		12/8/20		1/8/21		0		3		18		December		Likely		Negligible		4

		124		Show		124		2020/2021		Compliment/Thank you		SIUC CAS/F2F		11/29/20		12/17/20				Some positive feedback to pass on. One of the WaCCs (Chelsea) just called the son of case 88969 PB to confirm that we would be visiting this afternoon. He fed back to her that everyone he had spoken to from the service today was great, and that in particular the doctor they had spoken to (Emma Williams) was lovely and took time reassuring them etc. He said that when people do a good job he thinks they should be told! 		88969		Telephone Triage				Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician														GP						Williams, Emma		11/29/20								13				November						

		125		Show		125		2020/2021		Complaint		SIUC F2F

tc={48CAFAFE-FC97-4E6F-A33D-DC2B45D681FD}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    This is a 111/F2F complaint		12/21/20		1/15/21		Care Processes		Complaint received from NBT to respond to element relating to the patient indicating she was not prepared for what to expect with respect to her attendance at the Hot clinic she wa referred to by IUC.		61142, 53426, 52355		Cossham PCC		Bryant		Clare-Louise Nicholls		anne.whitehouse2@nhs.net		Response letter written		Plan to ask NBT Operational Hub to inform referring GP if there is a PIL it would be helpful to provide to the ptnt.		Partially upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Janssen, Katie 111		8/9/20		12/30/20		1/28/21		5		17		9		December		Unlikely		Negligible		2

		126		Show		126		2020/2021		Compliment/Thank you		SIUC CAS		12/26/20		12/29/20				Patient rang to say thank you to the GP who prescribed him antibiotics on Xmas Eve which meant his Xmas wasn't ruined by feeling unwell.		96684		Telephone Triage		GS		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician																				Davidson, Robin		12/24/20								0				December						

		127		Show		127		2020/2021		Complaint		SIUC CAS		12/29/20		12/30/20		Waiting Time		Via NHS 111. Caller want to make complaint regarding Ooh doctor. Patient has been diagnosed with kidney failure. Mother wanted to raise this with Ooh doc whom she spoke to which delayed the patient diagnosis		92368, 94443		Telephone Triage		James		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		The learning from this incident has been shared with the clinician		Call to mother to arrange 3rd party consent revealed mis-message from 111 about nature of complaint - she wanted to share a delay that she didn't want to happen to other people. On exploration of timeline it could be the delay was with own surgery or mis-understanding abuot how long a sample would take to process. Mother withdrew complaint. On review of case records there is some genuine learning for clinician which will be shared.		Not Upheld		Resolved by telephone/in person		No		Parent 		Verbal		GP		Yes		Yes		Obiagwu, Obi		12/17/20		12/30/20		2/4/21		1		1		26		December						

		128		Show		128		2020/2021		Compliment/Thank you		SIUC F2F		1/5/21		1/5/21		Clinical Care or Advice		Thankyou for arranging the emergency appointment, being so thorough in your examination and getting my daughter seen first thing at Southmead .		11863		Cossham PCC		Clemmings		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician																				Holmes, Kathryn		1/4/21								0				January						

		129		Show		129		2020/2021		Compliment/Thank you		SIUC CAS/F2F		1/7/21		1/7/21				2 days after Christmas my Husband strolled in and announced he’d got a bit of chest pain which he’d actually had for several days .
And this is where Brisdoc came in – after asking a few questions, because he’d had it for 3 days, hospitals are busy and there were a number of possible diagnoses , I made him phone 111 and the outcome was to speak to the Dr . Now I know my husband and was concerned that he may be underplaying things a bit so made a phone call and asked a big favour – if someone could pick it up quickly.
Joshri was obviously very astute and made the call within probably 10 mins and he was seen within 3/4hr and sent to Southmead It turned out he’d had a full blown STEMI and has now been discharged home with 2 stents.
But I just wanted to led you know how brilliant Brisdoc was and how quickly – but also how astutely - they responded to my call . I’m not sure if even now my husband realises quite how lucky he is to still be here – and that is partly due to Brisdoc.
We don’t always get to know the results of the actions we take – particularly not when they are positive so -  I would really appreciate if you could pass my thanks and the positive outcome on to the staff who were involved and to let them know that their actions had such a positive outcome for my husband .
So thank you Brisdoc ,
With much appreciation		98023		Cossham PCC		Greenway		Kathy Ryan		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Other		Email		GP		No		Yes		Sarangi J, Chowdhary A		12/27/20		1/7/21		1/7/21								January						

		130		Show		130		2020/2021		Complaint		SIUC CAS		2/2/21		2/24/21		Communication		Pt has reported the following complaints and would like to make a complaint “Denied her mental illness” “Mixed up medication “		20038		Telephone Triage		Hewett		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		No		Ahmed, Faisal		1/31/21		2/2/21		3/5/21		0		16		7		February		Possible		Negligible		3

		131		Show		131		2020/2021		Compliment/Thank you		SIUC CAS		1/28/21		2/3/21				I wanted to share a complement from a GP colleague who works in the service. I suspect you will remember the case - he was on shift but his son became rapidly unwell while he was at work. Our colleague was distressed/ concerned after his wife told him what their baby's observations had been at the F2F at Greenway. He rang you as CC to get some more information from that assessment, and was very complementary about how kind and supportive you were while also sharing the information he wanted to understand. As you know, I think, he left his shift and travelled to meet his wife at BCH. They were kept in overnight and discharged the following time, though it sounds like he was really quite unwell when they arrived at ED. The covid swab was negative.
Anyway, thank you for all you do and your supportive approach in this situation.
		18141		Osprey Court								Compliment shared with clinician														GP						Maroof, Omnia		1/24/21								4				January						

		132		Show		132		2020/2021		Compliment/Thank you		SIUC CAS/F2F		1/29/21		2/4/21		Staff Attitude		She wanted to say thank you & that the service was efficient and reassuring for them.
 
Thought it would be good to feedback something positive to you 		17262		Southmead PCC		Offer		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Verbal		Various		No		No		Stevens C, Shearman K, Tilley A, 		1/23/21								4				January						

		133		Show		133		2020/2021		Compliment/Thank you		SIUC CAS		2/2/21		2/4/21		Clinical Care or Advice		the feedback reflects that you were empathic and very helpful. So a big thank you		98066		Telephone Triage		Leaman		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician				Not Upheld				No		Patient		PSQ		GP		No		No		Ryan, K		12/27/20								2				February						

		134		Show		134		2020/2021		Complaint		SIUC CAS		2/12/21		3/9/21		Clinical Care or Advice		Third party consent form sent  and received GP called back and spoke to both patient and daughter. Patient was on floor in bathroom. not eaten or drank for 4 days. daughter explained to GP father has phobia of hospitals and was not telling truth about how ill he was, he was confused breathless and had D&V. GP advised nothing they could do based on patients answers given and advised to call own GP in morning. daughter advised patient admitted to hospital today (9/2/2021) via 999 and has pneumonia and COVID'
		22768		Telephone Triage		Lee		Frank Burge		frank.burge@nhs.net		Response letter written				Upheld				No		Other		Email		ANP		Yes		Yes		Howes, A		2/8/21		2/12/21		3/17/21		0		17		6		February		Unlikely		Minor		4

		135		Show		135		2020/2021		Complaint		SIUC CAS		2/16/21		3/16/21		Communication		The patient would like us to remove the SPN from her record to ensure  that each of her consultations is based on its own merits		23339		Telephone Triage		Edwards		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld				No		Patient		Email		GP		Yes		No		Cecil, E		2/11/21		2/16/21		3/22/21		0		20		4		February		Rare		Negligible		1

		136		Show		136		2020/2021		Complaint		SIUC CAS		2/23/21		3/10/21		Clinical Care or Advice		Someone to ‘own up’ to the error on Saturday where the GP declined to prescribe.
Police and paramedic turning up on her door unannounced, the affect this had on her and still doesn’t completely understand why the police were needed.
Why she has to repeat her issues to several people before she is dealt with, finds this very stressful and causes the mental health breakdowns.
Would like a note on the system describing her mental health breakdowns and how they come across (shouting, swearing, losing control) if dealt with calmly she is usually ok and will calm down herself – maybe also include the above point in that note?
Paramedic reports from Saturday, were they visible to us? If not thinks this is unsafe
Impact on her mental health when she is declined her medication – putting her at risk.
Does not understand why we refuse her medication, sees this as negligence. 		26163, 26515, 26965.		Telephone Triage		Santozia		Chris Dykes		christopherdykes@nhs.net		Response letter returned unread by pt, sister req no further contact by us and threatened possible litgition due to inadequate care by various nhs servicies.  Case closed				Not Upheld				No		Patient		Verbal		Various		Yes		Yes		BrisDoc procedure  rather than individiuls		2/20/21		2/23/21		3/26/21		0		11		12		February		Rare		Negligible		1

		137		Show		137		2020/2021		Compliment/Thank you		SIUC F2F		3/3/21		3/3/21		Clinical Care or Advice		•	Call taken on Patient Line – Patient wanted to send a card of thanks to Clinician Faye Kirkland for the consultation provided over the weekend 		unknown						Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Verbal		GP		No		No		Kirkland, F		2/27/21				3/3/21				0		0		March						

		138		Show		138		2020/2021		Complaint		SIUC CAS		3/4/21		3/12/21		Clinical Care or Advice		Received a call back from the OOH. Patient said the OOH were unhelpful and hung up on him'				Telephone Triage		Britton		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld				No		Patient		Verbal										3/2/21				4/6/21				6		17		March		Rare		Negligible		1

		139		Show		139		2020/2021		Compliment/Thank you		SIUC F2F		2/26/21		3/4/21		Clinical Care or Advice		Daughter phoned and spoke with LG to share her gratitude for the care her mother received from Dr KH on 16.2.21.		25237		Patients home		Fern		Kathy Ryan		0		Compliment shared with clinician								No						GP						Holmes, K		2/16/21		3/4/21		3/4/21		4		4		0		February						

		140		Show		140		2020/2021		Compliment/Thank you		SIUC F2F		3/9/21		3/9/21		Clinical Care or Advice		Dr Creavin took great care in an extremely efficient way to gather information about G’s current and past situation, behaviours and symptoms. 
He addressed the possible UTI with antibiotics that we could get from a local pharmacy - thereby avoiding the danger of a visit to A&E and Waiting Room possible exposure to Covid-infected others. 
As a result of his careful questioning he also diagnosed Lewy Body dementia and prescribed Rivastigmine for G.		21805		Telephone Triage		Nye		Kathy Ryan		kathy.ryan@nhs.net		Compliment shared with clinician								No				Email		GP		Yes		No		Creavin, S		2/6/21		3/9/21		4/9/21		0		0		23		March						

		141		Show		141		2020/2021		Complaint		SIUC F2F		3/9/21		3/12/21		Staff Attitude		The patient would like us to investigate the manner of the clinician she saw 3.3.21, she would also like us to explain why she was seen in a COVID consulting room		26919		Knowle PCC		Skeats		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned				Upheld				No		Patient		Email		GP		Yes		No		Rohrbeck, J		3/3/21		3/9/21		4/12/21		0		3		21		March		Unlikely		Minor		4

		142		Show		142		2020/2021		Complaint		SIUC CAS		3/15/21		4/6/21		Waiting Time		Patients daughter is unhappy with the length of time they waited for a clinician to telephone them		32857		Telephone Triage		Simmons		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Apology extended for waiting time. LG also apologised that the follow up call process was not followed by the clinician		Upheld		Resolved by letter		No		Carer		Email		Various		Yes		Yes		Operational		3/13/21		3/16/21		4/16/21		1		16		8		March		Rare		Negligible		1

		143		Show		143		2020/2021		Complaint		SIUC CAS		3/15/21		3/25/21		Clinical Care or Advice		Medication issue		Various		Telephone Triage		Britton		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld				No		Patient		Email		Various		Yes		Yes		various (RB frequent caller/complainer)		3/13/21		3/25/21		4/16/21		8		8		16		March		Rare		Negligible		1

		144		Show		144		2020/2021		Complaint		SIUC CAS		3/15/21		3/25/21		Clinical Care or Advice		Medication issue		Various		Telephone Triage		Britton		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld				No		Patient		Email		Various		Yes		Yes		various (RB frequent caller/complainer)		3/14/21		3/25/21		4/16/21		8		8		16		March		Rare		Negligible		1

		145		Show		145		2020/2021		Complaint		SIUC CAS		3/25/21		5/12/21		Staff Attitude		A member of my staff team spoke to someone from the service and a clinician; who asked the following things; 
“What punishment do you use, when the individual harms themself?” 
In addition asked the member of staff;  "What do you want me to do, lock him up?” 
The Clinician was not able to devise any sort of plan to provide any form of assistance to the gentleman, at which point a member of staff made a suggestion to seek the assistance of a District/Rapid Response Nurse. During the plan devising conversation, the clinician commented that “we can’t exactly tie his hands behind his back”.		28901		Telephone Triage		Skrine		Anne Whitehouse		anne.whitehouse2@nhs.net										No		Carer		Email		Operational staff		Yes				Rohrbeck, J		2/28/21		3/25/21		4/16/21		0		34		-20		March		Unlikely		Minor		4

		146		Show		146		2020/2021		Informal Complaint		SIUC CAS		3/19/21		3/19/21		Waiting Time		Time delay.  Call received by NHS111 at 17.11 and not shared with OOH until after 21.00hrs - Why…. Informal complaint, no response required.  PPG will investigate delay and share investigation in due course		34242		Telephone Triage		Monsaraat		Traci Clutterbuck		traci.clutterbuck@nhs.net		Verbal response shared with complainant				Upheld				No		Patient		Verbal		Various		Yes		No		NHS111 delay		3/18/21		3/19/21		4/16/21		0		0		20		March		Rare		Negligible		1

		147		Show		147		2020/2021		Complaint		SIUC CAS		3/29/21		4/6/21		Staff Attitude		GP was rude and didn’t know why the patient was callling		37925		Telephone Triage		Boreham		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned				Upheld		Resolved by letter		No		Patient		Verbal		GP/ECP		Yes		Yes		Obiagwu, O		3/28/21		3/30/21		5/4/21		1		6		20		March		Rare		Negligible		1

		148		Show		148		2021/2022		Complaint		SIUC CAS		4/6/21		4/27/21		Clinical Care or Advice		he did not confirm my personal details which could have been incorrect as I submitted an online assessment rather than speaking to a HA through 111. He could have missed valuable information and I feel by him not seeing me he has delayed my care. I’m unhappy with the care I received and feel I hadn’t been listened too, And was pawned off to my gp the next day when a simple 10 minute appointment and a urine check could have enabled me to get a full days worth of antibiotics administered  instead of being prescribed at 5pm today. I’ve continued with the hot flushes and pain throughout the day and also had a very disturbed sleep by being so uncomfortable		38454		Telephone Triage		Shaw		Chris Dykes		christopherdykes@nhs.net		Response letter written				Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Pullen, R		3/30/21		4/6/21		5/7/21		0		15		8		April		Rare		Negligible		1

		149		Show		149		2021/2022		Complaint		SIUC CAS		4/6/21		4/9/21		Staff Attitude		Patient and husband felt that the dr was rude during the consultation and that the implication that they should not call so frequently was unfair as it was a bank holiday and they couldn't discuss their concerns with their own GP		41809		Telephone Triage		Walcott		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		WKL has taken onboard the learning from this patients feedback		Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Kenny-Levick, W		4/5/21		4/6/21		5/12/21		0		3		23		April		Rare		Negligible		1

		150		Show		150		2021/2022		Complaint		SIUC NHS 111		4/6/21		4/28/21		Waiting Time		Waiting time complaint / clinical advice - pls share your response with Laura at PPG		36793		Telephone Triage		Leightley		Lucy Grinnell		amellor@nhs.net						Partially upheld		Resolved by letter		No		Guardian		Email		ANP		Yes		Yes		Bartlett, M. Operations		3/26/21		4/6/21		5/2/21		0		16		2		April		Rare		Negligible		1

		151		Show		151		2021/2022		Compliment/Thank you		SIUC F2F		4/8/21		4/8/21		Clinical Care or Advice		We had some lovely feedback from a patient that you saw yesterday evening.  Adasta case 42268 VH.  She had a headache after the AZ vaccine and you examined her thoroughly and took blood. She called back to say thank you for an amazing service.  It is quite unusual for people to go to this effort to say thank you, well done.
Thank you for your through assessment and all that you do for SevernSide.		42268		Cossham PCC		Harris		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Patient		Verbal		GP		Yes		No		Sarfo-Annin, J		4/7/21		4/8/21				0		0				April						

		152		Show		152		2021/2022		Compliment/Thank you		SIUC CAS		4/9/21		4/9/21		Clinical Care or Advice		The patient said to one of our call handlers "she was very happy with the treatment she had received from Robin Davidson yesterday and was feeling much better, a
good experience, she wanted him know she was very grateful."		40271		Telephone Triage		Larner		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Patient		Verbal		GP		Yes		No		Davidson, Robin		4/3/21		4/9/21				0		0				April						

		154		Show		154		2021/2022		Compliment/Thank you		SIUC CAS		4/21/21		4/21/21		Clinical Care or Advice		The Adastra case number is 46152. You may remember the case; it was a 40 year old lady with amnesia/ confusion following a fall/ head injury and you advised she attended ED. I can see that you rang ED to let them know that you had referred her - many thanks for doing this, and for your really clear, thorough notes. 		46152		Telephone Triage		Thorne		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Patient		Email		GP		Yes		No		Foley, Peter		4/18/21		4/21/21		4/21/21		0		0		0		April						

		155		Show		155		2021/2022		Compliment/Thank you		SIUC F2F		4/28/21		4/28/21		Clinical Care or Advice		. I went to bed Friday night only to be woken by someone at my front door at 2.30am.
It was the out of hours doctor telling me that the lab. had found an abnormal result with my blood and the doctor needed to take more blood immediately to retest. As you might expect I was in a daze at what was going on, but the doctor re-assured me that by looking at me she didn’t think there was anything to be concerned. She took more blood, confirmed my mobile number and told me she would be in contact later in the night with the result. At approx. 04.30 I received a call from the same doctor confirming my blood results were normal, much to my relief.
I think this is exceptional service to know that the NHS are looking over us(me) at all times, no matter what time of day or night. I am not an emotional man but I do have a tear in my eye while typing this message		47581		Patients home		Allen		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		ANP		Yes		No		Gail Gourlay		4/24/21		4/28/21		4/28/21		0		0		0		April						

		156		Show		156		2021/2022		Compliment/Thank you		SIUC CAS		5/11/21		5/11/21		Clinical Care or Advice		A doctor called back and I didn’t catch his name, but he was extremely helpful. I am a GP myself and needed a second opinion regarding my father’s swollen legs and whether DVT investigation was needed. My father’s recent medical history was quite complex and you did not have access to his notes, as he was out of area. Additionally,  it is not necessarily easy consulting with a relative who is medical.  However, this doctor gave a calm, considered and pragmatic opinion, taking my father’s views and my own into account. We felt listened to and the safety netting was wise, allowing us all to focus on Dad relaxing to recuperate from his recent surgery.		50582		Telephone Triage		Simpson		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Carer		Email		ANP/ECP		Yes		No		Dave Coates		5/1/21		5/11/21		5/11/21		0		0		0		May						

		157		Show		157		2021/2022		Complaint		SIUC CAS		5/28/21		6/10/21		Clinical Care or Advice		Ptnt called NHS 111 to complain that he had to push hard to be prescribed antibiotics		59806		Telephone Triage		Jones		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD agreed with consulting clinician that their decision not to prescribe antibiotics was correct.		Not Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Vardanega, Elizabeth		5/27/21		5/28/21		6/25/21		0		9		11		May		Rare		Negligible		1

		158		Show		158		2021/2022		Compliment/Thank you		SIUC CAS		5/28/21		6/2/21		Clinical Care or Advice		Call received by Rota Team from ptnts husband  to say thank you to Dr Y for her amazing consultation. Her action meant his wife avoided irrepairable damage from bacterial mengingitis.		59411		Telephone Triage		Spencer		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No		Other		Verbal		GP		No		No		Yee, Sandra 		5/25/21		5/28/21				0		3		0		May						

		159		Show		159		2021/2022		Complaint		SIUC CAS		6/15/21		6/23/21		Clinical Care or Advice		Patient was unhappy with his journey to access a dentist. He made 2 calls to the NHS111 service and chose option 2.  he came through to the ooh gp service rather than the dental service and we just told him we couldn't help and to call nhs111 option 2.  he eventually managed to access a private dental service but felt that the nhs service should have been accessable for patients in pain. 		65658 and 66297		Telephone Triage		Ford		Lucy Grinnell		lucy.grinnell@brisdoc.org		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Email		GP/ANP		Yes		Yes		Alden M, Davidson L		6/12/21		6/15/21		7/9/21		0		6		12		June		Rare		Negligible		1

		160		Show		160		2021/2022		Complaint		SIUC CAS		6/23/21		7/22/21		Clinical Care or Advice		Patient is unhappy with her 2 consulations on the 23/6/21, specifically that the clinician did not introduce herself, listen to her and continually spoke over her		69841, 69856		Telephone Triage		Matthews		Frank Burge		frank.burge@nhs.net		The learning from this incident will be widely shared via clincial forums and newsletters		Cliniciians need to be introducing themselves by name, role and service. For a reminder in the newsletter.		Upheld		Resolved by telephone/in person		No		patient		Verbal		ANP		Yes		Yes		Gourlay, G		6/23/21		6/23/21		7/28/21		0		21		4		June		Rare		Negligible		1

		161		Show		161		2021/2022		Complaint		SIUC CAS		6/23/21		6/23/21		Waiting Time		Patient was unhappy with the time it took to obtain a prescription.  I have spoken to her and apologised that we were busy.  She is happy for us to close the complaint at this point		68009, 68048, 68169		Telephone Triage		Willis		Lucy Grinnell		lucy.grinnell@brisdoc.org		Verbal response shared with complainant				Not Upheld		Resolved by telephone/in person		no		patient		email		ANP		Yes		No		Waiting time		6/19/21		6/23/21		7/2/21		0		0		7		June		Rare		Negligible		1

		162		Show		162		2021/2022		Complaint		SIUC CAS		7/23/21		7/27/21		Communication		Ptnt called 111 to share that she was unhappy the clinician advised her to take paracetamol and not call again because there was nothing urther OOHs woul dbe able to do that night. Doesn't know the clinician's name who called her.		80460		Telephone Triage		Matthews		Frank Burge		frank.burge@nhs.net		Review with clinician(s) concerned		Reminder re introductions for clinician involved anda to use synety so calls are recorded.		Upheld		Resolved by telephone/in person		No		Patient		Verbal		ANP		Yes		Yes		Gourlay, G		7/22/21		7/23/21		8/27/21		0		2		23		July						

		163		Show		163		2021/2022		Complaint		SIUC CAS		7/27/21		8/12/21		Clinical Care or Advice		Patients daughter called regarding the end of life care for her father, saying he should have been admitted.		80405		Telephone Triage		Clarke		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		Clinicians should attempt to contact family members irresepctive of time of day when it relates to Respect wishes/plans.		Upheld		Resolved by telephone/in person		No		Guardian		Verbal		GP		Yes		Yes		Mandallion Piotr		7/21/21		7/27/21		8/31/21		0		12		13		July						

		164		Show		164		2021/2022		Compliment/Thank you		AGPT		7/25/21		7/25/21		Clinical Care or Advice		I really wanted to feedback that I spoke to Claire on the IUC professional line on Wednesday and she was incredibly helpful in dealing with a very difficult case. I’d sent a Turkish lady to ED on Monday with suspected cauda equina (all via interpreter) and the patient was triaged in ED and sent home. I spoke to the patient again on Wednesday who still reported the same symptoms. I was unable to get hold of ED via switchboard and called the IUC line. Claire called me straight back having spoken to one of the ED sisters who had advised sending the patient back to ED. As it happened, the patient had a pathological fracture (possibly malignant) with bunching of the cauda equina. Thanks for your help Claire!				Telephone Triage				Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Email		GP		No		No		Warbis C		7/25/21		7/25/21		7/25/21		0		-1		-1		July						

		165		Show		165		2021/2022		Complaint		SIUC CAS		8/2/21		8/27/21		Clinical Care or Advice		Patient complaint re consultation with AB		84324		Telephone Triage		Coulton		Kathy Ryan		kathy.ryan@nhs.net		The clinical has had a meeting  with the investigator		There are no learning points rlevant to the substance of this complaint. Children's Safeguarding lead and the police were consulted about this complaint and the allegations of child sexual abuse however given the ptnt is not registered, using a fictitous address there is no scpe for tracking the names of children etc to follow this up.		Not Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Bull Andrew		8/1/21		8/3/21		9/6/21		1		19		6		August						

		166		Show		166		2021/2022		Complaint		SIUC CAS		7/24/21		9/16/21		Waiting Time		Patient is unhappy for the delay in waiting for a call back from the OOH. She was covid positive, is an asthma patient and was struggling to breathe.

Patient called NHS111 again and a clinician arranged an ambulance.

When OOH called the patient back, they advised the case would be closed as would need to await paramedic assessment		81124		Telephone Triage		Dixon		Lucy Grinnell		lucy.grinnell@brisdoc.org		The clinical has had a meeting  with the investigator		AW spoke with KT, LW spoke with ptnt. Ptnt hadn't answered phone when called within time frames. Learning points identified for opportunity to assess ptnt and offer F2F which could have over-ridden need for ambulance. Learning to go into newsletter. 		Partially upheld		Resolved by letter		No		Patient		Email		GP		No		No		Thumma Kiran		7/24/21		7/28/21		9/1/21		2		38		-13		July						

		167		Show		167		2021/2022		Complaint		SIUC F2F		8/10/21		8/18/21		Clinical Care or Advice		Patients mother unhappy woth quality of clinical care and advice Arrived with young baby who she felt was having difficulty breathing and was not feeding . She states she was advised to take baby home and keep trying to feed. Next day called 111 again and a blue light ambulance was called to take baby to ED. Baby was diagnosed with Bronchitis, ED commented that they were surprised the OOH gp did not admit.		83666		Cossham PCC		Oram		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		 His apparent relaxed approach to the consultation and disregarded the concerns about reduced feeding .The fact that the O2 sats we’re mostly 92% and only 95% for a brief period before the probe was removed 
The hospital clinicians reflected concern that the boy had not been admitted upon his consultation 
• That mum felt the safety net could have been clearer. And escalation points to seek further advice (ie pt line, 111 or 999)
• That mum felt he could have labelled the condition as bronchiolitis and explained the usual course of the illness 
		Upheld		Resolved by telephone/in person		no		Parent 		Verbal		GP		Yes		Yes		Obiora Obiagwu		7/31/21		8/10/21		9/14/21		0		6		19		August						

		168		Show		168		2021/2022		Complaint		SIUC F2F		8/13/21		8/25/21		Clinical Care or Advice		Complaint via NHSE. Ptnt unhappy with consultation "Sunday he phoned 111 in the morning and they made an appointment with the OOH doctor who he went to see who was just as useless and could not do anything to help.   She would not listen, she would not help in any way shape or form and he had to walk out of there.  A saw her at the healthy Living Centre in Knowle".		76628		Knowle PCC		Steventon		Frank Burge		frank.burge@nhs.net		Response letter written		Review determined the clinician had consuted appropriately and explained everything in full to the ptnt. A second opinion was offered and refused. Own GP appropriately requested to follow up.		Not Upheld		Resolved by letter		No		Patient		Email		ANP		Yes		Yes		Hanyana, Thelma		7/11/21		8/18/21		9/1/21		3		8		5		August						

		169		Show		169		2021/2022		Complaint		SIUC CAS		8/19/21		9/2/21		Communication		Ptnt complained via NHS111 that clinician was not considerate of her level of pain and told her she was abusing the system.		9,019,490,206		Telephone Triage		Matthews		Clare-Louise Nicholls				Review with clinician(s) concerned		NB will speak with ET about his use of language. Opportunity taken to give LM a message about her use of an urgent care service for non-urgent problems.		Partially upheld		Resolved by letter		No		Patient		Email		ANP		Yes		Yes		Thampi, Ebin		8/19/21		8/19/21		9/23/21		0		10		15		August						

		170		Show		170		2021/2022		Complaint		SIUC CAS		8/9/21		8/31/21		Waiting Time		Ptnt's wife called 111 to complain about the delay in being called back by the CAS and the way the HA and CA spoke to her. PPG led on the complaint response.		81537		Telephone Triage		Dando		Clare-Louise Nicholls				The learning from this incident will be widely shared via clincial forums and newsletters		Review of shift report evidenced the queue had been taken to zero by 07:50hrs however this ptnt had not been called back. LG suspects case was open with a clinician yet nothing entered into it which means the shift manager could not see it. Checking with Adastra who accessed that case that night so the theory can be checked and appropriate learning cascaded.		Upheld		Resolved by letter		No		Other		Verbal		Operational staff		Yes		Yes				7/24/21		8/9/21		8/31/21		0		16		0		August						

		171		Show		171		2021/2022		Complaint		SIUC CAS		8/31/21		9/3/21		Clinical Care or Advice		Ptnt fed back via NHS 111 that she had been prescribed codeine even though she was breastfeeding and she was worried about the harm it could cause a baby.		93648		Telephone Triage		Salameh		Clare-Louise Nicholls				The learning from this incident has been shared with the clinician		Ptnt didn't offer she was breastfeeding even when asked PMH.		Not Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Gawron, Anna		8/29/21		8/31/21		10/5/21		0		3		22		August						

		172		Show		172		2021/2022		Complaint		SIUC F2F		9/9/21				Clinical Care or Advice		Patients parents querying appropriateness of some of the questioning for consultation in Jan		16762				Ballard		Kathy Ryan		kathy.ryan@nhs.net												Patient		Email		GP		No		No		Holmes, Kathryn		1/21/21		9/9/21				0						September						

		173		Show		173		2021/2022		Compliment/Thank you		SIUC CAS		8/25/21		9/9/21				email message frm ptnt's oGP for excellent service.				Telephone Triage								Compliment shared with clinician														GP		No		No		Warbis, Clare		8/28/21								11				August						

		174		Show		174		2021/2022		Complaint		SIUC F2F		9/13/21		10/20/21		Clinical Care or Advice		Daughter of patient would like to complain that the patients wound was not clened or dressed by the clinician. Also hat the patient was only given two clean dressings and that she was not asked if she was allergic to penecillian before being issued with prescription (patient was not allergic).		98524		Southmead PCC		Loosemoore		Rani Robson		0						Not Upheld		Resolved by letter				Other		Verbal		GP		Yes		Yes		Dominita Neagu		9/13/21		9/14/21		10/19/21		1		27		-3		September		Possible		Negligible		3

		175		Show		175		2022/2023		Complaint		SIUC CAS		9/13/21				Communication		Patient has complained that his case was closed after one attempt at contact made to his mobile phone. He states that his landline was being monitored for a call and did not get tried.		98654		Telephone Triage		Nicholls		Sarah Pearce		0		Response letter written		Clinicians must follow failed contact SOP		Upheld		Resolved by letter				Patient		Verbal		gp		N/A		N/A		Syed Akhter		9/12/21		9/14/21		10/20/21		1		3				September						

		176		Show		176		2021/2022		Complaint		SIUC CAS		9/13/21				Waiting Time		Ptient complaining about the length of time taken for a callback		98959		Telephone Triage		Clark						Verbal response shared with complainant		Clear messaging needed for patients regarding wait times.		Upheld		Resolved by telephone/in person				Patient		Verbal		Various		N/A		N/A		n/a		9/11/21		9/13/21		10/19/21		0						September						

		177		Show		177		2021/2022		Compliment/Thank you		SIUC F2F		9/15/21						Patient gave chocolates and thank you card to host and clinician to thank for a good service.				Knowle PCC		Russel						Compliment shared with clinician																																		September						

		178		Show		178		2021/2022		complaint		SIUC CAS		9/15/21		10/21/21		Waiting Time		Patients husband compaining about a 17+ hour wait for call back and not being advised of how long they would be waiting		98854 and 99102		Telephone Triage		Osmond		Lucy Grinnell		0		Response letter written		Feedback to CH regarding case tags.		Upheld		Resolved by letter				Other		Email		Various		Yes		Yes				9/12/21		9/15/21				0		26				September		Likely		Negligible		4

		179		Show		179		2021/2022		Complaint		SIUC CAS		9/22/21		10/6/21		Waiting Time		Patient complaining about being on a 6 hours disposition but not spoken to for 12.5 hours		10978		Telephone Triage		Barker		Linda Meekhums		0		Verbal response shared with complainant		Patient would like us to share that being referred to thye eye hospital directly from NHS 111 would have saved her an 11 hour wait.				Resolved by telephone/in person				Patient		Email		Various								9/18/21								10				September		Unlikely		Minor		4

		180		Show		180		2021/2022		Complaint		SIUC CAS		9/23/21				Clinical Care or Advice		Nursing home have made contact tp say the fely unsupported with and EOL patient when they wanted to manage him at home. The Severnside clinician wanted to admit the patient.		12653		Patients home		Westman		Rani Robson		0												Other		Verbal		GP						Obiora Obiagwu		9/22/21		9/24/21				1						September						

		181		Show		181		2021/2022		Complaint		SIUC CAS		10/7/21				Care Processes		you did not receive a telephone call back on the 06 October 2021 after contacting the 111 service, he called again later that evening and was offer a F2F appt.  On arriving he felt that the host was very rude prior to him and showed no emphathy.  Pt is expecting a verbal response from TC 		17599, 17747		Telephone Triage		Nott		Lucy Grinnell		lucy.grinnell@brisdoc.org				The patient would like to see more continuity between OOH and OGP.		Partially upheld						Patient		Verbal		Various		Yes		No		NHS111 and OOH Host		10/6/21		10/7/21		11/10/21		0						October		Likely		Negligible		4

		182		Show		182		2021/2022		Complaint		SIUC CAS		10/12/21				Clinical Care or Advice		Father called again at 21:46, patient had missed a dose of medication (I believe due to running out since previous call) and therefore was becoming violent.
1 hour speak to disposition passed over to your service from 111. Pt is expecting a verbal response from TC 

23:38 called again to chase OOH call back

00:56 called again to complain as OOH could not help due to pharmacy being closed. Father was not happy to attend ED with her as worried patient may become violent to staff		19724		Telephone Triage		Horrell		Lucy Grinnell		lucy.grinnell@brisdoc.org						Partially upheld						Parent 		Verbal		Various		Yes		Yes		NHS111 and OOH GP		10/10/21		10/13/21		11/15/21		1						October		Unlikely		Negligible		2

		183		Show		183		2021/2022		Complaint		SIUC CAS		10/15/21				Clinical Care or Advice		TS unhappy with his cosultation with our ED validation clinician.  TS felt that the clinician should have prescribed the meds he req.  He felt the clinicians suggesion that perhaps he may have low BP was incorrect.  The clinician he spoke to later agreed that low BP was highly unlikely given his medical history.  Pt is expecting a verbal response from TC 		20683, 20753, 20755		Telephone Triage		Streetley		Kathy Ryan		kathy.ryan@nhs.net						Not Upheld						Patient		Verbal		GP		Yes		Yes		Dykes, Chris		10/14/21		10/15/21		11/17/21		0						October		Possible		Negligible		3

		184		Show		184		2021/2022		Complaint		SIUC CAS		10/17/21		10/17/21		Waiting Time		Dad felt that waiting time far exceeded the time frames shared by NHS111		21847		Telephone Triage		Milsom		louise whyte		louise.whyte@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Parent 		Verbal		GP		Yes				Waiting time		10/17/21		10/17/21		10/17/21		0		0		0		October		Likely		Negligible		4

		185		Show		185		2021/2022		Complaint		SIUC F2F		10/19/21				Staff Attitude		Patients mum in unahppy with the manner/attitude of the clinician and the examiatin of her child		22700		Knowle PCC		Templar		Frank Burge		frank.burge@nhs.net										No		Parent 		Email		ANP/ECP		Yes				Howes, Andrew		10/19/21		10/19/21		11/19/21		0						October		Unlikely		Negligible		2

		186		Show		186		2021/2022		Complaint		SIUC CAS		10/25/21				Waiting Time		Initial complaint based on waiting times - need to speek to complainant to fully understnd concerns		22323		Patients home		Nevins																										ooh														October						
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		445		Exclude																																																																				

		446		Exclude																																																																				

		447		Exclude																																																																				

		448		Exclude																																																																				

		449		Exclude																																																																				

		450		Exclude																																																																				

		451		Exclude																																																																				

		452		Exclude																																																																				

		453		Exclude																																																																				

		454		Exclude																																																																				

		455		Exclude																																																																				

		456		Exclude																																																																				

		457		Exclude																																																																				

		458		Exclude																																																																				

		459		Exclude																																																																				

		460		Exclude																																																																				

		461		Exclude																																																																				

		462		Exclude																																																																				

		463		Exclude																																																																				

		464		Exclude																																																																				

		465		Exclude																																																																				

		466		Exclude																																																																				

		467		Exclude																																																																				

		468		Exclude																																																																				

		469		Exclude																																																																				

		470		Exclude																																																																				

		471		Exclude																																																																				

		472		Exclude																																																																				

		473		Exclude																																																																				

		474		Exclude																																																																				

		475		Exclude																																																																				

		476		Exclude																																																																				

		477		Exclude																																																																				

		478		Exclude																																																																				

		479		Exclude																																																																				

		480		Exclude																																																																				

		481		Exclude																																																																				

		482		Exclude																																																																				

		483		Exclude																																																																				

		484		Exclude																																																																				

		485		Exclude																																																																				

		486		Exclude																																																																				

		487		Exclude																																																																				

		488		Exclude																																																																				

		489		Exclude																																																																				

		490		Exclude																																																																				

		491		Exclude																																																																				

				Exclude																																																																				















This is a 111/F2F complaint
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Manager Email

		Name		Email

		Anne Whitehouse

		Chris Dykes

		Ellie Warrington

		Frank Burge

		Kathy Ryan

		Traci Clutterbuck

		Lucy Grinnell

		Sarah Pearce

		Julia Holman

		Linda Meekhums

		Danny Van de Klee

		Jane Glydon

		Nigel Gazzard

		Ray Montague

		Natalie Ryan

		Andrew Mellor

		Julie Marshall

		Louise Whyte

		Rani Robson





































Dashboard







				Compliments & Complaints

				Year		Month		Compliment/Thank you		Informal Complaint		Complaint



				2019/2020		April						

						May						

						June						

						July						

						August						

						September						

						October						

						November						

						December		2		0		3

						January		0		0		6

						February		3		1		2

						March		2		0		3

						Total						



Days to acknowledgement









Average	July	August	September	September	2021/2022	2022/2023	0.66666666666666663	0.66666666666666663	0.5	1	Min	July	August	September	September	2021/2022	2022/2023	0	0	0	1	Max	July	August	September	September	2021/2022	2022/2023	2	3	1	1	







Days to response









Average	July	August	September	September	2021/2022	2022/2023	17.333333333333332	10.333333333333334	10	3	Min	July	August	September	September	2021/2022	2022/2023	2	3	10	3	Max	July	August	September	September	2021/2022	2022/2023	38	19	10	3	







Difference between agreed date and actual date response sent









Average	Grand Total	Min	Grand Total	Max	Grand Total	







Complaints and Compliments by Service

















SIUC CAS	

July	August	September	Complaint	3	4	5	SIUC F2F	

July	August	September	Complaint	2	2	







Complaint Locations





































Complaint - July	Cossham PCC	Knowle PCC	Patients home	Southmead PCC	(blank)	Telephone Triage	3	Complaint - August	

Cossham PCC	Knowle PCC	Patients home	Southmead PCC	(blank)	Telephone Triage	1	1	4	Complaint - September	

Cossham PCC	Knowle PCC	Patients home	Southmead PCC	(blank)	Telephone Triage	1	1	1	4	







Compliment Locations





























Grand Total	Grand Total	







Complaint Type



































Complaint - July	

Clinical Care or Advice	Communication	Waiting Time	1	1	1	Complaint - August	

Clinical Care or Advice	Communication	Waiting Time	4	1	1	Complaint - September	

Clinical Care or Advice	Communication	Waiting Time	3	1	3	







Complaints and Compliments Dashboard



Pivot Table

		Count of Our Reference		Column Labels

		Row Labels		April		May		June				(blank)		July		August		September		October		November		December		January		February		March		Grand Total

		Complaint		5		11		8						6		5		6		3		8		3		6		2		3		66

		Care Processes		2												2		1												1		6

		Clinical Care or Advice		1		6		2						1		1		2		2		2		2		2				1		22

		Communication				2		1						1		1		1				3								1		10

		Prescription / Medication		1		1		2																		1						5

		System Processes						2						2								1										5

		Waiting Time				2		1								1		2				1		1		2		2				12

		Staff Attitude		1										2						1						1						5

		Records Management																				1										1

		Compliment/Thank you				6		2						2		2		1		3		4		2				3		2		27

		Care Processes																		1												1

		Clinical Care or Advice				1														2		2		2				3				10

		Communication																				1										1

		(blank)				5		2						2		2		1				1								2		15

		Informal Complaint						1												2								1				4

		Clinical Care or Advice						1												1								1				3

		Staff Attitude																		1												1

		(blank)								394		1																				395

		(blank)								394		1																				395

		Grand Total		5		17		11		394		1		8		7		7		8		12		5		6		6		5		492





Look Up

		Our Reference		Governance Year		Type of event		Service		Date received		Date closed		Complaint type		Summary of complaint		Location		Patient Surname		Manager leading the complaint investigation and response		Actions taken		What are the learning points		Complaint upheld status		Resolution		Serious untoward event		Complainant		How was the complaint received		People involved		Call details retrieved		Voice recordings retrieved		Who is complaint about		Date of Event		Date acknowledgement sent		Agreed response date		Likelihood		Consequence

				2019/2020		Complaint		SIUC NHS 111		1/1/10		1/1/10		Care Processes				Clevedon PCC				Anne Whitehouse		Acknowledge receipt to a third party				Not Upheld		Escalated to director		Yes		Carer		Email		ANP		Yes		Yes				1/1/10		1/1/10		1/1/10		Almost certain		Negligible

				2020/2021		Compliment/Thank you		SIUC CAS		1/1/50		1/1/50		Clinical Care or Advice				Cossham PCC				Chris Dykes		Request more time to respond				Partially upheld		Resolved by letter		No		Guardian		Letter		CA		No		No				1/1/50		1/1/50		1/1/50		Likely		Minor

				2021/2022		Informal Complaint		SIUC F2F						Communication				Knowle PCC				Clare-Louise Nicholls		Response letter written				Upheld		Resolved by telephone/in person				Other		Verbal		ECP		N/A		N/A										Possible		Moderate

				2022/2023		Moved to Information request		SIUC CAS/F2F						Loss of Samples				Locking Road PCC				Ellie Warrington		Review with clinician(s) concerned						Unresolved				Parent 		PSQ		GP														Unlikely		Major

						moved to Health Professional feedback		AGPT						Prescription / Medication				Nicholson House				Frank Burge		The clinical has had a meeting  with the investigator						Referred to PHSO to facilitate a resolution				Patient				HA														Rare		Catastrophic

														Records Management				Osprey Court				Kathy Ryan		The learning from this incident has been shared with the clinician														GP/ECP

														Staff Attitude				Patients home				Traci Clutterbuck		The learning from this incident will be widely shared via clincial forums and newsletters														GP/ANP

														System Processes				Southmead PCC				Lucy Grinnell		Verbal response shared with complainant														ANP/ECP

														Waiting Time				AGPT				Sarah Pearce		Compliment shared with clinician														Operational staff

																		Telephone Triage				Julia Holman																Various

																						Paul davies

																						Danny Van de Klee

																						Jane Glydon

																						Nigel Gazzard

																						Ray Montague





Risk Score

		Almost certain		5		Negligible		1										Likelihood		Consequence

		Likely		4		Minor		2										Almost certain		Negligible

		Possible		3		Moderate		3										Almost certain		Minor

		Unlikely		2		Major		4										Almost certain		Moderate

		Rare		1		Catastrophic		5										Almost certain		Major

																		Almost certain		Catastrophic

																		Likely		Negligible

																		Likely		Minor

																		Likely		Moderate

																		Likely		Major

																		Likely		Catastrophic

																		Possible		Negligible

																		Possible		Minor

																		Possible		Moderate

																		Possible		Major

																		Possible		Catastrophic

																		Unlikely		Negligible

																		Unlikely		Minor

																		Unlikely		Moderate

																		Unlikely		Major

																		Unlikely		Catastrophic

																		Rare		Negligible

																		Rare		Minor

																		Rare		Moderate

																		Rare		Major

																		Rare		Catastrophic





Holidays

		Bank Holidays

		4/19/19		Fri		Good Friday

		4/22/19		Mon		Easter Monday

		5/6/19		Mon		Early May bank holiday

		5/27/19		Mon		Spring bank holiday

		8/26/19		Mon		Summer bank holiday

		12/25/19		Wed		Christmas Day

		12/26/19		Thu		Boxing Day

		1/1/20		Wed		New Year’s Day

		4/10/20		Fri		Good Friday

		4/13/20		Mon		Easter Monday

		5/4/20		Mon		Early May bank holiday

		5/25/20		Mon		Spring bank holiday

		8/31/20		Mon		Summer bank holiday

		12/25/20		Fri		Christmas Day

		12/28/20		Mon		Boxing Day (substitute day)





Charts

				April		May		June		July		Aug		Sept		Oct		Nov		Dec		Jan		Feb		March

		Clinical Care or Advice		1		1		2		1		4		3

		Care proceses

		Staff attitude		1

		Prescription / Medication

		System Processes

		Waiting Time		1				1		1		1		3

		Communication								1		1

				April		May		June		July		August		September		October		November		December		January		February		March

		Not Upheld		1		1		1				3

		Partially upheld		2						1		1

		Upheld		0				2		2		2		1

				April		May		June		July		August		September		October		November		December		January		February		March

		Compliment/Thank you		4		2		0		1		1		1		0		0		0		0		0		0

		CAS/F2F		March		April		May 		June		July		August		September		October		November		December		January		February		March

		Care Processes

		Clinical Care or Advice				1		1		2		1		4		3

		Communication										1		1

		Prescription / Medication

		System Processes

		Waiting Time				1				1		1		1		3

		Staff Attitude				1

				Not Upheld		Partially Upheld		Upheld

		April		1		2		0

		May		1

		June		1				2

		July				1		2

		August		3		1		2

		September						1

		October

		November

		December

		January

		February

		March

				Not Upheld

				Partially upheld

				Upheld

				April		May		June		July		August		September		October		November		December		January		February		March

				1		1		1		0		3		0		0		0		0		0		0		0

				2		0		0		1		1		0		0		0		0		0		0		0

				0		0		2		2		2		1		0		0		0		0		0



Sept 2021  CAS/F2F complaint categories





Clinical Care or Advice	Care proceses	Staff attitude	Prescription / Medication	System Processes	Waiting Time	Communication	3	3	



CAS/F2F complaint outcomes



Not Upheld	

April	May	June	July	August	September	Partially upheld	

April	May	June	July	August	September	Upheld	

April	May	June	July	August	September	





CAS/F2F Compliment/Thank you



Compliment/Thank you	April	May	June	July	August	September	October	November	December	January	February	March	4	2	0	1	1	1	0	0	0	0	0	0	





CAS/F2F Complaints Sept 2021





Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	1	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	2	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	1	1	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	4	1	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	3	3	



CAS/F2F Complaint Outcomes



Not Upheld Partially upheld Upheld	

April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	Not Upheld Partially upheld Upheld	

April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	Upheld	

April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	





Complaint Outcomes



Not Upheld	April	May	June	July	August	September	1	1	1	3	Partially Upheld	April	May	June	July	August	September	2	1	1	Upheld	April	May	June	July	August	September	0	2	2	2	1	









Risk Score Charts

		Count of Our Reference		Column Labels

		Row Labels		1		2		3		4		Grand Total

		2019/2020		5		3		4		2		14

		January		2		1		2		1		6

		February		2				2		1		5

		March		1		2						3

		2020/2021		3						1		4

		April		1						1		2

		May		2								2

		Grand Total		8		3		4		3		18

		Governance Year		(Multiple Items)

		Month		(All)

		Row Labels		Count of Our Reference

		1		8

		2		3

		3		4

		4		3

		Grand Total		18



Risk Score by Month











1	January	February	March	April	May	2019/2020	2020/2021	2	2	1	1	2	2	January	February	March	April	May	2019/2020	2020/2021	1	2	3	January	February	March	April	May	2019/2020	2020/2021	2	2	4	January	February	March	April	May	2019/2020	2020/2021	1	1	1	Year/Month







Count









Overall Risk Scores





Total	

1	2	3	4	8	3	4	3	





complaint not for SIUC or Brisd

																				NO CASE FOUND BY PPG OR BRISDOC FOR THIS PATIENT - COMPLAINT CLOSED he rang their Out of Hours service. He informs me that he was told it would be four hours before someone could attend and that he then called for an ambulance. He states that an ambulance did not come, but when an Out of Hours nurse arrived at 5.30am, he was called by the ambulance service who told him that the ambulance he had requested had subsequently been cancelled by the Out of Hours service. 
Mr Sohus-Blackmore wishes to have an explanation for the Out of Hours service cancelling the ambulance he had requested.

		153		2021/2022		001		2021/2022		Complaint		SIUC CAS/F2F		4/9/21		4/13/21		Clinical Care or Advice				n/a		Patients home		Sohus- Blackmore 		Traci Clutterbuck		traci.clutterbuck@nhs.net		Acknowledge receipt to a third party				Not Upheld				No		Carer		Email		Various		No		No		No cases found by PPG or BrisDoc		12/2/20		4/9/21		4/30/21		1		5		21		April		Rare		Negligible		



Complaints received but no contact can be found by PPG or IUC
	


mailto:traci.clutterbuck@nhs.net
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Response tracking  2021'22.xlsx


Response tracking 2021'22.xlsx
Sheet1

		Q		Event ID		Staff Surname		Manager Dealing with Complaint		Date received by BrisDoc		Date Acknowledgement Sent		Date report sent to complainant		Complaint Justified		Time to acknowledgement		Against target		Time to response		Against target		Comments 		Performance		Response times within agreed timeframes		Delay reason

		1		148		Pullen		Christopher Dykes		4/6/21		4/6/21		4/27/21		partially		0		3		21		12						100%

		1		149		Kenny-Levick		Anne Whitehouse		4/6/21		4/6/21		Closed verbally 94.21		Yes		0		3		3		30

		1		153		No case found by ppg or brisdoc		Clutterbuck		4/9/21		4/9/21		4/13/21		No		0		3		0		33		No cases found by PPG or Brisdoc, CCG informed and complaint closed

		1		157		Verdanega		Christopher Dykes		5/28/21		5/28/21		6/10/21		No		0		3		13		20						100%

		1		159		Alden, Davidson		LG		15.6.21		15.6.21		23.6.21		yes		0		3		8		25		closed verbally				100%

		1		160		Gourlay		FB		23.6.21		23.6.21		22.7.21		Yes		0		3		29		4		closed verbally

		1		161		Ops		LG		23.6.21		23.6.21		23.6.21		No		0		3		1		32		closed verbally

		2		162		Gourlay		FB		23.7.21		23.7.21		27.7.21		yes		0		3		4		29		acknowledged by PPG. SM called ptnt twice to discuss and left message explaining action taken.				80%

		2		163		Mandalian		CD		27.7.21		27.7.21		12.08.2021		yes		0		3		16		17		CD closed on phone.

		2		166		Thumma		LW/LG		28.7.21		28.7.21		16.9.21		partially		0		3		50		-17		PPG acknowledged. LW called ptnt and will ring her back on return from her holiday.

		2		165		Bull		KR		2.8.21		3.8.21		27.8.21		no		1		2		25		8						100%

		2		167		Obiagwu		CD		10.08.21		10.08.21		8/18/21		Yes		0		3		8		25		closed verbally

		2		168		Hanyana		NB		13.8.21		by NHSE		8/25/21		No		0		3		12		21		Respond to NHSE as response for ptnt.

		2		169		Thampi		FB		19.8.21		by 111		2.9.21		partially		0		3		13		20

		2		170		Ops		CLN		9.8.21		by 111		31.8.21		Yes		0		3		22		11		Joint response led by 111. LG checking record access with Adastra to check theory and inform learning for the IUC team.

		2		171		Gawron		CLN		31.8.21		by 111		3.9.21		no		0		3		3		30

		2		172		Holmes		KR		09.09.21		09.09.21								3				33		PALs request as part of a complaint

		3																		3				33

		3		174		Neagu		RR		13.09.21		13.09.21				no										No signed consent form recived, reminder sent. Daughter of patient advised that will re-open the complaint if she gets in touch.						Closed 20.10.21

		3		175		Akhter		SP		13.09.21		13.09.21		16.09.21		Yes						3		25

		3		176		VARIOUS		SP		13.09.21		14.09.21		18.09.21		Yes										Closed via telephone. Agreed to share learning.

		3		179				CD		22.09.21		23.09.21		n/a		partially		0								Closed via phone, contacted DOS to review what can be referred to BEH

		3		180		Obiagwu		Rani Robson		9/24/21		9/24/21						0

		3		181		Operational		Lucy Grinnell		10/8/21		10/8/21						0

		3		182		Operational		Lucy Grinnell		10/14/21		10/14/21						0

		3		183		Dykes		Kathy Ryan		10/15/21		10/15/21						0

		3		185		Moore		Frank		10/19/21		10/19/21						0

		3		186		Obiagwu		Christopher Dykes		10/29/21		10/29/21				Yes		0

		3
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BrisDoc Healthcare Services

Unit 21, Osprey Court

Hawkfield Business Park

			Whitchurch, Bristol

BS14 0BB

Tel: 0117 937 0900

www.brisdoc.co.uk

name

address



date

Dear



Re:



The complaint you shared with the Severnside Integrated Urgent Care service has been received today. Thank you for bringing your concerns to our attention. Severnside prides itself on providing excellent patient care and will wish to rectify any short comings we find in our services as it is always disappointing when a patient is dissatisfied.



You would like us to investigate ……………. 



I am initiating an investigation into the concerns you have raised and will aim to reply to you in full once the investigation is complete. We aim to respond to complaints within 25 working days and if we are in a position to respond earlier we will do so.



If you wish to discuss anything further in the meantime, please feel free to contact Severnside direct on severnside.governance@nhs.net.





Yours sincerely





Name

Title

Contact details
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Working together to deliver integrated urgent care to Bristol, North Somerset and South Gloucestershire

Registered Office

BrisDoc Healthcare Services Ltd

10 Temple Back

Bristol

BS1 6FL

Company Number 5526203

Registered Office

Practice Plus Group

Connaught House, 850 The Crescent,

Colchester Business Park

Colchester, Essex, CO4 9QB

Company Number 11078321
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Making a complaint



We aim to provide a caring, high-quality service and are always pleased to receive your feedback, both positive and negative. If the service provided has not met your expectations, then we would like to know why not. All comments and complaints are taken seriously regardless of their nature. 

We hope that most problems can be sorted out easily and quickly so it is helpful if you can make your comments at the time the problem occurred or as soon as possible afterwards. This gives us the best opportunity to resolve the issues immediately. 



If it is not possible to do that, please let us have the details of your complaint: 

· Within 12 months of the incident that caused the problem; or 

· Within 12 months from the time that you became aware of the problem. 



We will respond to your concerns considerately, quickly and as effectively as possible in line with the NHS Complaints regulations (2009).



How to make a complaint

Our complaints procedure is designed to make sure that we resolve any complaints as quickly as possible.



Stage one – local resolution:

Our complaints procedure is designed to make sure that we resolve any complaints as quickly as possible. 

Stage one – local resolution 

You can make your complaint: 

· • In person/by telephone – ask to speak to a member of the Governance Team. 

· • In writing (including email) – some complaints are easier to explain in writing, please give as much information as you can, then send to the Head of Governance as soon as possible. 



We shall contact you within three working days of receipt to discuss how you would like the complaint taken forward and investigated. We will also agree with you a timescale within which our response will be sent. 

The response will tell you how the complaint was investigated, the evidence considered, the conclusions reached and any actions taken.

When we look at your complaint, we shall aim to: 

· • Find out what happened and what went wrong 

· • Make it possible for you to discuss the problem with those concerned if appropriate 

· • Make sure you receive an apology, where appropriate 

· • Identify what we can do to make sure the problem doesn’t happen again. 



It may be helpful for you to meet with the Manager and the Clinician to discuss your concerns and if this is the case arrangements will be made for this to happen at a convenient time. 

Complaining on behalf of somebody else 

Please note that we keep strictly to the rule of medical confidentiality. 

If you are complaining on behalf of someone else, we have to know that you have their permission to do so. 

We will require their written permission to do so unless they are incapable of providing this, through illness or in the case of a child. Only information relevant to the complaint will be disclosed.



 If the patient does not want any information from their health records to be disclosed, this might affect the extent to which we can investigate and respond to your complaint.







Stage two – an internal review:

If you are unhappy with the response you receive from the local Manager you can write to the Head of Governance and request an internal review (please refer to address within the ‘Who to contact’ section of the leaflet). You can expect an impartial and objective re-investigation into your complaint by a member of the Senior Management Team. 

The Investigation will also review how your complaint was handled at the local stage.



Stage three – the Parliamentary and Health Service ombudsman:

If, following internal review – stage two, you are still dissatisfied with the outcome of both internal investigations; you may request an external review of your complaint from the Parliamentary and Health Service Ombudsman (PHSO).



Who to contact

Stage one



[image: ]The Manager at the address where you received your care.



Stage two

Head of Governance 

BrisDoc Healthcare Services 

21 Osprey Court 

Hawkfield Business Park 

Whitchurch 

Bristol 

BS14 0BB 

Email: severnside.governance@nhs.net



Stage three

The Parliamentary and Health Service Ombudsman

Millbank Tower

Millbank

London

SW1P 4QP



The Independent Complaints Advocacy Service

You may wish to have support in dealing with your complaint and seek the services of the Independent Complaints Advocacy Service – The Advocacy People. 

This service can be contacted on:

Tel: 0330 440 9000 

Email: info@theadvocacypeople.org.uk
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If the patient does not want any information from their health records to be disclosed, this might affect the extent to which we can investigate and respond to your complaint.

Stage two – an internal review:

If you are unhappy with the response you receive from the local Manager you can write to the Head of Governance and request an internal review (please refer to address within the ‘Who to contact’ section of the leaflet). You can expect an impartial and objective re-investigation into your complaint by a member of the Senior Management Team.



The Investigation will also review how your complaint was handled at the local stage.

Stage three – the Parliamentary and Health Service ombudsman

If, following internal review – stage two, you are still dissatisfied with the outcome of both internal investigations; you may request an external review of your complaint from the Parliamentary and Health Service Ombudsman (PHSO).













































Who to contact

Stage one

The Manager at the address where you received your care.



Stage two

Head of Governance

BrisDoc Healthcare Services

21 Osprey Court

Hawkfield Business Park

Whitchurch

Bristol

BS14 0BB

Email: severnside.governance@nhs.net



Stage three

The Parliamentary and Health Service Ombudsman

Millbank Tower

Millbank

London

SW1P 4QP
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The Independent Complaints Advocacy Service

You may wish to have support in dealing with your complaint and seek the services of the Independent Complaints Advocacy Service – The Advocacy People. 

This service can be contacted on:

Tel: 0330 440 9000 

Email: info@theadvocacypeople.org.uk
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How to make a complaint

Our complaints procedure is designed to make sure that we resolve any complaints as quickly as possible.



Stage one – local resolution

You can make your complaint:

· In person/by telephone – ask to speak to a member of the Governance Team.

· In writing (including email) – some complaints are easier to explain in writing, please give as much information as you can , then send to the Head of Governance as soon as possible.



We shall contact you within three working days of receipt to discuss how you would like the complaint taken forward and investigated. We will also agree with you a timescale within which our response will be sent. 



The response will tell you how the complaint was investigated, the evidence considered, the conclusions reached and any actions taken.











































When we look at your complaint, we shall aim to:

· Find out what happened and what went wrong

· Make it possible for you to discuss the problem with those concerned if appropriate

· Make sure you receive an apology, where appropriate

· Identify what we can do to make sure the problem doesn’t happen again.



It may be helpful for you to meet with the Manager and the Clinician to discuss your concerns and if this is the case arrangements will be made for this to happen at a convenient time.



Complaining on behalf of somebody else

Please note that we keep strictly to the rule of medical confidentiality.



If you are complaining on behalf of someone else, we have to know that you have their permission to do so. 

We will require their written permission to do so unless they are incapable of providing this, through illness or in the case of a child. Only information relevant to the complaint will be disclosed.









































Making a complaint

We aim to provide a caring, high quality service and are always pleased to receive your feedback, both positive and negative. If the service provided has not met your expectations then we would like to know why not. All comments and complaints are taken seriously regardless of their nature.



We hope that most problems can be sorted out easily and quickly so it is helpful if you can make your comments at the time the problem occurred or as soon as possible afterwards. This gives us the best opportunity to resolve the issues immediately.



If it is not possible to do that, please let us have the details of your complaint:

· Within 12 months of the incident that caused the problem; or

· Within 12 months from the time that you became aware of the problem.



We will respond to your concerns considerately, quickly and as effectively as possible in line with the NHS Complaints regulations (2009).



Our complaints procedure is based on three stages, detailed on the next page.
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Complaint Third Party Consent Form







I (name) ………………………………………………. authorise the complaint outlined in the communication dated……………….. to be made on my behalf by (name)……………………..……………, who is my next of kin/power of attorney/guardian.



I agree that BrisDoc (on behalf of SevernSide Integrated Urgent Care) may disclose to the above named (only in so far as is necessary to answer the complaint) my personal confidential information. 



Patient’s Signature: …………………………………………… Date: …………………



Name & Address: ………………………………………………………………………...



………………………………………………………………………………………………



………………………………………………………………………………………………



………………………………………………………………………………………………





Please return to: severnside.governance@nhs.net   



Governance Team

BrisDoc Healthcare Services

21 Osprey Court

Hawkfield Business Park

Whitchurch

Bristol

BS14 0BB
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BrisDoc Healthcare Services

Unit 21, Osprey Court

Hawkfield Business Park

			Whitchurch, Bristol

BS14 0BB

Tel: 0117 937 0900

www.brisdoc.co.uk





date

Dear



Re:



I am writing further to our correspondence with you of XXXXdate now the investigation into the concerns you raised has been completed. 



The concerns you raised were as follows:





Thank you for bringing your concerns to our attention. I would like to reassure you that Severnside is committed to ensuring that all patients receive the highest standards of care and we have taken your concerns seriously.



If you have any further concerns or questions please do not hesitate to contact me. We would be very happy to meet with you to discuss any further concerns or questions.



We are committed to managing complaints effectively and efficiently. If you have not been happy about our processes for managing your complaint please do let me know. We would welcome any feedback about how we might improve our process for managing complaints.



Yours sincerely





Name

Title

[bookmark: _GoBack]Contact details
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Working together to deliver integrated urgent care to Bristol, North Somerset and South Gloucestershire

Registered Office

BrisDoc Healthcare Services Ltd

10 Temple Back

Bristol

BS1 6 FL

Company Number 5526203

Registered Office

Care UK (Urgent Care) Ltd

Connaught House, 850 The Crescent,

Colchester Business Park

Colchester, Essex, CO4 9QB

Company Number 05232967
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Dashboard Pivots

		Service		(All)												Service		(All)												Service		(All)

		Days to acknowledgement														Days to response														Complaints and compliments

		Row Labels		Average		Min		Max								Row Labels		Average		Min		Max								Count of Our Reference		Column Labels

		2021/2022		0.6		0.0		3.0								2021/2022		12.4		2		38										Group1		Group1 Total		Grand Total

		July		0.7		0		2								July		17.3		2		38								Row Labels		Complaint

		August		0.7		0		3								August		10.3		3		19								2021/2022		15.0		15.0		15.0

		September		0.5		0		1								September		10.0		10		10								July		3.0		3.0		3.0

		2022/2023		1.0		1.0		1.0								2022/2023		3		3		3								August		6.0		6.0		6.0

		September		1.0		1		1								September		3.0		3		3								September		6.0		6.0		6.0

		Grand Total		0.6		0.0		3.0								Grand Total		11.5454545455		2		38								2022/2023		1.0		1.0		1.0

																														September		1.0		1.0		1.0

																														Grand Total		16.0		16.0		16.0





Dashboard Pivots (2)

		Service		(All)																														Type of event2		Complaint

		Days to acknowledgement														Days to acknowledgement

		Row Labels		Average		Min		Max								Count of Our Reference		Column Labels																Count of Our Reference		Column Labels

		Grand Total														Row Labels		SIUC CAS		SIUC F2F		Grand Total														Complaint						Complaint Total		Grand Total

																Complaint		12		4		16												Row Labels		July		August		September

																July		3.0				3.0												Cossham PCC				1.0				1		1.0

																August		4.0		2.0		6.0												Knowle PCC				1.0				1		1.0

																September		5.0		2.0		7.0												Patients home						1.0		1		1.0

																Grand Total		12.0		4.0		16.0												Southmead PCC						1.0		1		1.0

																																		(blank)						1.0		1		1.0

																																		Telephone Triage		3.0		4.0		4.0		11		11.0

																																		Grand Total		3.0		6.0		7.0		16		16.0































































		Type of event2		Complaint

		Count of Our Reference		Column Labels

				Complaint						Complaint Total		Grand Total

		Row Labels		July		August		September

		Clinical Care or Advice		1.0		4.0		3.0		8		8.0

		Communication		1.0		1.0		1.0		3		3.0

		Waiting Time		1.0		1.0		3.0		5		5.0

		Grand Total		3.0		6.0		7.0		16		16.0

		Type of event2		Compliment

		Count of Our Reference		Column Labels

				Grand Total

		Row Labels

		Grand Total





Compliments & Complaints

		Column1		Show in Pivot		Our Reference		Governance Year		Type of event		Service		Date received		Date closed		Complaint type		Summary of complaint		Case Number		Location		Patient Surname		Manager leading the complaint investigation and response		Manager Email		Actions taken		What are the learning points		Complaint upheld status		Resolution		Serious untoward event		Complainant		How was the complaint received		People involved		Call details retrieved		Voice recordings retrieved		Who is complaint about		Date of Event		Date acknowledgement sent		Agreed response date		Days to acknowledgement		Days to response		Difference between agreed date and actual date response sent		Month		Likelihood		Consequence		Risk Score		Column2

		1		Show		001		2019/2020		Complaint		SIUC CAS		4/18/19		4/29/19		Care Processes		Ptnt felt GP should have arranged an ambulance for him.				Locking Road PCC		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Frequent user and complainer. No justification for an ambulance. No learning.		Not Upheld		Resolved by letter		No		Carer		Verbal		GP		Yes		Yes		Akhter, Syed		4/17/19		4/23/19		5/30/19		1		5		21		April						

		2		Show		002		2019/2020		Complaint		SIUC CAS		4/17/19		4/25/19		Care Processes		Ptnt complained to his surgery that his EMIS record had been accessed without his consent. Practice Manager emailed to seek an explanation she could share with the ptnt.						Hooking		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Consent to access EMIS was requested and given as evidenced by the voice recording.		Not Upheld		Resolved by letter		No		Other		Email		ANP		Yes		Yes		Nelson, Odette		12/10/18		4/23/19		5/29/19		2		4		22		April						

		3		Show		003		2019/2020		Complaint		SIUC F2F		4/21/19		4/25/19		Clinical Care or Advice		Ptnt complained GP she saw for mastitis was critical of her still breast feeding at 6months.				Cossham PCC		Pulling		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		CD spoke with mother on 24.4.19 to hear more about her concerns and closed complaint with her agreeing that he would folow up her concerns with Dr Singh.		Upheld		Resolved by telephone/in person		No		Patient		Email		GP		Yes		No		Singh, Ash		4/21/19		4/23/19		5/24/19		0		2		20		April						

		4		Show		004		2019/2020		Compliment/Thank you		SIUC F2F		5/3/19		5/3/19				Ptnt sent a thank you card to Clevedon base for her care by the team.				Clevedon PCC		Read		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP		N/A		N/A		Waters, Wendy		4/13/19								0				May						

		5		Show		005		2019/2020		Compliment/Thank you		SIUC CAS		5/5/19		5/7/19				WKL received email of thanks from paramedic he spoke to for being pleasant, accommodating and absolutely brilliant. WKL also spoke to ptnt's relative to reassure her and she spoke highly of him also.				Osprey Court				Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP		N/A		N/A		Kenny Levick, Will		5/4/19								0				May						

		6		Show		006		2019/2020		Complaint		SIUC F2F		5/7/19		5/24/19		Clinical Care or Advice		Mother complained to CCG about the management of her daughter's abdominal pain which turned out to be a ruptured, infected appendicitis.				Locking Road PCC		Salter		Ellie Warrington		0		Response letter written		Ptnt Line number could have been given. Will be topic of clincial forum in future - challenges of early appendicitis diagnosis.		Partially upheld		Resolved by letter		No		Parent 		Email		GP		yes		No		Fayer Karen		4/18/19		5/7/19		6/11/19		0		13		11		May						

		7		Show		007		2019/2020		Compliment/Thank you		SIUC CAS/F2F		5/7/19		5/7/19				Thank you email sent to severnside.governance by ptnt.						Flanagan		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP/ECP		Yes		No		Thumma, Buck		5/5/19								0				May						

		8		Show		008		2019/2020		Complaint		SIUC CAS		5/10/19		5/10/19		Communication		'Complaint is that the Call Handler at IUC OOH CAS Severnside said to the complainant "I don't think that the doctor has said that" - when the complainant explained that on Sunday 5th May night at Cossham Hospital, the doctor said the patient is not allowed to have anymore insulin. Complainant is not happy about being perceived to be a liar.				Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Review of voice recordings evidenced nothing to substantiate the allegation  made.		Not Upheld		Resolved by letter		No		Carer		Verbal		Various		Yes		Yes		Whitehouse, Anne		5/5/19		5/10/19				0		0				May						

		9		Show		009		2019/2020		Complaint		SIUC F2F		5/14/19		6/5/19		Clinical Care or Advice		UHB have recived a patient complaint and have asked us to respond to the comment "why was I told to take antibiotics and not sent to hospital"				Cossham PCC		Cotterell		Kathy Ryan		kathy.ryan@nhs.net		Response letter written		KR reviewed case record and spoke with consulting clinician. Examination and treatment had all been appropriate and ptnt had been provided with correct safety netting.		Not Upheld		Resolved by letter		No		patient		Verbal		GP		Yes		No		Lawrence, Liz		1/26/19		5/14/19				0		15				May						

		10		Show		010		2019/2020		Complaint		SIUC F2F		5/20/19		6/17/19		Communication		ptnt complained via 111 stating OOH GP said she would help her get registered with New Court Surgery, further more adds she was told she would get follow up call but hasn't received one from OOH GP, or New Court Surgery, regarding her registration. Feels badly let down by NHS 111. Ptnt un-registered and uses OOHs to source inhalers.				Locking Road PCC		Santozia		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written		Clinicians had appropriately not prescribed for her whilst encouraging her to register with a practice so she could have ormal asthma reviews with relevant medication management. Helped to register with a practice in Weston.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Hart, Rosemarie		4/20/19		5/20/19		6/24/19		0		19		5		May						

		11		Show		011		2019/2020		Complaint		SIUC CAS		5/20/19		6/7/19		Waiting Time		Ptnt complained via NHS 111 that she didn't receive a call back until after 1am the morning after she had called 111.				Osprey Court		Saxton		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Explanation provided about technical issues that resulted in a base relocation and consequent delay in the service. Safety call had been made but no answer hence ptnt couldn't be made aware. 12hr disposition explained. Did try to call 3 times (as per protocol)to which there was no answer so case closed. Apology extended.		Partially upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		N/A		Various		5/19/19		5/20/19		6/24/19		0		13		11		May						

		12		Show		012		2019/2020		Complaint		SIUC CAS		5/28/19		7/2/19		Prescription / Medication		Patient has requested advice re pain relief, she was originally prescribed Oramorph which was faxed to pharmacy, the pharmacy would not dispense on a fax script. Patient was advised she could collect a script at base, on arrival to base, she was refused the medication.		84967		Cossham PCC		Warne		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		Explanation provided that opioids are not recommended for chronic pain caused by fibromyalgia and there was intention on the GPs' part to appear patronising. Apology extended.		Not Upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		Yes		Prewett, Hogg, Turner, Singh		5/26/19		5/29/19		7/2/19		1		25		0		May						

		13		Show		013		2019/2020		Compliment/Thank you		SIUC F2F		5/29/19		5/29/19				Thank you call made by ptnt's husband who wanted to share his heartfelt thanks with the team and visiting clinician.				Patients home				Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No						Various						Whyte, Louise		5/28/19								0				May						

		14		Show		014		2019/2020		Complaint		SIUC CAS		5/28/19		6/7/19		Waiting Time		Mother called NHS 111 to cancel case as son had gone to sleep, didn't want to disturb him, and they had been waiting for a call back longer than they felt appropriate. 				Osprey Court		Withey		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Explanation provided about technical issues that resulted in a base relocation and consequent delay in the service. Assured NHS 11 had notified the service that she had been chasing and that she had cancelled the call back. Apology extended.		Upheld		Resolved by letter		No		Parent 		Verbal		Operational staff		Yes		No		Various		5/27/19		5/31/19		7/1/19		3		8		16		May						

		15		Show		015		2019/2020		Complaint		SIUC CAS/F2F		5/26/19		7/1/19		Clinical Care or Advice		Patient of 94, directed to OOH to get false eye put back in. After consultation. Told we couldn’t help and would need to attend Bristol Eye Hospital		83687		Locking Road PCC		Norwood		Frank Burge		frank.burge@nhs.net		Review with clinician(s) concerned		Explanation and apology extended - clinician could have undertaken further checks that would have identified this wasn't an urgent problem and could therefore wait until the right services were open to help. 		Upheld		Resolved by letter		No		Other		Email		Various		Yes		Yes		d'Mello, Sabine, Hart, Rosemarie		5/24/19		5/31/19		7/5/19		3		24		4		May						

		16		Show		016		2019/2020		Complaint		SIUC CAS		5/31/19		7/5/19		Clinical Care or Advice		Father contacted MP who contacted CCG CEO about a home visit being refused.		78272		Knowle PCC		Furlong		Frank Burge		frank.burge@nhs.net		Response letter written		Explained that it is BrisDoc's decision about whether a home visit is appropriate and not NHS 111. Use of the phrase complete bedrest had been interpreted by the CA that the ptnt was housebound when in fact this was not the case as follow up appointments had been booked and review of EMIS indicated advice had been given about ptnt not exerting herself. Acknowledged that ANP could have given a fuller explanation and looked to see if an earlier appointment could have been offered. Apologies extended for any "mixed messages". Response letter passed to the CCG.		Not Upheld		Resolved by letter		No		Parent 		Email		ANP		Yes		Yes		Howes, Andrew		5/6/19		5/31/19				0		25				May						

		17		Show		017		2019/2020		Informal Complaint		SIUC F2F		6/4/19		6/17/19		Clinical Care or Advice		Ptnt completed a PSQ and provided feedback that needed discussing with the consulting clinician. 		67826		Southmead PCC		Davies		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		This feedback came in via a PSQ. AW spoke to ptnt and then to GP who undertook the consultation. Examination and follow up instructions were discussed with learning.		Upheld		Resolved by letter		No		Patient		PSQ		GP		Yes		No		Gawron, Anna		4/13/19				7/9/19				9		16		June						

		18		Show		018		2019/2020		Compliment/Thank you		SIUC F2F		6/10/19		6/10/19				Base postcard thanked GP for being such a superb, caring, listening clinician. Couldn't speak highly enough of him.				Southmead PCC				Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No						GP		No		No		Denton, Peter		1/22/19								0				June						

		19		Show		019		2019/2020		Complaint		SIUC F2F		6/10/19		6/25/19		Clinical Care or Advice		Ptnt complained via email that the consulting GP didn't follow the advice he had been given by the advice GP and did not follow NICE guidelines.		84468		Cossham PCC		Willmott		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		NICE guidance hadn't been followed in this case. Learning will be taken into a clinical forum. Handover communication between consultations could have been more inclusive. Apology extended.		Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Waraich, Tahira		5/25/19		6/10/19		7/15/19		0		11		14		June						

		20		Show		020		2019/2020		Complaint		SIUC F2F		6/17/19		6/24/19		Prescription / Medication		Ptnt prescribed antibiotics for tonsillitis however when arrived at Pharmacy it was noted the duation was for 7 days not 10. Unhappy that had to pay for a second prescription to make up the full course.		91708		Southmead PCC		Kingdon		Anne Whitehouse		anne.whitehouse2@nhs.net		The clinical has had a meeting  with the investigator		The original duration of prescription was within guidelines. This has been brought to the attention of the pharmacist who suggested the course of antibiotics was too short. Number of tablets prescribed brought to the attention of the consulting clinician. Apology extended. Regret not able to reimburse cost of second prescription.		Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		No		Foley, Peter		6/15/19		6/18/19		7/22/19		1		5		20		June						

		21		Show		021		2019/2020		Complaint		SIUC CAS/F2F		6/19/19		7/18/19		Clinical Care or Advice		Daughter of patient complaining that her 87 yo father had multiple contacts within 5 days and urinary retention was not considered. Specificly complaing about the advice given by DG which was to drink plenty. Patient was admitted to hospital by own GP		86705		Patients home		Baker-Green		Ellie Warrington		0		Acknowledge receipt to a third party		Apology extended that DG had not adequately considered the possibility of urinary retention and focussed instead on the management of an infection. Consultation had been reviewed with the clinician and this example would be used, anonymously, for shared learning at a urology clinical forum planned for the autumn.		Upheld		Resolved by letter		No		Other		Letter		ECP		Yes		Yes		Godsall, Dean		5/25/19		6/19/19		7/24/19		0		21		4		June						

		22		Show		022		2019/2020		Compliment/Thank you		SIUC F2F		6/20/19		6/20/19				Mother of baby has sent email of thanks, she says she felt the doctor gave them the time, reassurance and advice they needed.		87939		Knowle PCC		Windo - Maya		Sarah Pearce		sarah.pearce3@nhs.net		Compliment shared with clinician								No				Email		GP		N/A		N/A		Ahmed, Koyes										0				June						

		23		Show		023		2019/2020		Complaint		SIUC CAS		6/21/19		7/19/19		System Processes		Complaint received in CKMP which included the involvement of IUC CAS who advised ambulance be called for the ptnt.		86599		Knowle PCC		Watkins		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		SN with KR identified lack of knowledge about recent pathways changes in the surgery, including cessation of GPSU and introduction of IUC.		Partially upheld		Resolved by letter		No		Other		Email		GP		Yes		Yes		Gutierrez, Felix		5/30/19		6/21/19		7/26/19		0		20		5		June						

		24		Show		024		2019/2020		Complaint		SIUC F2F		6/23/19		8/23/19		Communication		Family unhappy that the GP who arrived to verify their mother's death was not prepared to wait whilst they washed her body and showed no compassion and empathy. 		94141		Patients home		Kaur		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident will be widely shared via clincial forums and newsletters		Full explanation of the sequence of events given. Learning included management of non-verbal behaviours, tone and content of case records, missed opportunities for escalating the issues with this outstanding visit.		Upheld		Resolved by letter		No		Other		Verbal		GP		Yes		Yes		Ahmed, Faisal		6/22/19		6/25/19		7/29/19		1		44		-21		June						

		25		Show		025		2019/2020		Complaint		SIUC CAS		6/24/19		7/15/19		Waiting Time		Ptnt called NHS 111 to complain that he was not called until after midnight when he had originally rung at 4.30pm, had called 3 times and been assessed on 3 different occasions. 		93553		Knowle PCC		Seyedi		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Review with clinician(s) concerned		Regrettably there was a waiting time for which an apology was extended. However the true wait started in the evening after a pharmacist directed him back to NHS 111 to call a GP.		Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Dykes, Chris		6/20/19		6/24/19		7/29/19		0		15		10		June						

		26		Show		026		2019/2020		Complaint		SIUC CAS		6/24/19		7/16/19		System Processes		Ptnt called and spoke with a Team Manager. She'd understood she'd had an appointment arranged and whilst she had gone out a GP visited, left a card suggesting she call NHS 111 again. When she called back her original appointment was cancelled and another one scheduled which she attended.		91612		Cossham PCC		Evans		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD called ptnt and apologised for the inconvenience caused to her. Noted no harm arose. CN locked case but passed to consult and hold queue where RH picked it up and made the appt. JF then changed it back to a visit. LG followed up mistake made by JF. CD shared learning with GPs.		Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Naughton, Carol		6/15/19		6/24/19		7/29/19		0		16		9		June						

		27		Show		027		2019/2020		Complaint		SIUC CAS		6/24/19		7/18/19		Prescription / Medication		Ptnt  called NHS 111 to complain that she had been given a prescription for a branded medicine the chemist did not have in stock and that this could have been avoided of a generic drug had been prescribed.		94959		Cossham PCC		Chiffers		Anne Whitehouse		anne.whitehouse2@nhs.net		The clinical has had a meeting  with the investigator		Apology given that a generic prescription had not been provided which had caused inconvenience and delay in obaining medication. GP spoken to and had taken on learning from this complaint.		Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Gawron, Anna		6/23/19		6/24/19		7/29/19		0		18		7		June						

		28		Show		028		2019/2020		Compliment/Thank you		SIUC F2F		5/31/19		5/31/19				Card of thanks for Cossham staff. Patient wished to thank all staff for hard work and dedication.				Cossham PCC		Pegler		Sarah Pearce		sarah.pearce3@nhs.net		Compliment shared with clinician								No		Patient		Letter		Various		N/A		N/A		All staff		9/8/19								0				May						

		29		Show		029		2019/2020		Complaint		SIUC F2F		7/3/19		7/10/19		System Processes		Patient has complained that the GP disagreed that they should attend ED and offered an appointment at Knowle PCC. Pt had no way of getting to Knowle and was refused a taxi. Pt said that in the past, they had been offered a taxi.		96487		Knowle PCC		Carr		Sarah Pearce		sarah.pearce3@nhs.net		Verbal response shared with complainant		None		Not Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		All staff		6/29/19		7/3/19		8/8/19		0		5		21		July						

		30		Show		030		2019/2020		Complaint		SIUC CAS		7/5/19		7/26/19		Staff Attitude		Ptnt complained via NHS 111 that she was told clinicians were sent to visit elderly ptnts only when she asked for a visit.		69629		Knowle PCC		Tichbon		Ellie Warrington		0		Response letter written		GG could have sought the advice of the CC given ptnt was on crutches so acutely housebound. However admission via SWAST had been the appropriate course of action.		Not Upheld		Resolved by letter		No		Patient		Verbal		ANP		Yes		Yes		Gourlay, Gail		4/19/19				8/2/19				15		5		July						

		31		Show		031		2019/2020		Compliment/Thank you		SIUC CAS/F2F		7/11/19		7/12/19				Pt emailed to express thanks to the entire service, from the 111 call to home visit. Patient expressed he is a carer for his wife, therfore to leave the house would have been impossible. He stated that both clinicians were bright, courteous, thorough and reasurring.		99101		Patients home		Brittain		Sarah Pearce		sarah.pearce3@nhs.net		Compliment shared with clinician								No		Patient		Email		GP		N/A		N/A												1				July						

		32		Show		032		2019/2020		Complaint		SIUC F2F		7/15/19		7/22/19		Communication		Ptnt called to complain that she didn't appreciate being advised about weight loss when she came in to be seen about an insect bite on her leg that was becoming cellulitic.		11446		Knowle PCC		Bendall		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD spoke with ptnt and extended apology from the consulting GP. Ptnt recognised that GPs need to give self care advice but it was agreed in this situation it had been unhelpful.		Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		N/A		Todd, Laura		7/14/19		7/15/19		8/19/19		0		5		20		July						

		33		Show		033		2019/2020		Complaint		SIUC F2F		7/17/19		7/31/19		Staff Attitude		Patient felt the clinician who saw her was rude, dismissive and in a very bad mood. The clinician did not give her name or job title which worried the patient. The patient has learning disabilities and finds it difficult to be rushed, she says the clinician did not respect this and did not seem to listen or take on board how the patient said she was feeling. The patient has requested a telephone response.		96945		Clevedon PCC		Rawlings		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD spoke with ptnt and extended apology from the consulting GP. GP acknowledged she had not given the ptnt's psychological needs the attention required when focussing on her physiological needs and treatment.		Upheld		Resolved by telephone/in person		No		Patient		PSQ		GP		Yes		Yes		Neagu, Dominita		6/30/19		7/17/19		9/30/19		0		10		42		July						

		34		Show		034		2019/2020		Complaint		SIUC CAS		7/22/19		7/29/19		System Processes		Ptnt complained via 111 that he didn't receive a call back. Also wanted to know why each time he calls he has to go through the same assessment process. Ptnt has become a frequent caller since Sirona withdrew OOHs visits due to his behaviour and calling them for non-nursing problems.		12890		Knowle PCC		Holpin		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Failed contact protocol applied appropriately and 4 call backs  had been made.		Not Upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		Yes		various		7/20/19		7/29/19		8/26/19		5		5		19		July						

		35		Show		035		2019/2020		Complaint		SIUC CAS		7/25/19		8/7/19		Clinical Care or Advice		Mother complaining to NHSE that her son wasn't given adequate analgesia support following discharge after foot surgery.		73421		Southmead PCC		Clark		Chris Dykes		christopherdykes@nhs.net		The learning from this incident has been shared with the clinician		MB reminded to check previous consultations for other phone numbers.		Partially upheld		Resolved by letter		No		Parent 		Email		GP		Yes		Yes		Reehal, Tom 		4/25/19				8/30/19				9		16		July						

		36		Show		036		2019/2020		Compliment/Thank you		SIUC CAS/F2F		7/26/19		7/26/19				Email of thanks sent to Severnside inbox.		14654		Knowle PCC		Markham		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No								No		No		Audain, Rob		7/24/19								0				July						

		37		Show		037		2019/2020		Complaint		SIUC CAS		8/6/19		9/4/19		Communication		Ptnt called NHS 111 to complain that having been told she would see a doctor within 6 hrs she was then refused a visit because she wasn't housebound as evidenced from understanding she had just been on holiday. Upset clinician considered her going to her father's funeral in Texas a holiday.		17269		Osprey Court		Cook		Frank Burge		frank.burge@nhs.net		The learning from this incident has been shared with the clinician		Decision not to offer a home was appropriate based on reviewing th voice recording and case record. AA could have explored further issues pertaining to the allocation of visits however it was noted ptnt and her husband had agreed with the decision noting they could call back as necessary. Ptnt called to say she was unhappy with response because she doesn't have a husband but a male carer and challenged accuracy of some of the response. FB called her 10.9.19 and resolved her issues over the phone.		Not Upheld		Resolved by letter		No		Patient		Verbal		ANP		Yes		Yes		Andow, Abigail		8/3/19		8/6/19		9/10/19		0		20		4		August						

		38		Show		038		2019/2020		Complaint		SIUC CAS		8/7/19		8/30/19		Waiting Time		Ptnt's son called NHS 111 to chase a call back and commented that he wanted to complain because the delay was unsatisfactory and wanted no-one else to experience this.		18413		Knowle PCC		Hawkins		Lucy Grinnell		lucy.grinnell@brisdoc.org		The learning from this incident has been shared with the clinician		Need to ensure clinicians use all avnues of information before closing a case as a failed contact. Call handlers to be reminded about including all information they gather during comfort and chasing calls in Adastra.		Upheld		Resolved by letter		No		Other		Verbal		Various		Yes		Yes		Akhter, Syed,  Call Handlers		8/4/19		8/8/19		9/11/19		1		16		8		August						

		39		Show		039		2019/2020		Compliment/Thank you		SIUC F2F		8/12/19		8/12/19				Ptnt emailed to express their gratitude to KH		19387		Cossham PCC		Mather		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician																				Holmes, Kathryn		8/9/19								0				August						

		40		Show		040		2019/2020		Complaint		SIUC CAS		8/15/19		9/17/19		Care Processes		Ptnt's daughter complained via NHS 111 that she had to twice chase a call back when she expected to wait 2hrs and that her mother wasn't visited when she had been told a visit was indicated.		20488				Wardle		Frank Burge		frank.burge@nhs.net		The learning from this incident has been shared with the clinician		Given ptnt's age agreed it could have been beneficial to have undertaken a comprehensive assessment even though it was unlikely to have changed the treatment plan.		Upheld		Resolved by letter		No		Other		Email		ANP		Yes		Yes		Woodham, Elta		8/11/19		8/15/19		9/19/19		0		22		2		August						

		41		Show		041		2019/2020		Complaint		SIUC F2F		8/23/19		9/25/19		Care Processes		Letter of complaint from Ptnt's Grandson, outlining flawes in Ptnt EOLC.		20108 + multiple others		Patients home		Whitton		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned				Upheld		Resolved by letter		No		Other		Letter		Various		Yes		Yes		Various		8/11/19		8/23/19		9/26/19		0		22		1		August						

		42		Show		042		2019/2020		Compliment/Thank you		SIUC F2F		8/24/19		8/27/19				Ptnt emailed enquiries to say MB was an incredible and amazing doctor.		23445		Locking Road PCC		Clarke				traci.clutterbuck@nhs.net		Compliment shared with clinician								No												Bassanino, Mauro		8/23/19								0				August						

		43		Show		043		2019/2020		Complaint		SIUC CAS		8/28/19		10/2/19		Clinical Care or Advice		Ptnt's mother called NHS 111 to raise complaint about a GP making insinuations about her child care capabilities and suggesting a Health Visitor review might be helpful.		23470		Knowle PCC		Duncan		Kathy Ryan		kathy.ryan@nhs.net		Review with clinician(s) concerned		the contents of AW's consolation/questions were appropriate however it was acknowledged a compassionate connection with the mother had not been achieved.		Upheld		Resolved by letter		No		Parent 		Verbal		GP		Yes		Yes		Whitehouse, Anne		8/23/19		8/28/19		10/2/19		0		25		0		August						

		44		Show		044		2019/2020		Complaint		SIUC CAS		9/2/19		9/9/19		Care Processes		Ptnt's friend called NHS 111 to complain that an ambulance was sent to take RB to ED because he had intentionally taken an overdose of ibuprofen after he had decided he didn't want an ambulance.		24135		Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Information this was an intentional overdose was clearly communicated. Appropriate duty of care actions taken. 		Not Upheld		Resolved by letter		No		Other		Verbal		GP		Yes		Yes		Sandeson, Victoria		8/24/19				10/7/19				5		20		September						

		45		Show		045		2019/2020		Complaint		SIUC CAS		9/11/19		10/7/19		Clinical Care or Advice		Ptnt compained via NHS 111 about 2 consultations that occurred on the same day. She would preferred to have been seen rather than given a diagnosis over the telephone, was concerned a clinician seemed more interested in the name of the person with her when she made her call, and that she received a call back even though she had asked for it to be cancelled.		29941, 30029				Carter		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Voice recordings evidenced clinicians had sought to help ptnt however she terminated the calls.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Howes, Andrew Godsall, Dean Kenny-Levick, Will		9/10/19		9/13/19		10/15/19		2		18		6		September						

		46		Show		046		2019/2020		Complaint		SIUC F2F		9/12/19		10/17/19		Communication		Ptnt complained via CCG about the comments made by a visiting GP about her taking the offer of a taxi to a base appointment as offered by the advice clinician. Ptnt made contact after receiving response saying she still wasn't happy she hadn't been offered a home visit. KR called her, reinforced the HV policy criteria acknowledging each decision is made based on the ptnt's current condition, and summarised discussion in letter.		26743		Patients home		Jackson		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		Apology extended for waiting time. Home visiting policy explained and apology from GP with respect to his comments which were relevant in the context of the policy.		Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Griffiths, Edward		8/31/19		9/13/19		10/16/19		1		25		-3		September						

		47		Show		047		2019/2020		Complaint		SIUC CAS		9/10/19		9/17/19		Waiting Time		Ptnt contacted NHS 111 to complain about HA and delay in being called back by IUC.		21136		Knowle PCC		Bullock		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		LG provided information to go in response from 111. Delay was real and apology extended.		Upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		No		Various		8/14/19		9/10/19				0		5				September						

		48		Show		048		2019/2020		Complaint		SIUC F2F		9/17/19		10/21/19		Clinical Care or Advice		Ptnt emailed to complain about WIC and IUC consultations about the management of a knee injury for which there is still no diagnosis (although MRI at BRI was undertaken 17.9.19) and that her own GP in Oxfordshire has no record of her consultations.		11997, 16399		Knowle PCC		Hawthorne-Williams		Frank Burge		frank.burge@nhs.net		Review with clinician(s) concerned		Explanation provided about the thoroughness of the examination in relation to her symptoms and the findings. Acknowledged IUC could have suggested alternative services. Noted need to ensure case records are given to ptnts to pass to their own GP when they are not registered in BNSSG.		Partially upheld		Resolved by letter		No		Patient		Email		ANP/ECP		Yes		N/A		Godsall, Dean Lamb, Sue		7/15/19		9/17/19		10/22/19		0		24		1		September						

		49		Show		049		2019/2020		Complaint		SIUC NHS 111		9/25/19		10/9/19		Waiting Time		Patient reported initial delay from NHS11 to ambulance call back, then 6 hour wait for urgent callback from OOH GP		31913		Nicholson House		Paul		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		high workload caused delay in call back. Ptnt then not responding and failed call back policy was implemented apporpriately.		Upheld		Resolved by letter		No		Patient		Email		Various						Various		9/15/19								10				September						

		50		Show		050		2019/2020		Compliment/Thank you		SIUC CAS		9/27/19		9/27/19				Email received to thank the GP for such a prompt diagnosis and care		32406		Knowle PCC		Daniel Burns		Anne Whitehouse		anne.whitehouse2@nhs.net																GP								9/17/19								0				September						

		51		Show		051		2019/2020		Complaint		SIUC F2F		10/8/19		11/1/19		Clinical Care or Advice		Patients mother felt belitted by the GP who was refusing to provide a prescirption and said they were only intended to be given to patients who were really struggling with money. Also that GP did not advise that patients condition was contagious and that all other children in the house would need treating. The GP did not prescribe a follow up dose of medication which later needed to be prescribed.		37832		Cossham PCC		Haider		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		Explanation (with leaflet) provided about self care options for threadworm. Apology extended that felt belittled - this had not been the clinician's intention.		Partially upheld		Resolved by letter		No		Parent 		Verbal		GP				N/A		Peris, Mirhi 		10/5/19		10/8/19		11/12/19		0		18		7		October						

		52		Show		052		2019/2020		Informal Complaint		SIUC F2F		10/10/19		10/15/19		Clinical Care or Advice		Ptnt called to provide some feedback to the clinician who saw her on 5.10.19 to the effect that she felt a more comprehensive examination  i.e. of her abdomen and notice of her vital signs, would have prevented the delay in her admission and diagnosis of a PE which occurred when she returned later that day to be seen again. She considered the initial consulting GP to be "slapdash".		37655		Cossham PCC		Grigg		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		CD discussed with ptnt and GP. Ptnt happy to close complaint ver the phone. GP reflected on consultation an extended apology.		Upheld		Resolved by telephone/in person		No		Patient		verbal		GP		yes		N/A		Nehrig, Katharina		10/5/19		10/10/19		11/14/19		0		3		22		October						

		53		Show		053		2019/2020		Compliment/Thank you		SIUC F2F		10/10/19		10/10/19		Clinical Care or Advice		Whilst making the above feedback ptnt has also expressed thanks to the GP who did her second consultation who she felt was "really good, on the ball, reassuring, friendly and understanding".		37823		Cossham PCC		Grigg		Chris Dykes		christopherdykes@nhs.net										No		Patient		Email		GP		Yes				Rohrbeck, Jens 		10/5/19								0				October						

		54		Show		054		2019/2020		Informal Complaint		SIUC F2F		10/11/19		10/11/19		Staff Attitude		Ptnt's daughter complained Host said she was interupting her telephone call when she asked for help as her mother was choking, and that the clinciain they saw spoke to her "right in her face" and asked if she had  been drinking. Daughter was threatened with the police and made to wait outside. It was a very unpleasant experience.		39677		Knowle PCC		Liddle		Frank Burge		frank.burge@nhs.net		The clinical has had a meeting  with the investigator		Complainant did not want a response to her complaint and was content that we share her concerns with the staff involved.				Resolved by telephone/in person		No		Other		Verbal		Various		Yes		No		Buck, Lisa Host		10/9/19		10/11/19		11/15/19		0		0		25		October						

		55		Show		055		2019/2020		Complaint		SIUC CAS		10/11/19		11/20/19		Staff Attitude		Ptnt complained via NHS 111 that the clinician was patronising regarding his current symptoms and did not take into account he did not feel they were not to his ongoing anxiety problems.		39830		Knowle PCC		Plenty		Frank Burge		frank.burge@nhs.net		The clinical has had a meeting  with the investigator		Explanation provided and apology extended if came across as patronising - it was not the intention. Assured full consideration had been given to ptnt's mental health problems and this was clear from the records.		Partially upheld		Resolved by letter		No		patient		Email		ANP		Yes		Yes		Keely, Trish		10/10/19		10/11/19		11/15/19		0		28		-5		October						

		56		Show		056		2019/2020		Compliment/Thank you		SIUC F2F		10/22/19		10/22/19		Care Processes		Pt's mother emailed to thank OH for trusting her instinct in considerering an unusual diagnosis and refering on to the childrens hospital		43596		Cossham PCC		Cleugh				traci.clutterbuck@nhs.net		Compliment shared with clinician														ANP								10/20/19								0				October						

		57		Show		057		2019/2020		Complaint		SIUC CAS		10/23/19		11/28/19		Clinical Care or Advice		Ptnt complained via NHS 111 that he was unhappy with his telephone consultation during which he was given a prescription for analgesia and not offered an appointment. He subsequently developed an abscess.		32570		Knowle PCC		Hoyles		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident has been shared with the clinician		AW discussed this complaint with both the ST3 and her ooh supervisor.  Learning concerning professional line call triage has been shared and both clinician have reflected on this		Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Dr Talbott		9/18/19		10/23/19		11/27/19		0		26		-3		October						

		58		Show		058		2019/2020		Compliment/Thank you		SIUC F2F		10/25/19		10/25/19		Clinical Care or Advice		Thank you email sent via NBT to PM for his hugely professional, caring and extremely competent and professional investigation and initial treatment.		43670		Cossham PCC		Dawe		Chris Dykes		christopherdykes@nhs.net		Compliment shared with clinician								No		Patient		Email		GP		No		No		Mandalian, Poitr		10/20/19								0				October						

		59		Show		059		2019/2020		Compliment/Thank you		SIUC CAS		11/5/19		11/6/19		Communication		Patient is a frequent caller and would like to share his thanks to all the IUC clinicians for helping him		various		Patients home		Johnson		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		Various		No		No		Leeks, Kath		10/22/19								1				November						

		60		Show		060		2019/2020		Compliment/Thank you		SIUC CAS/F2F		11/8/19		11/12/19		Clinical Care or Advice		Patient shared that her experience from initial telephone call through to being diiagnosed and admitted were excellent, she would like her email shared with all concerned with her care				Clevedon PCC		Copeland		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		Various		Yes		No		Waters, Kathryn										2				November						

		61		Show		061		2019/2020		Complaint		SIUC F2F		11/14/19		12/16/19		Clinical Care or Advice		The patient's complaint is about the OOH GP who examined her - the GP said that she had pulled a muscle, which would take c4-6 weeks to heal and she was prescribed codeine to manage the pain in the meantime. She struggled on with the symptoms and went back to her own GP in September, who referred her for an MRI scan. The MRI scan confirmed that she does have a slipped disc and she has now been referred to a spinal specialist for surgery. Patient feels that the symptoms she has experienced could have been avoided had she not been told that she had just pulled a muscle.
She feels that she has experienced 8 months of symptoms unnecessarily.
		57056		Cossham PCC		Robinson		Anne Whitehouse		anne.whitehouse2@nhs.net		The clinical has had a meeting  with the investigator		There was no documented evidence in either 111 or OOH records that the ptnt complained of back pain - only leg pain and examination suported this. Suggested GP could have been more explicit in his advice to be seen again symptoms weren't improving. Explanation provided.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP/ECP		Yes		No		Obiagwu, Obi		3/13/19		11/14/19		12/19/19		0		22		3		November						

		62		Show		062		2019/2020		Complaint		SIUC F2F		11/14/19		12/5/19		Communication		Father phoned to complain about the manner in which the consulting GP came across to his daughter, commenting that his daughter's records weren't checked properly which would have helped manage the communication in the context of her mental health problems.		51736		Cossham PCC		Brice		Chris Dykes		christopherdykes@nhs.net		The clinical has had a meeting  with the investigator		CD spoke to complainant who wishes to have a response letter directly from the consulting clinician. Learning re purple dots on maternit records will be shared via clinicians newsletter. Apology extended.		Upheld		Resolved by letter		No		Parent 		Verbal		GP		Yes		N/A		Nehrig, Katharina		11/13/19		11/14/19		12/19/19		0		15		10		November						

		63		Show		063		2019/2020		Complaint		SIUC CAS		11/19/19		11/21/19		Communication		Ptnt complained about two consultations via NHS 111 that he was called a liar by the OOHs clinician Clare and that he was unhappy with what the nurse said and that she was unwilling to help with respect to his insulin.		53507, 53456		Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Voice recordings listened to. Usual situation of 3-way conversation between clinician, patient's partner and patient who refuses to speak to the clinician. No evidence of the allegations made on the VR and attempts of the clinicians to be clear in their explanations/information and helpful was evident.		Not Upheld		Resolved by letter		No		Patient		Verbal		ANP/ECP		Yes		Yes		Warbis, Buck		11/17/19		11/21/19		12/24/19		2		2		23		November						

		64		Show		064		2019/2020		Complaint		SIUC CAS		11/19/19		12/10/19		Waiting Time		Son complained via NHS 111 about the time he was having to wait for a call back. He had to chase three times and understood that NHS 111 had organised a home visit.		53190		Osprey Court		Ball		Lucy Grinnell		lucy.grinnell@brisdoc.org		The learning from this incident has been shared with the clinician		NHS111 to explain to patients/carers that they are unable to arrange home visits and how long the patient may need to wait for an initial call back from the out of hours clinical team prior to a visit being agreed		Partially upheld		Resolved by letter		No		Other		Verbal		Various		Yes		Yes		Ops Team		11/17/19		11/20/19		12/20/19		1		15		8		November						

		65		Show		065		2019/2020		Complaint		SIUC CAS		11/21/19		11/26/19		System Processes		Joint complaint with NHS 111. Ptnt unhappy to have come home and found door smashed down by police. She understood nothing would happen as a result of her call to NHS 111 and that she would be speaking with her own doctor in the week. Pathways assessment included info about being suicidal, safeguarding risk so after 4 failed attempts to get hold of her GP and CC decided to ask police to do a welfare check. Ptnt came home to find the police in her house.		43161		Osprey Court		Clark-Ward		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Appropriate action had been taken to ensure the ptnt was safe having not been able to get through to her on the phone. Acknowledged information given to 111 that she was planning to go out had not been passed onto the GP and apology extended. Joint response sent from CareUK.		Partially upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Kirkland, 		10/19/19		11/21/19		12/26/19		0		3		20		November						

		66		Show		066		2019/2020		Compliment/Thank you		SIUC CAS		11/9/19		11/22/19				Message via Twitter. "The Brisdoc professional line is such a great resource. Called about a patient who is on pregabalin daily and doesn’t have a Rx for tomorrow. They called back immediately and sorted one; sent electronically."				Nicholson House				Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP								11/9/19								9				November						

		67		Show		067		2019/2020		Compliment/Thank you		SIUC F2F		11/26/19		11/28/19		Clinical Care or Advice		Just wanted to say how amazing he was. I was extremely poorly and on his advice and a written letter from him was referred to Southmead Hospital. On arrival at the hospital they did numerous tests and said not only did I have acute Cholecystitis but I also had pancreatitis too. I was in agony but Baz took the time to listen to me and explain my situation 		46821		Knowle PCC		Milsom		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No						GP		Yes				Bassanino, Mauro		10/29/19		11/26/19				0		2				November						

		68		Show		068		2019/2020		Complaint		SIUC F2F		11/29/19		1/9/20		Communication		Unhappy with the wait (left to go to BCH A&E) unhappy with communication and unhappy that clinicians left the building when there were patients in the waiting room		45949		Southmead PCC		Malik		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Partially upheld		Resolved by letter		No		Parent 		Email		Various		Yes		No		reception team		10/27/19		12/3/19		1/8/20		2		26		-3		November						

		69		Show		069		2019/2020		Complaint		SIUC CAS		11/29/19		12/10/19		Records Management		OGP EMIS record did not have a copy of the PEM when patient called for advice on 29/11/2019		56974		Cossham PCC		Patel		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		Operational staff		Yes		No		PEM process at patient surgery		11/29/19		12/3/19		1/8/20		2		7		18		November						

		70		Show		070		2019/2020		Complaint		SIUC CAS		11/25/19		12/4/19		Clinical Care or Advice		Ptnt's partner called 111 to complain OOH was not listening to the patient and not helpful.		54539		Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		No evidence from voice recording to substantiate the conerns raised. Explanation provided. Also stressed that three way convesations when the pnt is capable of speaking are not helpful to either party.		Not Upheld		Resolved by letter		No		Other		Verbal		GP		Yes		Yes		Hart, Rosemarie		11/22/19		12/4/19		12/30/19		7		7		16		November						

		71		Show		071		2019/2020		Complaint		SIUC F2F		12/17/19		1/9/20		Clinical Care or Advice		Mr M's daughther A, feels that her father should have been admitted to hospital on 2 occasions when the nursing home called OOH.  A has made a complaint to her fathers ogp about a number of matters, and has including a complaint against BrisDoc clinicans as part of this.  Please email our response to the surgery and they will share a joint response with A.		27402 & 54573		Patients home		Manning		Chris Dykes		christopherdykes@nhs.net		Response letter written				Not Upheld		Unresolved		No		Other		Email		GP/ECP		Yes		Yes		Whitmore/Murrell		11/22/19		12/17/19		1/9/20		0		14		0		December								Mrs M is unhappy with both responses, a f2f meeting was arranged which Mrs M cancelled on the day of the meeting.  MRs M has declined the offer of another date and as she would like to refer this complaint to the PHO

		72		Show		072		2019/2020		Complaint		AGPT		12/20/19		1/16/20		Clinical Care or Advice		Ptnt complained via NHSE that an AGPT doctor stopped her antibiotics. NHSE sent complaint to NBT who passed it onto PD.		19268		AGPT		Iles		Paul davies		paul.davies2@nbt.nhs.uk		Response letter written		Review of call, records and clinical guidance suggested the advised management had been appropriate.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		No		Davies, Paul		8/9/19				1/16/20				16		0		December						

		73		Show		073		2019/2020		Compliment/Thank you		SIUC F2F		12/24/19		12/24/19		Clinical Care or Advice		I would just like to express my thanks and appreciation to
Tracey, who answered my 111 call, and to the medical response team, that she
arranged, for their very kind and professional attention		60109		Patients home		Korn		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician														Various		Yes						12/7/19		12/7/19		12/24/19		0		0		0		December						

		74		Show		074		2019/2020		Complaint		SIUC CAS		12/24/19		12/24/19		Waiting Time		Feedback from an unknown service user.  I phoned 111 on Sunday evening about 5pm, 15th December as I was in considerable pain and being sick, I gave them all the information I live on my own, etc, I then waited, 2 hours later no one had called me, I phoned again and was told
it would be about 2hrs before anyone did. I took further pain killers and just lay on the sofa in dreadful pain all evening. I finally went to bed about 11pm. The phone rang about 2.20am but I could not answer it as my phone upstairs does not permit incoming calls and I had forgotten to take the downstairs phone up with me. They phoned again about half an hour or so later, but once again could not answer it. I ended up calling my doctor first thing and managed to get an appointment, It looks as though I have some form of stones, which I had many years ago. What concerns me is I stated I live along, yet no one bothered to phone to see if I was even alive.						Unknown		Traci Clutterbuck		traci.clutterbuck@nhs.net						Not Upheld				No		Patient		Email		Various		No		No		it is a complaint about the service the  patient received, unfortunately with no demographic detail available we are unable to investigate or contact the patient		12/15/19		12/24/19		12/24/19		0		0		0		December						

		75		Show		075		2019/2020		Compliment/Thank you		SIUC F2F		12/27/19		12/27/19		Clinical Care or Advice		Dr SL. She was so lovely and
understanding for the reason I was there. She made me laugh and was chatty.
When doctors are nice it goes a long way and she spoke me through my medication and helped me loads.So thank you and I hope you have a wonderful Christmas.		64278		Cossham PCC		Knight		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		ANP		Yes		No		Lamb, Sue		12/17/19		12/27/19		11/27/19		0		0		-22		December						

		76		Show		076		2019/2020		Complaint		SIUC F2F		1/6/20		2/7/20		Clinical Care or Advice		patients mother is unhappy because when mum said she was breast feeding but topping up with formula, Dr B kept referring to her as feeding the baby modified cows milk, it must be inconvenient to bottle feed, likely to be the issue – Mum found this very pressurising that she was doing the wrong thing when she didn’t have a choice, she said it felt like the clinician had very strong views on bottle feeding babies but this wasn’t appropriate to bring to work.		65049		Cossham PCC		Somerrobbins		Anne Whitehouse		anne.whitehouse2@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Parent 		Verbal		GP/ECP		Yes		No		Babor, Emmy		12/21/19		1/6/20		2/7/20		0		24		0		January		Possible		Negligible		3

		77		Show		077		2019/2020		Complaint		SIUC CAS		1/7/20		2/5/20		Waiting Time		 Patient is unhappy as states she did not receive a call back from the CAS team and wants to know why it has taken so long.		73555		Nicholson House		Damodred		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Operational		1/5/20		1/9/20		2/7/20		2		21		2		January		Likely		Negligible		4

		78		Show		078		2019/2020		Complaint		SIUC F2F		1/9/20		2/20/20		Staff Attitude		EOL patient, family feel that both the Dr and the nurse who attended the family home should and could have acted more compasionately 		52183 & 52235		Patients home		Stone		Kathy Ryan		kathy.ryan@nhs.net		Response letter written				Partially upheld		Resolved by letter		No		Carer		Email		GP/ANP		Yes		Yes		Yee, Sandra 		11/15/19		1/9/20		2/8/20		0		30		-10		January		Unlikely		Negligible		2

		79		Show		079		2019/2020		Complaint		SIUC CAS		1/10/20		2/5/20		Waiting Time		Patient called 111 as need to discuss changing his antibiotic. He called back after 12 hours as no contact but was still listed for a call back. He was in such severe pain that he attended A&E. A call was made to 111 at 03:49 to chase the call back to sort the patients medication but as they were at A&E already the CA closed the case. A further call was made at 05:14 but as the case was closed they had to go through the whole process again.		73182 & 72781		Nicholson House		Hudd		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written						Resolved by letter		No		Patient		Email		Operational staff		Yes		Yes		Operational		1/4/20		1/10/20		2/9/20		0		18		2		January		Possible		Negligible		3

		80		Show		080		2019/2020		Complaint		SIUC CAS		1/24/20		1/24/20		Clinical Care or Advice		Ptnt's partner called NHS 111 to complain that a clinician made a cancer diagnosis over the phone.		79167		Locking Road PCC		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Voice recording review evidenced no cancer diagnosis had been made over the phone.		Not Upheld		Resolved by letter		No		Carer		Verbal		GP		Yes		Yes		Rohrbeck, Jens 		1/22/20		1/24/20		2/28/20		0		0		25		January		Rare		Negligible		1

		81		Show		081		2019/2020		Complaint		SIUC CAS		1/30/20		2/25/20		Prescription / Medication		Complaint rec from patients mother, consent requested, unhappy with the length of time she had to wait for a prescription for her son		81181		Knowle PCC		Beeney				natalie.rayn3@nhs.net		Response letter written		Learning for the host has been to check our equipment for faults, process now in place		Upheld		Resolved by letter		no		Parent 		Verbal		Various		Yes		Yes		Operational		1/27/20		1/30/20		3/3/20		0		18		5		January		Rare		Negligible		1

		82		Show		082		2019/2020		Complaint		SIUC CAS		2/3/20		3/4/20		Waiting Time		Patients partner called 111 they were expecting an ambulance, they received a further telephone call telling them that the ambulance would not be coming and they should expect a telephone call from the OOH GP within 2 hours.  He has written to complaint about the service as he never received a call back.  3rd party consent req		83404		Nicholson House		Springer		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Shift Manager to ensure that patients receive a comfort call whenever necessary		Upheld		Resolved by letter		No		Carer		Email		Various		Yes		No		Operational		2/2/20		2/4/20		3/6/20		1		22		2		February		Possible		Negligible		3

		83		Show		083		2019/2020		Compliment/Thank you		SIUC F2F		2/3/20		2/4/20		Clinical Care or Advice		Rather than the extra mile Dr Tara went the extra 10 miles. Receptionist for Severnside was scottish on the phone for 40mins to Cossham Hospital.  The Receptionist at Cossham was so lovely, really nice, so caring. She helped out with a taxi.  General feedback - like if you bought some a stick of rock from the seaside i'd have care visable, caring through and through.....more than the best, more than they needed to be.  Dr Tara leg ?DVT		waiting for further info		Cossham PCC		waiting for info		Traci Clutterbuck		traci.clutterbuck@nhs.net										No		Patient		Email		Various		No		No		Various - waiting for further information				2/4/20				1		1				February						

		84		Show		084		2019/2020		Complaint		SIUC CAS		2/6/20		2/27/20		Waiting Time		Dr C was unhappy with the length of time she waited for a telephone call - due to the length of wait local pharmacies were closed and she had to travel a distance to obtain antibiotics		80498 &80869		Nicholson House		Waller		Lucy Grinnell		natalie.rayn3@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Operational		1/26/20		2/6/20		3/10/20		0		15		8		February		Likely		Negligible		4

		85		Show		085		2019/2020		Compliment/Thank you		SIUC F2F		2/25/20		2/25/20		Clinical Care or Advice		Have just had an emergency appointment for which I was very grateful.
Put at ease by the Dr who saw me given thorough check not rushed thank you
		89917		Southmead PCC		Wride		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								no		Patient		Email		GP		Yes		No				2/21/20		2/25/20		2/25/20		0		0		0		February		Rare		Negligible		1

		86		Show		086		2019/2020		Informal Complaint		SIUC F2F		2/28/20		3/11/20		Clinical Care or Advice		?UTI, GP did not exam child when mum suggested she may have thrush and MSU was  said to be incorrectly labelled and therefore the childs correct antibiotic prescription was delayed		90135		Southmead PCC		Spratt		Chris Dykes		christopherdykes@nhs.net		The learning from this incident has been shared with the clinician		The clinician will double check that all samples are labelled correctly and an article will be published in the clicical newsletter to remind all staff of the correct labelling procedure		Upheld		Resolved by telephone/in person		No		Parent 		Email		GP		Yes		N/A		Gawron, Anna		2/22/20		2/28/20		4/1/20		0		8		15		February		Possible		Negligible		3

		87		Show		087		2019/2020		Compliment/Thank you		SIUC F2F		2/28/20		2/28/20		Clinical Care or Advice		Patient's daughter called to ask that Dr O be given her mother's (BD) feedback about his consultation with her. She attended Cossham having had a fall and with a bad chest. BD felt as is if "she'd had a good MOT" and would have liked to have taken him home. She felt sorted out and that he did a grand job. They are very grateful and consider him a credit to SIUC. 		90226		Cossham PCC		Dring		Chris Dykes		christopherdykes@nhs.net		Compliment shared with clinician								No		Other		Verbal		GP		No		No		Obiagwu, Obi		2/22/20		2/28/20				0		0				February		Rare		Negligible		1

		88		Show		088		2019/2020		Complaint		SIUC CAS		3/6/20		3/19/20		Care Processes		Patient is unhappy that we are unable to arrange for the delivery of medication when a person is too unwell to go to the pharmacy and collect it themselves. Response sent directly to patient, no information shared with a 3rd party		92837		Patients home		Hatfield		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		GP		Yes				Gap in service - BrisDoc not contracted to provide service		2/29/20		3/6/20		4/10/20		0		9		15		March		Rare		Negligible		1

		89		Show		089		2019/2020		Complaint		SIUC CAS		3/18/20		3/19/20		Clinical Care or Advice		Patients mum was unhappy with the consultation and advice given by the face to face clinician		98573		Nicholson House		Ross		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident has been shared with the clinician		AW will meet with JR to listen to this call and pick up on the learning points		Upheld		Resolved by telephone/in person		No		Parent 		Email		GP		Yes		Yes		Rohrbeck, Jens 		3/15/20		3/18/20		6/6/20		0		1		52		March		Unlikely		Negligible		2

		90		Show		090		2019/2020		Complaint		SIUC F2F		3/18/20				Communication		3rd party consent given.  Pt's mum (nurse in NHS 25+ years)  very unhappy with the manner of the clinician, she said she had never been spoken to in that manner.  Mum also asked for COVID 19 testing for her son and herself (she has just finished chemo)  She says that her own GP felt that they should have been tested too.  I have spoken to mum and offered our sincere apologies, i've explained that we will arrange a 1-1 discussion this with the clinician concerned and FB will call mum back to share our investigation with her at some point in the future - I suggested with 80 days. 		99185		Cossham PCC		Bone		Frank Burge		frank.burge@nhs.net						Upheld				No		Parent 		Verbal		ANP/ECP		Yes		Yes		McCarthy Watson, Helen		3/17/20		3/18/20		6/6/20		0						March		Unlikely		Negligible		2

		91		Show		091		2019/2020		Compliment/Thank you		SIUC F2F		3/19/20		3/19/20				Dr LW emailed sessions to pass on her thanks to MS who couldn't have been more helpful to her, being a step ahead with anticipating her needs.				Locking Road PCC				Lucy Grinnell		0		Compliment shared with clinician		Email shared with the Team Managers for apssing onto MS.						No												Speller, Matt		3/16/20								0				March						

		92		Show		092		2019/2020		Compliment/Thank you		SIUC F2F		3/24/20		3/24/20				Thank You to: the Team who called me back and assessed me over the phone and invited me to attend an appointment;
the Man at reception who met me at door and showed me to the room;
The dr who assessed me in the treatment room;
The nurse who improvised by throwing me the specimen pot whilst showing me to the lavatory (the most stressful part of my visit- Im awful at catching things); and to
The person who cleaned the room before and after my visit						Steele		Frank Burge		frank.burge@nhs.net		Compliment shared with clinician		Email shared with the Team Managers for pasing to the individuals involved in his care						no												Steel, Matthew 		3/22/20		3/24/20				0		0				March						

		93		Show		093		2020/2021		Complaint		SIUC CAS		4/20/20		5/14/20		Prescription / Medication		Ptnt called to complain that she was prescribed an antibiotic that was contraindicated because she had a penicillin allergy.		19598		Telephone Triage		Holbrook		Frank Burge		frank.burge@nhs.net		Verbal response shared with complainant				Upheld				No		Patient		Verbal		ECP		Yes		Yes		Coates, Dave		4/18/20		4/20/20		5/20/20		0		17		4		April		Unlikely		Minor		4

		94		Show		094		2020/2021		Complaint		SIUC CAS		4/24/20		5/12/20		Staff Attitude		when I was contacted by your GP he was aggressive, dismissive and distenerested in my situation.  He became quite agitated when I informed him that I had taken more medication and then said that I was “wasting precious resources at a time of an international pandemic”.  At this point I hung up the phone, as I was very distressed by what he said and his attitude.  He called back and said he had called an ambulance and then hung up the phone.		21368		Locking Road PCC		Boreham		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld						Patient		Email		GP		No		Yes		Thompson, Richard		4/23/20		4/24/20		5/27/20		0		11		10		April		Rare		Negligible		1

		95		Show		095		2020/2021		Complaint		SIUC CAS		5/4/20		5/20/20		Clinical Care or Advice		Patient felt the the clinician did not listen to them and only covered one of her problems during the telephone call		24452		Telephone Triage		Higgins		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld				No		Patient		Verbal		GP		Yes				Waraich, Tahira		5/2/20		5/5/20		4/9/20		0		11		-28		May		Rare		Negligible		1

		96		Show		096		2020/2021		Compliment/Thank you		SIUC F2F		5/5/20		5/5/20		Clinical Care or Advice		Simply superb. What a service. Please pass on our hear􀆞elt thanks to Kelly.		23980		Clevedon PCC		Slater		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Other		Email		GP		No		No		Compliment Caroline Jones		5/2/20		5/5/20		5/5/20		0		0		0		May						

		97		Show		097		2020/2021		Complaint		SIUC CAS/F2F		5/6/20		6/5/20		Clinical Care or Advice		Ms Manning would like us to investigate why her father was not admitted to hospital   Following complainants disatisfaction with our complaint response an external review of our investigation was requested by us.  CCG review has not added any learning and compliments the clarity of the response written to the complainant.   		23574, 24632, 24845, 24984, 25052		Telephone Triage		Manning		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written		As patient was EOL and due to C19 family were unable to be with the patient, Perhaps a video consultation would have reasurred the family that their loved one was not distressed		Not Upheld		Resolved by letter		No		Other		Email		Various		Yes		No		Various clinicians		5/3/20		5/6/20		6/8/20		0		21		1		May		Rare		Negligible		1

		98		Show		098		2020/2021		Compliment/Thank you		SIUC CAS		5/13/20		5/14/20				Ptnt emailed to thank GP for encouraging her to attend ED for chest pain when she would have prefered to pretend it wasn't happening. She needed a cardiac intervention and is grateful for the extra time she now has with her family.		26832				Schofield		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Email		GP						Ashley, Claire		5/9/20		5/14/20		5/14/20		1		1		0		May						

		99		Show		099		2020/2021		Complaint		SIUC CAS		5/26/20		5/29/20		Staff Attitude		Patient complaining about OOH GP experience. Felt GP was not prepared to listen to her and did not assist her		29945, 29988		Telephone Triage		Pompey		Anne Whitehouse		anne.whitehouse2@nhs.net		Verbal response shared with complainant				Not Upheld		Resolved by telephone/in person		No		Patient		Email		GP		Yes		Yes		Hamilton, Rory		5/22/20		5/26/20		6/26/20		0		3		20		May		Rare		Negligible		1

		100		Show		100		2020/2021		Complaint		SIUC CAS		5/29/20				Clinical Care or Advice		COMPLAINT CLOSED 24/6/20 ?Misdiagnosis.  Patient was advised that she was suffering from a migraine - Hospital admission subsequently diagnosed pituitary apoplexy ?Adrenal Crisis 		98153		Telephone Triage		Neate		Chris Dykes		christopherdykes@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Parent 		Email		GP		Yes		Yes		Waraich, Tahira		3/14/20		5/29/20		7/1/20		0						May		Rare		Moderate		3

		101		Show		101		2020/2021		Complaint		SIUC CAS		6/19/20		7/9/20		Staff Attitude		The dr was impatient and frankly rude at the end of the call.  She asked me to examine my child for worms, and when I said that she wouldn’t allow me to, she asked if there was anything else, and when I replied no, she said goodbye		35309		Telephone Triage		Ewan		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Partially upheld		Resolved by telephone/in person		No		Parent 		Email		GP		No		Yes		Waraich, Tahira		6/6/20		6/19/20		7/22/20		0		14		9		June		Rare		Negligible		1

		102		Show		102		2020/2021		Complaint		SIUC CAS/F2F		6/19/20		8/18/20		Clinical Care or Advice		Initial triage clinician made inappropriate comments and patient felt she had to push for appt and pain relief info, f2f clinician no ppe v rushed assessment, no red flags, sepsis not considered, clinician did not follow up as agreed		34601		Cossham PCC		Nazarali		Frank Burge		frank.burge@nhs.net		The learning from this incident has been shared with the clinician				Upheld		Resolved by telephone/in person		No		Patient		Email		ANP		No		Yes		Parsons, Gourlay		6/4/20		6/19/20		7/22/20		0		42		-21		June						

		103		Show		103		2020/2021						6/30/20		7/8/20		Waiting Time		THIS IS NOT A COMPLAINT - PLEASE SEE FILE IN THE INFORMATION REQUEST FOLDER CQC contact from patient representative to NHS 111 regarding a blister that was 
now nearing the size of a tennis ball on patients’ leg. 
Patient representative advised by a clinician, they would get a clinician to visit that day. 
By 19:45 the patient had received a call approximately every hour from the 111 service 
but had not heard from the district nurses. The blister has started to leak fluid, they had 
informed the 111 service of this. Patient had a fall whilst attempting to access material 
for use as a dressing; 999 response; fractured rib due to fall.
14/6 09.00. They had still not seen a district nurse or anyone from the IUC service. 		37208, 37387, 37485		Telephone Triage		Lewis		Frank Burge		frank.burge@nhs.net								Resolved by letter		No		Other		Email		GP/ANP		Yes				Bartlett M, Maarouf O, Akhter S		6/13/20				8/3/20				6		18		June						

		104		Show		104		2020/2021		Complaint		SIUC CAS		7/1/20		7/21/20		Care Processes		Patients grandson Mr Richard Cox is raising a complaint on her behalf. 
He spoke to the ooh clinician on Sunday evening and expected to collect a prescription for antibiotics the following morning.  His local Pharmacy have not received an EPS prescription from us (the Adastra record does not show that we issued a prescription).  Her GP surgery denied receiving an ooh report. 
By Monday evening the patients hand was swollen ++ and she was in a great deal of pan.  She was taken to A&E where she was treated for an infection. 
Mr Cox is very cross.  He feels that his Grandmother was let down by the out of hours service and if she had been able to commence the antibiotics earlier then she wouldn’t have had to suffer.  He feels that he explained that the patients hand was much worse than a few days earlier and we should have had the ability to receive the photos he wished to send.		41939		Telephone Triage		Baldwin		Frank Burge		frank.burge@nhs.net		Response letter written				Upheld		Resolved by letter		No		Other		Verbal		ECP		Yes		Yes		Coates, Dave		6/28/20		7/1/20		8/3/20		0		14		9		July		Rare		Minor		2

		105		Show		105		2020/2021		Complaint		SIUC CAS		7/9/20		7/10/20		Communication		Complained via NHS 111. "Caller and patient not happy that it took 7 hours to receive a call back and when we did call back we did not offer the help that they needed". Was expecting a call back from the Severnside IUC CAS (25 June 2020). 		40452		Telephone Triage		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		No voice recording to be able to verify discussion tone etc. Waiting times were not as recollected by complainant. Explained and offered to relook if date provided via NHS 111 was wrong. Apology extended if call was unhelpful.		Partially upheld		Resolved by letter		No		Other		Verbal		ANP		Yes		No		Gourlay, Gaiil		6/25/20		7/10/20		8/13/20		1		1		24		July						

		106		Show		107		2020/2021		Compliment/Thank you		SIUC F2F		7/12/20		7/15/20		Care Processes		Family made contact to thank CW as they were so grateful for her visit when husband passed away.		45023		Patients home				Anne Whitehouse		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP						Winstanley, Claire		7/12/20								2				July						

		107		Show		106		2020/2021		Complaint		SIUC CAS		7/27/20		8/11/20		Care Processes		I put through an online assessment at around 1230 this afternoon and didn’t get a call back until 18:15 which was fine. I have now got no pain relief and I am in extreme pain. I’m trying not to go back into hospital. I rang the 111 service earlier this evening after I missed the call and she said she would chase the call. I rang again at 21:50 and have been told that my call was cancelled. 

Now rule of thumb for when I worked as a call handler for HCPCs and on dispatch team, a dr must call 3 times and must also leave a voice mail letting the patient know they have called. This may be slightly different with you but this is extremely disgusting and frustrating.

I would honestly feel so sorry for the patients I used to deal with when this sort of thing happened, but I am now having to suffer in even more pain. 

When I realised I had only one more dose this afternoon I went straight online to get this sorted. Now 9 and a half hours later and this still has not been sorted. So I am expected to be screaming in pain all night? Just because I can’t have my pain managed or I go back into hospital just for pain relief. 

Please retrain your dr’s not to cancel a case after one failed attempt. 
		48974 & 49250		Telephone Triage		Capstick		Chris Dykes		christopherdykes@nhs.net		The learning from this incident has been shared with the clinician				Upheld		Resolved by letter		No		patient		Email		Various		Yes		no		various operational		7/25/20		7/27/20		8/28/20		0		11		13		July						

		108		Show		108		2020/2021		Complaint		SIUC NHS 111		8/6/20		8/6/20		Clinical Care or Advice		NOT A BRISDOC COMPLAINT.   MANAGED BY NHS111 Complaint is regarding a patients dental care pathway.  Nhs111 passed patient to dental team pls see their response.  Patient is unhappy that dental team were unhelpful and not able to offer him a solution to his dental pain		case did not get dispatched to the ooh service		Telephone Triage		Williams		Lucy Grinnell		lucy.grinnell@brisdoc.org										No		Patient		Email		Various		N/A		No		NHS111 / Dental service		7/6/20		8/6/20				0		0				August						

		109		Show		109		2020/2021		Compliment/Thank you		SIUC CAS		8/14/20		8/14/20				Ptnt emailed CareUk to what a great job the nurse practitioner she spoke to did, that she was kind and empathic and put her at ease.		54269		Telephone Triage		Tayler-Hunt		Frank Burge		0		Compliment shared with clinician								No						ANP		N/A		N/A		McCarthy-Watson, Helen		8/12/20								0				August						

		110		Show		110		2020/2021		Complaint		SIUC CAS		9/4/20		10/6/20		Waiting Time		Patient wasn't called back within 2hr disposition and went to A&E		35393		Telephone Triage		Rhodes		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Upheld		Resolved by letter		No		Patient		Email		Operational staff		No		No		Waiting time		6/6/20		9/4/20		10/7/20		0		22		1		September		Almost certain		Negligible		5

		111		Show		111		2020/2021		Complaint		SIUC F2F		9/11/20		9/25/20		Clinical Care or Advice		Ptnt's wife emailed CCG to complain about diagnosis and unnecessary concern raised that ptnt might have an ecotpic pregnancy.		61720		Cossham PCC		Dowd		Chris Dykes		christopherdykes@nhs.net		Response letter written				Partially upheld		Resolved by letter		No		Other		Email		GP		Yes		Yes		Balendra, Salini		9/5/20		9/11/20		10/16/20		0		10		15		September						

		112		Show		112		2020/2021		Complaint		SIUC CAS		9/18/20		10/22/20		Waiting Time		Patient had received chemo via abdo, site was swollen/infected, he was worried re sepsis, told call back within 6 hours.  Waited approx 10 hours by which time he was on an acute oncology ward. AG received a response on 22/10/20 to apologise for the length of time he had to wait, but he was actually complaining about us missing a possible sepsis, 23.10.20 I have now shared withis with AW/CD and asked them to investigate the clinical aspect of AG's care		63960		Telephone Triage		Gibson		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Upheld		Unresolved		No		Patient		Email		Various		No		No		Waiting time		9/12/20		9/18/20		10/23/20		0		24		1		September		Almost certain		Negligible		5

		113		Show		113		2020/2021		Complaint		SIUC CAS		9/22/20		10/20/20		Communication		Patient is unhappy that we were unable to provide the information he required,  very unsatisfacory telephone call.  Wants a copy of the VR, wants SEAP contact details		67113		Telephone Triage		Thompson		Frank Burge		frank.burge@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Warbis, Llewellyn		9/20/20		9/22/20		10/23/20		0		20		3		September		Rare		Negligible		1

		114		Show		114		2020/2021		Complaint		SIUC F2F		9/23/20		10/8/20		Clinical Care or Advice		Patient passed away within days of seeing ooh gp, husband would like us to investigate whether his wife should have been admitted to hospital on the evening they saw the GP		99969		Clevedon PCC		Oldland		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Not Upheld		Resolved by letter		No		Other		Letter		GP/ANP		Yes		Yes		Obiagwu, Obi		3/21/20		9/23/20		10/26/20		0		11		12		September		Rare		Major		4

		115		Show		115		2020/2021		Complaint		SIUC CAS		9/23/20		10/22/20		Prescription / Medication		Patientrs husband was asked to pick up a prescription from Tesco at Kenn Road, the EPS prescription was sent to Tower hill pharmacy in Nailsea.  		67009		Telephone Triage		Roberts, Sylvia		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident has been shared with the clinician				Upheld		Resolved by letter		No		Other		Email		GP		Yes		Yes		Hart, Rosemarie		9/20/20		9/23/20		10/26/20		0		21		2		September		Unlikely		Negligible		2

		116		Show		116		2020/2021		Compliment/Thank you		SIUC CAS		10/10/20		10/10/20				Ptnt called to thank GP for her advice call and to share that her advice to go to ED had absolutley been the right thing to do.		71217		Telephone Triage		White		Clare-Louise Nicholls				Compliment shared with clinician								No						GP		Yes				Packham, Sarah		10/4/20								-1				October						

		117		Show		117		2020/2021		Complaint		SIUC CAS/F2F		10/9/20		10/20/20		Staff Attitude		DS was unhappy with the length of time she waited for a call back, also the first clinician she spoke to asked her to arrange for someone to go to the chemist for her to pick some otc medication at around 9.30pm, then we called back and offered her an appointment, she attended this appointment and felt this consultation left her felling humliated and ridiculed.		68516		Locking Road PCC		Starling		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Ahmed, K, Akhter S Operations - waiting time		9/26/20		10/9/20		11/11/20		0		7		16		October		Unlikely		Negligible		2

		118		Show		118		2020/2021		Complaint		SIUC CAS		10/9/20		11/12/20		Staff Attitude		CR was unhappy with the manner and attitude of the clinician, particularly being called "mate" several times		70180 & 70207		Telephone Triage		Roberts, Craig		Frank Burge		frank.burge@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Verbal		ECP		No		Yes		Godsall, D		10/2/20		10/9/20		11/11/20		0		24		-3		October		Rare		Negligible		1

		119		Show		119		2020/2021		Informal Complaint		SIUC CAS		10/21/20		10/21/20		Waiting Time		Patients daughter was expecting an ambulance to asses her mum, then at around 01.30 she received a call from the control desk and was advised that there were no ambulances available.  She was told to expect a visit from the ooh doctor and that someone might call her first to tell a time for the visit.  She stayed up all night with her mum waiting for the doctor to arrive.  No one came and she had a phone call at breakfast time.  		72293		Telephone Triage		Turner						Verbal response shared with complainant				Not Upheld		Resolved by telephone/in person		No		Carer		Verbal		GP		No		Yes		Ambulance control desk		10/10/20		10/21/20		10/21/20		0		0		0		October		Rare		Negligible		1

		120		Show		120		2020/2021		Compliment/Thank you		SIUC CAS/F2F		11/29/20		12/1/20		Clinical Care or Advice		Please pass on our thanks to Dr Faisal Ahmed for the excellent care he gave during a home visit to our daughter on Saturday Nov 28. He was superbly professional yet also managed to empathise and win her trust, enabling a sensible solution to a potentially dangerous situation and reducing stress levels all round.
At a time when the NHS is under such pressure, it was heartening and impressive.
Thanks, too, for the friendly and helpful support at Cossham later in the evening.		88323		Patients home		Seacombe		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Parent 		Email		GP		Yes		No		Ahmed, Faisal		11/28/20		11/29/20		12/1/20		-1		1		0		November						

		121		Show		121		2020/2021		Compliment/Thank you		SIUC F2F		11/18/20		11/18/20		Clinical Care or Advice		We want to say a big thank you to the lovely GP who visited by husband on the evening of 11th November. His expertise  kindness and patience were much appreciated and were I am sure instrumental in my husband’s rapid recovery		82746		Patients home		Enser		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Carer		Email		GP		No						11/11/20		11/18/20				0		0				November						

		122		Show		122		2020/2021		Informal Complaint		SIUC F2F		11/19/20		11/20/20		Prescription / Medication		Informal complaint - patients prescription was not sent to the chemist that had been agreed, but to a different branch of the same chain		84482		Cossham PCC		Durnell		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Other		Verbal		GP		No		No		Menon,R		11/15/20		11/19/20		11/22/20		0		1		0		November		Possible		Negligible		3

		123		Show		123		2020/2021		Complaint		SIUC NHS 111		12/8/20		12/11/20		System Processes		Mr R would like us to investigate whether the NHS111 pathway that was used to triage his call was the correct one, and if it was, is the advice (to wait for a gp to ring back) medically correct.  He felt that a 6 hour disposistion was not the right timeframe to wait for advice from a GP, or if indeed he should be waiting for a callback rather than going to A&E		89422		Telephone Triage		Rawlinson		Traci Clutterbuck		traci.clutterbuck@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Email		CA		No		No		NHS111 pathways disposition timeframe		11/30/20		12/8/20		1/8/21		0		3		18		December		Likely		Negligible		4

		124		Show		124		2020/2021		Compliment/Thank you		SIUC CAS/F2F		11/29/20		12/17/20				Some positive feedback to pass on. One of the WaCCs (Chelsea) just called the son of case 88969 PB to confirm that we would be visiting this afternoon. He fed back to her that everyone he had spoken to from the service today was great, and that in particular the doctor they had spoken to (Emma Williams) was lovely and took time reassuring them etc. He said that when people do a good job he thinks they should be told! 		88969		Telephone Triage				Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician														GP						Williams, Emma		11/29/20								13				November						

		125		Show		125		2020/2021		Complaint		SIUC F2F

tc={48CAFAFE-FC97-4E6F-A33D-DC2B45D681FD}: [Threaded comment]
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Comment:
    This is a 111/F2F complaint		12/21/20		1/15/21		Care Processes		Complaint received from NBT to respond to element relating to the patient indicating she was not prepared for what to expect with respect to her attendance at the Hot clinic she wa referred to by IUC.		61142, 53426, 52355		Cossham PCC		Bryant		Clare-Louise Nicholls		anne.whitehouse2@nhs.net		Response letter written		Plan to ask NBT Operational Hub to inform referring GP if there is a PIL it would be helpful to provide to the ptnt.		Partially upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Janssen, Katie 111		8/9/20		12/30/20		1/28/21		5		17		9		December		Unlikely		Negligible		2

		126		Show		126		2020/2021		Compliment/Thank you		SIUC CAS		12/26/20		12/29/20				Patient rang to say thank you to the GP who prescribed him antibiotics on Xmas Eve which meant his Xmas wasn't ruined by feeling unwell.		96684		Telephone Triage		GS		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician																				Davidson, Robin		12/24/20								0				December						

		127		Show		127		2020/2021		Complaint		SIUC CAS		12/29/20		12/30/20		Waiting Time		Via NHS 111. Caller want to make complaint regarding Ooh doctor. Patient has been diagnosed with kidney failure. Mother wanted to raise this with Ooh doc whom she spoke to which delayed the patient diagnosis		92368, 94443		Telephone Triage		James		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		The learning from this incident has been shared with the clinician		Call to mother to arrange 3rd party consent revealed mis-message from 111 about nature of complaint - she wanted to share a delay that she didn't want to happen to other people. On exploration of timeline it could be the delay was with own surgery or mis-understanding abuot how long a sample would take to process. Mother withdrew complaint. On review of case records there is some genuine learning for clinician which will be shared.		Not Upheld		Resolved by telephone/in person		No		Parent 		Verbal		GP		Yes		Yes		Obiagwu, Obi		12/17/20		12/30/20		2/4/21		1		1		26		December						

		128		Show		128		2020/2021		Compliment/Thank you		SIUC F2F		1/5/21		1/5/21		Clinical Care or Advice		Thankyou for arranging the emergency appointment, being so thorough in your examination and getting my daughter seen first thing at Southmead .		11863		Cossham PCC		Clemmings		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician																				Holmes, Kathryn		1/4/21								0				January						

		129		Show		129		2020/2021		Compliment/Thank you		SIUC CAS/F2F		1/7/21		1/7/21				2 days after Christmas my Husband strolled in and announced he’d got a bit of chest pain which he’d actually had for several days .
And this is where Brisdoc came in – after asking a few questions, because he’d had it for 3 days, hospitals are busy and there were a number of possible diagnoses , I made him phone 111 and the outcome was to speak to the Dr . Now I know my husband and was concerned that he may be underplaying things a bit so made a phone call and asked a big favour – if someone could pick it up quickly.
Joshri was obviously very astute and made the call within probably 10 mins and he was seen within 3/4hr and sent to Southmead It turned out he’d had a full blown STEMI and has now been discharged home with 2 stents.
But I just wanted to led you know how brilliant Brisdoc was and how quickly – but also how astutely - they responded to my call . I’m not sure if even now my husband realises quite how lucky he is to still be here – and that is partly due to Brisdoc.
We don’t always get to know the results of the actions we take – particularly not when they are positive so -  I would really appreciate if you could pass my thanks and the positive outcome on to the staff who were involved and to let them know that their actions had such a positive outcome for my husband .
So thank you Brisdoc ,
With much appreciation		98023		Cossham PCC		Greenway		Kathy Ryan		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Other		Email		GP		No		Yes		Sarangi J, Chowdhary A		12/27/20		1/7/21		1/7/21								January						

		130		Show		130		2020/2021		Complaint		SIUC CAS		2/2/21		2/24/21		Communication		Pt has reported the following complaints and would like to make a complaint “Denied her mental illness” “Mixed up medication “		20038		Telephone Triage		Hewett		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		No		Ahmed, Faisal		1/31/21		2/2/21		3/5/21		0		16		7		February		Possible		Negligible		3

		131		Show		131		2020/2021		Compliment/Thank you		SIUC CAS		1/28/21		2/3/21				I wanted to share a complement from a GP colleague who works in the service. I suspect you will remember the case - he was on shift but his son became rapidly unwell while he was at work. Our colleague was distressed/ concerned after his wife told him what their baby's observations had been at the F2F at Greenway. He rang you as CC to get some more information from that assessment, and was very complementary about how kind and supportive you were while also sharing the information he wanted to understand. As you know, I think, he left his shift and travelled to meet his wife at BCH. They were kept in overnight and discharged the following time, though it sounds like he was really quite unwell when they arrived at ED. The covid swab was negative.
Anyway, thank you for all you do and your supportive approach in this situation.
		18141		Osprey Court								Compliment shared with clinician														GP						Maroof, Omnia		1/24/21								4				January						

		132		Show		132		2020/2021		Compliment/Thank you		SIUC CAS/F2F		1/29/21		2/4/21		Staff Attitude		She wanted to say thank you & that the service was efficient and reassuring for them.
 
Thought it would be good to feedback something positive to you 		17262		Southmead PCC		Offer		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Verbal		Various		No		No		Stevens C, Shearman K, Tilley A, 		1/23/21								4				January						

		133		Show		133		2020/2021		Compliment/Thank you		SIUC CAS		2/2/21		2/4/21		Clinical Care or Advice		the feedback reflects that you were empathic and very helpful. So a big thank you		98066		Telephone Triage		Leaman		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician				Not Upheld				No		Patient		PSQ		GP		No		No		Ryan, K		12/27/20								2				February						

		134		Show		134		2020/2021		Complaint		SIUC CAS		2/12/21		3/9/21		Clinical Care or Advice		Third party consent form sent  and received GP called back and spoke to both patient and daughter. Patient was on floor in bathroom. not eaten or drank for 4 days. daughter explained to GP father has phobia of hospitals and was not telling truth about how ill he was, he was confused breathless and had D&V. GP advised nothing they could do based on patients answers given and advised to call own GP in morning. daughter advised patient admitted to hospital today (9/2/2021) via 999 and has pneumonia and COVID'
		22768		Telephone Triage		Lee		Frank Burge		frank.burge@nhs.net		Response letter written				Upheld				No		Other		Email		ANP		Yes		Yes		Howes, A		2/8/21		2/12/21		3/17/21		0		17		6		February		Unlikely		Minor		4

		135		Show		135		2020/2021		Complaint		SIUC CAS		2/16/21		3/16/21		Communication		The patient would like us to remove the SPN from her record to ensure  that each of her consultations is based on its own merits		23339		Telephone Triage		Edwards		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld				No		Patient		Email		GP		Yes		No		Cecil, E		2/11/21		2/16/21		3/22/21		0		20		4		February		Rare		Negligible		1

		136		Show		136		2020/2021		Complaint		SIUC CAS		2/23/21		3/10/21		Clinical Care or Advice		Someone to ‘own up’ to the error on Saturday where the GP declined to prescribe.
Police and paramedic turning up on her door unannounced, the affect this had on her and still doesn’t completely understand why the police were needed.
Why she has to repeat her issues to several people before she is dealt with, finds this very stressful and causes the mental health breakdowns.
Would like a note on the system describing her mental health breakdowns and how they come across (shouting, swearing, losing control) if dealt with calmly she is usually ok and will calm down herself – maybe also include the above point in that note?
Paramedic reports from Saturday, were they visible to us? If not thinks this is unsafe
Impact on her mental health when she is declined her medication – putting her at risk.
Does not understand why we refuse her medication, sees this as negligence. 		26163, 26515, 26965.		Telephone Triage		Santozia		Chris Dykes		christopherdykes@nhs.net		Response letter returned unread by pt, sister req no further contact by us and threatened possible litgition due to inadequate care by various nhs servicies.  Case closed				Not Upheld				No		Patient		Verbal		Various		Yes		Yes		BrisDoc procedure  rather than individiuls		2/20/21		2/23/21		3/26/21		0		11		12		February		Rare		Negligible		1

		137		Show		137		2020/2021		Compliment/Thank you		SIUC F2F		3/3/21		3/3/21		Clinical Care or Advice		•	Call taken on Patient Line – Patient wanted to send a card of thanks to Clinician Faye Kirkland for the consultation provided over the weekend 		unknown						Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Verbal		GP		No		No		Kirkland, F		2/27/21				3/3/21				0		0		March						

		138		Show		138		2020/2021		Complaint		SIUC CAS		3/4/21		3/12/21		Clinical Care or Advice		Received a call back from the OOH. Patient said the OOH were unhelpful and hung up on him'				Telephone Triage		Britton		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld				No		Patient		Verbal										3/2/21				4/6/21				6		17		March		Rare		Negligible		1

		139		Show		139		2020/2021		Compliment/Thank you		SIUC F2F		2/26/21		3/4/21		Clinical Care or Advice		Daughter phoned and spoke with LG to share her gratitude for the care her mother received from Dr KH on 16.2.21.		25237		Patients home		Fern		Kathy Ryan		0		Compliment shared with clinician								No						GP						Holmes, K		2/16/21		3/4/21		3/4/21		4		4		0		February						

		140		Show		140		2020/2021		Compliment/Thank you		SIUC F2F		3/9/21		3/9/21		Clinical Care or Advice		Dr Creavin took great care in an extremely efficient way to gather information about G’s current and past situation, behaviours and symptoms. 
He addressed the possible UTI with antibiotics that we could get from a local pharmacy - thereby avoiding the danger of a visit to A&E and Waiting Room possible exposure to Covid-infected others. 
As a result of his careful questioning he also diagnosed Lewy Body dementia and prescribed Rivastigmine for G.		21805		Telephone Triage		Nye		Kathy Ryan		kathy.ryan@nhs.net		Compliment shared with clinician								No				Email		GP		Yes		No		Creavin, S		2/6/21		3/9/21		4/9/21		0		0		23		March						

		141		Show		141		2020/2021		Complaint		SIUC F2F		3/9/21		3/12/21		Staff Attitude		The patient would like us to investigate the manner of the clinician she saw 3.3.21, she would also like us to explain why she was seen in a COVID consulting room		26919		Knowle PCC		Skeats		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned				Upheld				No		Patient		Email		GP		Yes		No		Rohrbeck, J		3/3/21		3/9/21		4/12/21		0		3		21		March		Unlikely		Minor		4

		142		Show		142		2020/2021		Complaint		SIUC CAS		3/15/21		4/6/21		Waiting Time		Patients daughter is unhappy with the length of time they waited for a clinician to telephone them		32857		Telephone Triage		Simmons		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Apology extended for waiting time. LG also apologised that the follow up call process was not followed by the clinician		Upheld		Resolved by letter		No		Carer		Email		Various		Yes		Yes		Operational		3/13/21		3/16/21		4/16/21		1		16		8		March		Rare		Negligible		1

		143		Show		143		2020/2021		Complaint		SIUC CAS		3/15/21		3/25/21		Clinical Care or Advice		Medication issue		Various		Telephone Triage		Britton		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld				No		Patient		Email		Various		Yes		Yes		various (RB frequent caller/complainer)		3/13/21		3/25/21		4/16/21		8		8		16		March		Rare		Negligible		1

		144		Show		144		2020/2021		Complaint		SIUC CAS		3/15/21		3/25/21		Clinical Care or Advice		Medication issue		Various		Telephone Triage		Britton		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld				No		Patient		Email		Various		Yes		Yes		various (RB frequent caller/complainer)		3/14/21		3/25/21		4/16/21		8		8		16		March		Rare		Negligible		1

		145		Show		145		2020/2021		Complaint		SIUC CAS		3/25/21		5/12/21		Staff Attitude		A member of my staff team spoke to someone from the service and a clinician; who asked the following things; 
“What punishment do you use, when the individual harms themself?” 
In addition asked the member of staff;  "What do you want me to do, lock him up?” 
The Clinician was not able to devise any sort of plan to provide any form of assistance to the gentleman, at which point a member of staff made a suggestion to seek the assistance of a District/Rapid Response Nurse. During the plan devising conversation, the clinician commented that “we can’t exactly tie his hands behind his back”.		28901		Telephone Triage		Skrine		Anne Whitehouse		anne.whitehouse2@nhs.net										No		Carer		Email		Operational staff		Yes				Rohrbeck, J		2/28/21		3/25/21		4/16/21		0		34		-20		March		Unlikely		Minor		4

		146		Show		146		2020/2021		Informal Complaint		SIUC CAS		3/19/21		3/19/21		Waiting Time		Time delay.  Call received by NHS111 at 17.11 and not shared with OOH until after 21.00hrs - Why…. Informal complaint, no response required.  PPG will investigate delay and share investigation in due course		34242		Telephone Triage		Monsaraat		Traci Clutterbuck		traci.clutterbuck@nhs.net		Verbal response shared with complainant				Upheld				No		Patient		Verbal		Various		Yes		No		NHS111 delay		3/18/21		3/19/21		4/16/21		0		0		20		March		Rare		Negligible		1

		147		Show		147		2020/2021		Complaint		SIUC CAS		3/29/21		4/6/21		Staff Attitude		GP was rude and didn’t know why the patient was callling		37925		Telephone Triage		Boreham		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned				Upheld		Resolved by letter		No		Patient		Verbal		GP/ECP		Yes		Yes		Obiagwu, O		3/28/21		3/30/21		5/4/21		1		6		20		March		Rare		Negligible		1

		148		Show		148		2021/2022		Complaint		SIUC CAS		4/6/21		4/27/21		Clinical Care or Advice		he did not confirm my personal details which could have been incorrect as I submitted an online assessment rather than speaking to a HA through 111. He could have missed valuable information and I feel by him not seeing me he has delayed my care. I’m unhappy with the care I received and feel I hadn’t been listened too, And was pawned off to my gp the next day when a simple 10 minute appointment and a urine check could have enabled me to get a full days worth of antibiotics administered  instead of being prescribed at 5pm today. I’ve continued with the hot flushes and pain throughout the day and also had a very disturbed sleep by being so uncomfortable		38454		Telephone Triage		Shaw		Chris Dykes		christopherdykes@nhs.net		Response letter written				Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Pullen, R		3/30/21		4/6/21		5/7/21		0		15		8		April		Rare		Negligible		1

		149		Show		149		2021/2022		Complaint		SIUC CAS		4/6/21		4/9/21		Staff Attitude		Patient and husband felt that the dr was rude during the consultation and that the implication that they should not call so frequently was unfair as it was a bank holiday and they couldn't discuss their concerns with their own GP		41809		Telephone Triage		Walcott		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		WKL has taken onboard the learning from this patients feedback		Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Kenny-Levick, W		4/5/21		4/6/21		5/12/21		0		3		23		April		Rare		Negligible		1

		150		Show		150		2021/2022		Complaint		SIUC NHS 111		4/6/21		4/28/21		Waiting Time		Waiting time complaint / clinical advice - pls share your response with Laura at PPG		36793		Telephone Triage		Leightley		Lucy Grinnell		amellor@nhs.net						Partially upheld		Resolved by letter		No		Guardian		Email		ANP		Yes		Yes		Bartlett, M. Operations		3/26/21		4/6/21		5/2/21		0		16		2		April		Rare		Negligible		1

		151		Show		151		2021/2022		Compliment/Thank you		SIUC F2F		4/8/21		4/8/21		Clinical Care or Advice		We had some lovely feedback from a patient that you saw yesterday evening.  Adasta case 42268 VH.  She had a headache after the AZ vaccine and you examined her thoroughly and took blood. She called back to say thank you for an amazing service.  It is quite unusual for people to go to this effort to say thank you, well done.
Thank you for your through assessment and all that you do for SevernSide.		42268		Cossham PCC		Harris		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Patient		Verbal		GP		Yes		No		Sarfo-Annin, J		4/7/21		4/8/21				0		0				April						

		152		Show		152		2021/2022		Compliment/Thank you		SIUC CAS		4/9/21		4/9/21		Clinical Care or Advice		The patient said to one of our call handlers "she was very happy with the treatment she had received from Robin Davidson yesterday and was feeling much better, a
good experience, she wanted him know she was very grateful."		40271		Telephone Triage		Larner		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Patient		Verbal		GP		Yes		No		Davidson, Robin		4/3/21		4/9/21				0		0				April						

		154		Show		154		2021/2022		Compliment/Thank you		SIUC CAS		4/21/21		4/21/21		Clinical Care or Advice		The Adastra case number is 46152. You may remember the case; it was a 40 year old lady with amnesia/ confusion following a fall/ head injury and you advised she attended ED. I can see that you rang ED to let them know that you had referred her - many thanks for doing this, and for your really clear, thorough notes. 		46152		Telephone Triage		Thorne		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Patient		Email		GP		Yes		No		Foley, Peter		4/18/21		4/21/21		4/21/21		0		0		0		April						

		155		Show		155		2021/2022		Compliment/Thank you		SIUC F2F		4/28/21		4/28/21		Clinical Care or Advice		. I went to bed Friday night only to be woken by someone at my front door at 2.30am.
It was the out of hours doctor telling me that the lab. had found an abnormal result with my blood and the doctor needed to take more blood immediately to retest. As you might expect I was in a daze at what was going on, but the doctor re-assured me that by looking at me she didn’t think there was anything to be concerned. She took more blood, confirmed my mobile number and told me she would be in contact later in the night with the result. At approx. 04.30 I received a call from the same doctor confirming my blood results were normal, much to my relief.
I think this is exceptional service to know that the NHS are looking over us(me) at all times, no matter what time of day or night. I am not an emotional man but I do have a tear in my eye while typing this message		47581		Patients home		Allen		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		ANP		Yes		No		Gail Gourlay		4/24/21		4/28/21		4/28/21		0		0		0		April						

		156		Show		156		2021/2022		Compliment/Thank you		SIUC CAS		5/11/21		5/11/21		Clinical Care or Advice		A doctor called back and I didn’t catch his name, but he was extremely helpful. I am a GP myself and needed a second opinion regarding my father’s swollen legs and whether DVT investigation was needed. My father’s recent medical history was quite complex and you did not have access to his notes, as he was out of area. Additionally,  it is not necessarily easy consulting with a relative who is medical.  However, this doctor gave a calm, considered and pragmatic opinion, taking my father’s views and my own into account. We felt listened to and the safety netting was wise, allowing us all to focus on Dad relaxing to recuperate from his recent surgery.		50582		Telephone Triage		Simpson		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Carer		Email		ANP/ECP		Yes		No		Dave Coates		5/1/21		5/11/21		5/11/21		0		0		0		May						

		157		Show		157		2021/2022		Complaint		SIUC CAS		5/28/21		6/10/21		Clinical Care or Advice		Ptnt called NHS 111 to complain that he had to push hard to be prescribed antibiotics		59806		Telephone Triage		Jones		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD agreed with consulting clinician that their decision not to prescribe antibiotics was correct.		Not Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Vardanega, Elizabeth		5/27/21		5/28/21		6/25/21		0		9		11		May		Rare		Negligible		1

		158		Show		158		2021/2022		Compliment/Thank you		SIUC CAS		5/28/21		6/2/21		Clinical Care or Advice		Call received by Rota Team from ptnts husband  to say thank you to Dr Y for her amazing consultation. Her action meant his wife avoided irrepairable damage from bacterial mengingitis.		59411		Telephone Triage		Spencer		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No		Other		Verbal		GP		No		No		Yee, Sandra 		5/25/21		5/28/21				0		3		0		May						

		159		Show		159		2021/2022		Complaint		SIUC CAS		6/15/21		6/23/21		Clinical Care or Advice		Patient was unhappy with his journey to access a dentist. He made 2 calls to the NHS111 service and chose option 2.  he came through to the ooh gp service rather than the dental service and we just told him we couldn't help and to call nhs111 option 2.  he eventually managed to access a private dental service but felt that the nhs service should have been accessable for patients in pain. 		65658 and 66297		Telephone Triage		Ford		Lucy Grinnell		lucy.grinnell@brisdoc.org		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Email		GP/ANP		Yes		Yes		Alden M, Davidson L		6/12/21		6/15/21		7/9/21		0		6		12		June		Rare		Negligible		1

		160		Show		160		2021/2022		Complaint		SIUC CAS		6/23/21		7/22/21		Clinical Care or Advice		Patient is unhappy with her 2 consulations on the 23/6/21, specifically that the clinician did not introduce herself, listen to her and continually spoke over her		69841, 69856		Telephone Triage		Matthews		Frank Burge		frank.burge@nhs.net		The learning from this incident will be widely shared via clincial forums and newsletters		Cliniciians need to be introducing themselves by name, role and service. For a reminder in the newsletter.		Upheld		Resolved by telephone/in person		No		patient		Verbal		ANP		Yes		Yes		Gourlay, G		6/23/21		6/23/21		7/28/21		0		21		4		June		Rare		Negligible		1

		161		Show		161		2021/2022		Complaint		SIUC CAS		6/23/21		6/23/21		Waiting Time		Patient was unhappy with the time it took to obtain a prescription.  I have spoken to her and apologised that we were busy.  She is happy for us to close the complaint at this point		68009, 68048, 68169		Telephone Triage		Willis		Lucy Grinnell		lucy.grinnell@brisdoc.org		Verbal response shared with complainant				Not Upheld		Resolved by telephone/in person		no		patient		email		ANP		Yes		No		Waiting time		6/19/21		6/23/21		7/2/21		0		0		7		June		Rare		Negligible		1

		162		Show		162		2021/2022		Complaint		SIUC CAS		7/23/21		7/27/21		Communication		Ptnt called 111 to share that she was unhappy the clinician advised her to take paracetamol and not call again because there was nothing urther OOHs woul dbe able to do that night. Doesn't know the clinician's name who called her.		80460		Telephone Triage		Matthews		Frank Burge		frank.burge@nhs.net		Review with clinician(s) concerned		Reminder re introductions for clinician involved anda to use synety so calls are recorded.		Upheld		Resolved by telephone/in person		No		Patient		Verbal		ANP		Yes		Yes		Gourlay, G		7/22/21		7/23/21		8/27/21		0		2		23		July						

		163		Show		163		2021/2022		Complaint		SIUC CAS		7/27/21		8/12/21		Clinical Care or Advice		Patients daughter called regarding the end of life care for her father, saying he should have been admitted.		80405		Telephone Triage		Clarke		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		Clinicians should attempt to contact family members irresepctive of time of day when it relates to Respect wishes/plans.		Upheld		Resolved by telephone/in person		No		Guardian		Verbal		GP		Yes		Yes		Mandallion Piotr		7/21/21		7/27/21		8/31/21		0		12		13		July						

		164		Show		164		2021/2022		Compliment/Thank you		AGPT		7/25/21		7/25/21		Clinical Care or Advice		I really wanted to feedback that I spoke to Claire on the IUC professional line on Wednesday and she was incredibly helpful in dealing with a very difficult case. I’d sent a Turkish lady to ED on Monday with suspected cauda equina (all via interpreter) and the patient was triaged in ED and sent home. I spoke to the patient again on Wednesday who still reported the same symptoms. I was unable to get hold of ED via switchboard and called the IUC line. Claire called me straight back having spoken to one of the ED sisters who had advised sending the patient back to ED. As it happened, the patient had a pathological fracture (possibly malignant) with bunching of the cauda equina. Thanks for your help Claire!				Telephone Triage				Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Email		GP		No		No		Warbis C		7/25/21		7/25/21		7/25/21		0		-1		-1		July						

		165		Show		165		2021/2022		Complaint		SIUC CAS		8/2/21		8/27/21		Clinical Care or Advice		Patient complaint re consultation with AB		84324		Telephone Triage		Coulton		Kathy Ryan		kathy.ryan@nhs.net		The clinical has had a meeting  with the investigator		There are no learning points rlevant to the substance of this complaint. Children's Safeguarding lead and the police were consulted about this complaint and the allegations of child sexual abuse however given the ptnt is not registered, using a fictitous address there is no scpe for tracking the names of children etc to follow this up.		Not Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Bull Andrew		8/1/21		8/3/21		9/6/21		1		19		6		August						

		166		Show		166		2021/2022		Complaint		SIUC CAS		7/24/21		9/16/21		Waiting Time		Patient is unhappy for the delay in waiting for a call back from the OOH. She was covid positive, is an asthma patient and was struggling to breathe.

Patient called NHS111 again and a clinician arranged an ambulance.

When OOH called the patient back, they advised the case would be closed as would need to await paramedic assessment		81124		Telephone Triage		Dixon		Lucy Grinnell		lucy.grinnell@brisdoc.org		The clinical has had a meeting  with the investigator		AW spoke with KT, LW spoke with ptnt. Ptnt hadn't answered phone when called within time frames. Learning points identified for opportunity to assess ptnt and offer F2F which could have over-ridden need for ambulance. Learning to go into newsletter. 		Partially upheld		Resolved by letter		No		Patient		Email		GP		No		No		Thumma Kiran		7/24/21		7/28/21		9/1/21		2		38		-13		July						

		167		Show		167		2021/2022		Complaint		SIUC F2F		8/10/21		8/18/21		Clinical Care or Advice		Patients mother unhappy woth quality of clinical care and advice Arrived with young baby who she felt was having difficulty breathing and was not feeding . She states she was advised to take baby home and keep trying to feed. Next day called 111 again and a blue light ambulance was called to take baby to ED. Baby was diagnosed with Bronchitis, ED commented that they were surprised the OOH gp did not admit.		83666		Cossham PCC		Oram		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		 His apparent relaxed approach to the consultation and disregarded the concerns about reduced feeding .The fact that the O2 sats we’re mostly 92% and only 95% for a brief period before the probe was removed 
The hospital clinicians reflected concern that the boy had not been admitted upon his consultation 
• That mum felt the safety net could have been clearer. And escalation points to seek further advice (ie pt line, 111 or 999)
• That mum felt he could have labelled the condition as bronchiolitis and explained the usual course of the illness 
		Upheld		Resolved by telephone/in person		no		Parent 		Verbal		GP		Yes		Yes		Obiora Obiagwu		7/31/21		8/10/21		9/14/21		0		6		19		August						

		168		Show		168		2021/2022		Complaint		SIUC F2F		8/13/21		8/25/21		Clinical Care or Advice		Complaint via NHSE. Ptnt unhappy with consultation "Sunday he phoned 111 in the morning and they made an appointment with the OOH doctor who he went to see who was just as useless and could not do anything to help.   She would not listen, she would not help in any way shape or form and he had to walk out of there.  A saw her at the healthy Living Centre in Knowle".		76628		Knowle PCC		Steventon		Frank Burge		frank.burge@nhs.net		Response letter written		Review determined the clinician had consuted appropriately and explained everything in full to the ptnt. A second opinion was offered and refused. Own GP appropriately requested to follow up.		Not Upheld		Resolved by letter		No		Patient		Email		ANP		Yes		Yes		Hanyana, Thelma		7/11/21		8/18/21		9/1/21		3		8		5		August						

		169		Show		169		2021/2022		Complaint		SIUC CAS		8/19/21		9/2/21		Communication		Ptnt complained via NHS111 that clinician was not considerate of her level of pain and told her she was abusing the system.		9,019,490,206		Telephone Triage		Matthews		Clare-Louise Nicholls				Review with clinician(s) concerned		NB will speak with ET about his use of language. Opportunity taken to give LM a message about her use of an urgent care service for non-urgent problems.		Partially upheld		Resolved by letter		No		Patient		Email		ANP		Yes		Yes		Thampi, Ebin		8/19/21		8/19/21		9/23/21		0		10		15		August						

		170		Show		170		2021/2022		Complaint		SIUC CAS		8/9/21		8/31/21		Waiting Time		Ptnt's wife called 111 to complain about the delay in being called back by the CAS and the way the HA and CA spoke to her. PPG led on the complaint response.		81537		Telephone Triage		Dando		Clare-Louise Nicholls				The learning from this incident will be widely shared via clincial forums and newsletters		Review of shift report evidenced the queue had been taken to zero by 07:50hrs however this ptnt had not been called back. LG suspects case was open with a clinician yet nothing entered into it which means the shift manager could not see it. Checking with Adastra who accessed that case that night so the theory can be checked and appropriate learning cascaded.		Upheld		Resolved by letter		No		Other		Verbal		Operational staff		Yes		Yes				7/24/21		8/9/21		8/31/21		0		16		0		August						

		171		Show		171		2021/2022		Complaint		SIUC CAS		8/31/21		9/3/21		Clinical Care or Advice		Ptnt fed back via NHS 111 that she had been prescribed codeine even though she was breastfeeding and she was worried about the harm it could cause a baby.		93648		Telephone Triage		Salameh		Clare-Louise Nicholls				The learning from this incident has been shared with the clinician		Ptnt didn't offer she was breastfeeding even when asked PMH.		Not Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Gawron, Anna		8/29/21		8/31/21		10/5/21		0		3		22		August						

		172		Show		172		2021/2022		Complaint		SIUC F2F		9/9/21				Clinical Care or Advice		Patients parents querying appropriateness of some of the questioning for consultation in Jan		16762				Ballard		Kathy Ryan		kathy.ryan@nhs.net												Patient		Email		GP		No		No		Holmes, Kathryn		1/21/21		9/9/21				0						September						

		173		Show		173		2021/2022		Compliment/Thank you		SIUC CAS		8/25/21		9/9/21				email message frm ptnt's oGP for excellent service.				Telephone Triage								Compliment shared with clinician														GP		No		No		Warbis, Clare		8/28/21								11				August						

		174		Show		174		2021/2022		Complaint		SIUC F2F		9/13/21		10/20/21		Clinical Care or Advice		Daughter of patient would like to complain that the patients wound was not clened or dressed by the clinician. Also hat the patient was only given two clean dressings and that she was not asked if she was allergic to penecillian before being issued with prescription (patient was not allergic).		98524		Southmead PCC		Loosemoore		Rani Robson		0						Not Upheld		Resolved by letter				Other		Verbal		GP		Yes		Yes		Dominita Neagu		9/13/21		9/14/21		10/19/21		1		27		-3		September		Possible		Negligible		3

		175		Show		175		2022/2023		Complaint		SIUC CAS		9/13/21				Communication		Patient has complained that his case was closed after one attempt at contact made to his mobile phone. He states that his landline was being monitored for a call and did not get tried.		98654		Telephone Triage		Nicholls		Sarah Pearce		0		Response letter written		Clinicians must follow failed contact SOP		Upheld		Resolved by letter				Patient		Verbal		gp		N/A		N/A		Syed Akhter		9/12/21		9/14/21		10/20/21		1		3				September						

		176		Show		176		2021/2022		Complaint		SIUC CAS		9/13/21				Waiting Time		Ptient complaining about the length of time taken for a callback		98959		Telephone Triage		Clark						Verbal response shared with complainant		Clear messaging needed for patients regarding wait times.		Upheld		Resolved by telephone/in person				Patient		Verbal		Various		N/A		N/A		n/a		9/11/21		9/13/21		10/19/21		0						September						

		177		Show		177		2021/2022		Compliment/Thank you		SIUC F2F		9/15/21						Patient gave chocolates and thank you card to host and clinician to thank for a good service.				Knowle PCC		Russel						Compliment shared with clinician																																		September						

		178		Show		178		2021/2022		complaint		SIUC CAS		9/15/21		10/21/21		Waiting Time		Patients husband compaining about a 17+ hour wait for call back and not being advised of how long they would be waiting		98854 and 99102		Telephone Triage		Osmond		Lucy Grinnell		0		Response letter written		Feedback to CH regarding case tags.		Upheld		Resolved by letter				Other		Email		Various		Yes		Yes				9/12/21		9/15/21				0		26				September		Likely		Negligible		4

		179		Show		179		2021/2022		Complaint		SIUC CAS		9/22/21		10/6/21		Waiting Time		Patient complaining about being on a 6 hours disposition but not spoken to for 12.5 hours		10978		Telephone Triage		Barker		Linda Meekhums		0		Verbal response shared with complainant		Patient would like us to share that being referred to thye eye hospital directly from NHS 111 would have saved her an 11 hour wait.				Resolved by telephone/in person				Patient		Email		Various								9/18/21								10				September		Unlikely		Minor		4

		180		Show		180		2021/2022		Complaint		SIUC CAS		9/23/21				Clinical Care or Advice		Nursing home have made contact tp say the fely unsupported with and EOL patient when they wanted to manage him at home. The Severnside clinician wanted to admit the patient.		12653		Patients home		Westman		Rani Robson		0												Other		Verbal		GP						Obiora Obiagwu		9/22/21		9/24/21				1						September						

		181		Show		181		2021/2022		Complaint		SIUC CAS		10/7/21				Care Processes		you did not receive a telephone call back on the 06 October 2021 after contacting the 111 service, he called again later that evening and was offer a F2F appt.  On arriving he felt that the host was very rude prior to him and showed no emphathy.  Pt is expecting a verbal response from TC 		17599, 17747		Telephone Triage		Nott		Lucy Grinnell		lucy.grinnell@brisdoc.org				The patient would like to see more continuity between OOH and OGP.		Partially upheld						Patient		Verbal		Various		Yes		No		NHS111 and OOH Host		10/6/21		10/7/21		11/10/21		0						October		Likely		Negligible		4

		182		Show		182		2021/2022		Complaint		SIUC CAS		10/12/21				Clinical Care or Advice		Father called again at 21:46, patient had missed a dose of medication (I believe due to running out since previous call) and therefore was becoming violent.
1 hour speak to disposition passed over to your service from 111. Pt is expecting a verbal response from TC 

23:38 called again to chase OOH call back

00:56 called again to complain as OOH could not help due to pharmacy being closed. Father was not happy to attend ED with her as worried patient may become violent to staff		19724		Telephone Triage		Horrell		Lucy Grinnell		lucy.grinnell@brisdoc.org						Partially upheld						Parent 		Verbal		Various		Yes		Yes		NHS111 and OOH GP		10/10/21		10/13/21		11/15/21		1						October		Unlikely		Negligible		2

		183		Show		183		2021/2022		Complaint		SIUC CAS		10/15/21				Clinical Care or Advice		TS unhappy with his cosultation with our ED validation clinician.  TS felt that the clinician should have prescribed the meds he req.  He felt the clinicians suggesion that perhaps he may have low BP was incorrect.  The clinician he spoke to later agreed that low BP was highly unlikely given his medical history.  Pt is expecting a verbal response from TC 		20683, 20753, 20755		Telephone Triage		Streetley		Kathy Ryan		kathy.ryan@nhs.net						Not Upheld						Patient		Verbal		GP		Yes		Yes		Dykes, Chris		10/14/21		10/15/21		11/17/21		0						October		Possible		Negligible		3

		184		Show		184		2021/2022		Complaint		SIUC CAS		10/17/21		10/17/21		Waiting Time		Dad felt that waiting time far exceeded the time frames shared by NHS111		21847		Telephone Triage		Milsom		louise whyte		louise.whyte@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Parent 		Verbal		GP		Yes				Waiting time		10/17/21		10/17/21		10/17/21		0		0		0		October		Likely		Negligible		4

		185		Show		185		2021/2022		Complaint		SIUC F2F		10/19/21				Staff Attitude		Patients mum in unahppy with the manner/attitude of the clinician and the examiatin of her child		22700		Knowle PCC		Templar		Frank Burge		frank.burge@nhs.net										No		Parent 		Email		ANP/ECP		Yes				Howes, Andrew		10/19/21		10/19/21		11/19/21		0						October		Unlikely		Negligible		2

		186		Show		186		2021/2022		Complaint		SIUC CAS		10/25/21				Waiting Time		Initial complaint based on waiting times - need to speek to complainant to fully understnd concerns		22323		Patients home		Nevins																										ooh														October						

		187		Exclude																																																																				

		188		Exclude																																																																				

		189		Exclude																																																																				

		190		Exclude																																																																				

		191		Exclude																																																																				

		192		Exclude																																																																				

		193		Exclude																																																																				

		194		Exclude																																																																				

		195		Exclude																																																																				

		196		Exclude																																																																				

		197		Exclude																																																																				

		198		Exclude																																																																				

		199		Exclude																																																																				

		200		Exclude																																																																				

		201		Exclude																																																																				

		202		Exclude																																																																				

		203		Exclude																																																																				

		204		Exclude																																																																				

		205		Exclude																																																																				

		206		Exclude																																																																				

		207		Exclude																																																																				

		208		Exclude																																																																				

		209		Exclude																																																																				

		210		Exclude																																																																				

		211		Exclude																																																																				

		212		Exclude																																																																				

		213		Exclude																																																																				

		214		Exclude																																																																				

		215		Exclude																																																																				

		216		Exclude																																																																				

		217		Exclude																																																																				

		218		Exclude																																																																				

		219		Exclude																																																																				

		220		Exclude																																																																				

		221		Exclude																																																																				

		222		Exclude																																																																				

		223		Exclude																																																																				

		224		Exclude																																																																				

		225		Exclude																																																																				

		226		Exclude																																																																				

		227		Exclude																																																																				

		228		Exclude																																																																				

		229		Exclude																																																																				

		230		Exclude																																																																				

		231		Exclude																																																																				

		232		Exclude																																																																				

		233		Exclude																																																																				

		234		Exclude																																																																				

		235		Exclude																																																																				

		236		Exclude																																																																				

		237		Exclude																																																																				

		238		Exclude																																																																				

		239		Exclude																																																																				

		240		Exclude																																																																				

		241		Exclude																																																																				

		242		Exclude																																																																				

		243		Exclude																																																																				

		244		Exclude																																																																				

		245		Exclude																																																																				

		246		Exclude																																																																				

		247		Exclude																																																																				

		248		Exclude																																																																				

		249		Exclude																																																																				

		250		Exclude																																																																				

		251		Exclude																																																																				

		252		Exclude																																																																				

		253		Exclude																																																																				

		254		Exclude																																																																				

		255		Exclude																																																																				

		256		Exclude																																																																				

		257		Exclude																																																																				

		258		Exclude																																																																				

		259		Exclude																																																																				

		260		Exclude																																																																				

		261		Exclude																																																																				

		262		Exclude																																																																				

		263		Exclude																																																																				

		264		Exclude																																																																				

		265		Exclude																																																																				

		266		Exclude																																																																				

		267		Exclude																																																																				

		268		Exclude																																																																				

		269		Exclude																																																																				

		270		Exclude																																																																				

		271		Exclude																																																																				

		272		Exclude																																																																				

		273		Exclude																																																																				

		274		Exclude																																																																				

		275		Exclude																																																																				

		276		Exclude																																																																				

		277		Exclude																																																																				

		278		Exclude																																																																				

		279		Exclude																																																																				

		280		Exclude																																																																				

		281		Exclude																																																																				

		282		Exclude																																																																				

		283		Exclude																																																																				

		284		Exclude																																																																				

		285		Exclude																																																																				

		286		Exclude																																																																				

		287		Exclude																																																																				

		288		Exclude																																																																				

		289		Exclude																																																																				

		290		Exclude																																																																				

		291		Exclude																																																																				

		292		Exclude																																																																				

		293		Exclude																																																																				

		294		Exclude																																																																				

		295		Exclude																																																																				

		296		Exclude																																																																				

		297		Exclude																																																																				

		298		Exclude																																																																				

		299		Exclude																																																																				

		300		Exclude																																																																				

		301		Exclude																																																																				

		302		Exclude																																																																				

		303		Exclude																																																																				

		304		Exclude																																																																				

		305		Exclude																																																																				

		306		Exclude																																																																				

		307		Exclude																																																																				

		308		Exclude																																																																				

		309		Exclude																																																																				

		310		Exclude																																																																				

		311		Exclude																																																																				

		312		Exclude																																																																				

		313		Exclude																																																																				

		314		Exclude																																																																				

		315		Exclude																																																																				

		316		Exclude																																																																				

		317		Exclude																																																																				

		318		Exclude																																																																				

		319		Exclude																																																																				

		320		Exclude																																																																				

		321		Exclude																																																																				

		322		Exclude																																																																				

		323		Exclude																																																																				

		324		Exclude																																																																				

		325		Exclude																																																																				

		326		Exclude																																																																				

		327		Exclude																																																																				

		328		Exclude																																																																				

		329		Exclude																																																																				

		330		Exclude																																																																				

		331		Exclude																																																																				

		332		Exclude																																																																				

		333		Exclude																																																																				

		334		Exclude																																																																				

		335		Exclude																																																																				

		336		Exclude																																																																				

		337		Exclude																																																																				

		338		Exclude																																																																				

		339		Exclude																																																																				

		340		Exclude																																																																				

		341		Exclude																																																																				

		342		Exclude																																																																				

		343		Exclude																																																																				

		344		Exclude																																																																				

		345		Exclude																																																																				

		346		Exclude																																																																				

		347		Exclude																																																																				

		348		Exclude																																																																				

		349		Exclude																																																																				

		350		Exclude																																																																				

		351		Exclude																																																																				

		352		Exclude																																																																				

		353		Exclude																																																																				

		354		Exclude																																																																				

		355		Exclude																																																																				

		356		Exclude																																																																				

		357		Exclude																																																																				

		358		Exclude																																																																				

		359		Exclude																																																																				

		360		Exclude																																																																				

		361		Exclude																																																																				

		362		Exclude																																																																				

		363		Exclude																																																																				

		364		Exclude																																																																				

		365		Exclude																																																																				

		366		Exclude																																																																				

		367		Exclude																																																																				

		368		Exclude																																																																				

		369		Exclude																																																																				

		370		Exclude																																																																				

		371		Exclude																																																																				

		372		Exclude																																																																				

		373		Exclude																																																																				

		374		Exclude																																																																				

		375		Exclude																																																																				

		376		Exclude																																																																				

		377		Exclude																																																																				

		378		Exclude																																																																				

		379		Exclude																																																																				

		380		Exclude																																																																				

		381		Exclude																																																																				

		382		Exclude																																																																				

		383		Exclude																																																																				

		384		Exclude																																																																				

		385		Exclude																																																																				

		386		Exclude																																																																				

		387		Exclude																																																																				

		388		Exclude																																																																				

		389		Exclude																																																																				

		390		Exclude																																																																				

		391		Exclude																																																																				

		392		Exclude																																																																				

		393		Exclude																																																																				

		394		Exclude																																																																				

		395		Exclude																																																																				

		396		Exclude																																																																				

		397		Exclude																																																																				

		398		Exclude																																																																				

		399		Exclude																																																																				

		400		Exclude																																																																				

		401		Exclude																																																																				

		402		Exclude																																																																				

		403		Exclude																																																																				

		404		Exclude																																																																				

		405		Exclude																																																																				

		406		Exclude																																																																				

		407		Exclude																																																																				

		408		Exclude																																																																				

		409		Exclude																																																																				

		410		Exclude																																																																				

		411		Exclude																																																																				

		412		Exclude																																																																				

		413		Exclude																																																																				

		414		Exclude																																																																				

		415		Exclude																																																																				

		416		Exclude																																																																				

		417		Exclude																																																																				

		418		Exclude																																																																				

		419		Exclude																																																																				

		420		Exclude																																																																				

		421		Exclude																																																																				

		422		Exclude																																																																				

		423		Exclude																																																																				

		424		Exclude																																																																				

		425		Exclude																																																																				

		426		Exclude																																																																				

		427		Exclude																																																																				

		428		Exclude																																																																				

		429		Exclude																																																																				

		430		Exclude																																																																				

		431		Exclude																																																																				

		432		Exclude																																																																				

		433		Exclude																																																																				

		434		Exclude																																																																				

		435		Exclude																																																																				

		436		Exclude																																																																				

		437		Exclude																																																																				

		438		Exclude																																																																				

		439		Exclude																																																																				

		440		Exclude																																																																				

		441		Exclude																																																																				

		442		Exclude																																																																				

		443		Exclude																																																																				

		444		Exclude																																																																				

		445		Exclude																																																																				

		446		Exclude																																																																				

		447		Exclude																																																																				

		448		Exclude																																																																				

		449		Exclude																																																																				

		450		Exclude																																																																				

		451		Exclude																																																																				

		452		Exclude																																																																				

		453		Exclude																																																																				

		454		Exclude																																																																				

		455		Exclude																																																																				

		456		Exclude																																																																				

		457		Exclude																																																																				

		458		Exclude																																																																				

		459		Exclude																																																																				

		460		Exclude																																																																				

		461		Exclude																																																																				

		462		Exclude																																																																				

		463		Exclude																																																																				

		464		Exclude																																																																				

		465		Exclude																																																																				

		466		Exclude																																																																				

		467		Exclude																																																																				

		468		Exclude																																																																				

		469		Exclude																																																																				

		470		Exclude																																																																				

		471		Exclude																																																																				

		472		Exclude																																																																				

		473		Exclude																																																																				

		474		Exclude																																																																				

		475		Exclude																																																																				

		476		Exclude																																																																				

		477		Exclude																																																																				

		478		Exclude																																																																				

		479		Exclude																																																																				

		480		Exclude																																																																				

		481		Exclude																																																																				

		482		Exclude																																																																				

		483		Exclude																																																																				

		484		Exclude																																																																				

		485		Exclude																																																																				

		486		Exclude																																																																				

		487		Exclude																																																																				

		488		Exclude																																																																				

		489		Exclude																																																																				

		490		Exclude																																																																				

		491		Exclude																																																																				

				Exclude																																																																				















This is a 111/F2F complaint
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Manager Email

		Name		Email

		Anne Whitehouse

		Chris Dykes

		Ellie Warrington

		Frank Burge

		Kathy Ryan

		Traci Clutterbuck

		Lucy Grinnell

		Sarah Pearce

		Julia Holman

		Linda Meekhums

		Danny Van de Klee

		Jane Glydon

		Nigel Gazzard

		Ray Montague

		Natalie Ryan

		Andrew Mellor

		Julie Marshall

		Louise Whyte

		Rani Robson





































Dashboard







				Compliments & Complaints

				Year		Month		Compliment/Thank you		Informal Complaint		Complaint



				2019/2020		April						

						May						

						June						

						July						

						August						

						September						

						October						

						November						

						December		2		0		3

						January		0		0		6

						February		3		1		2

						March		2		0		3

						Total						



Days to acknowledgement









Average	July	August	September	September	2021/2022	2022/2023	0.66666666666666663	0.66666666666666663	0.5	1	Min	July	August	September	September	2021/2022	2022/2023	0	0	0	1	Max	July	August	September	September	2021/2022	2022/2023	2	3	1	1	







Days to response









Average	July	August	September	September	2021/2022	2022/2023	17.333333333333332	10.333333333333334	10	3	Min	July	August	September	September	2021/2022	2022/2023	2	3	10	3	Max	July	August	September	September	2021/2022	2022/2023	38	19	10	3	







Difference between agreed date and actual date response sent









Average	Grand Total	Min	Grand Total	Max	Grand Total	







Complaints and Compliments by Service

















SIUC CAS	

July	August	September	Complaint	3	4	5	SIUC F2F	

July	August	September	Complaint	2	2	







Complaint Locations





































Complaint - July	Cossham PCC	Knowle PCC	Patients home	Southmead PCC	(blank)	Telephone Triage	3	Complaint - August	

Cossham PCC	Knowle PCC	Patients home	Southmead PCC	(blank)	Telephone Triage	1	1	4	Complaint - September	

Cossham PCC	Knowle PCC	Patients home	Southmead PCC	(blank)	Telephone Triage	1	1	1	4	







Compliment Locations





























Grand Total	Grand Total	







Complaint Type



































Complaint - July	

Clinical Care or Advice	Communication	Waiting Time	1	1	1	Complaint - August	

Clinical Care or Advice	Communication	Waiting Time	4	1	1	Complaint - September	

Clinical Care or Advice	Communication	Waiting Time	3	1	3	







Complaints and Compliments Dashboard



Pivot Table

		Count of Our Reference		Column Labels

		Row Labels		April		May		June				(blank)		July		August		September		October		November		December		January		February		March		Grand Total

		Complaint		5		11		8						6		5		6		3		8		3		6		2		3		66

		Care Processes		2												2		1												1		6

		Clinical Care or Advice		1		6		2						1		1		2		2		2		2		2				1		22

		Communication				2		1						1		1		1				3								1		10

		Prescription / Medication		1		1		2																		1						5

		System Processes						2						2								1										5

		Waiting Time				2		1								1		2				1		1		2		2				12

		Staff Attitude		1										2						1						1						5

		Records Management																				1										1

		Compliment/Thank you				6		2						2		2		1		3		4		2				3		2		27

		Care Processes																		1												1

		Clinical Care or Advice				1														2		2		2				3				10

		Communication																				1										1

		(blank)				5		2						2		2		1				1								2		15

		Informal Complaint						1												2								1				4

		Clinical Care or Advice						1												1								1				3

		Staff Attitude																		1												1

		(blank)								394		1																				395

		(blank)								394		1																				395

		Grand Total		5		17		11		394		1		8		7		7		8		12		5		6		6		5		492





Look Up

		Our Reference		Governance Year		Type of event		Service		Date received		Date closed		Complaint type		Summary of complaint		Location		Patient Surname		Manager leading the complaint investigation and response		Actions taken		What are the learning points		Complaint upheld status		Resolution		Serious untoward event		Complainant		How was the complaint received		People involved		Call details retrieved		Voice recordings retrieved		Who is complaint about		Date of Event		Date acknowledgement sent		Agreed response date		Likelihood		Consequence

				2019/2020		Complaint		SIUC NHS 111		1/1/10		1/1/10		Care Processes				Clevedon PCC				Anne Whitehouse		Acknowledge receipt to a third party				Not Upheld		Escalated to director		Yes		Carer		Email		ANP		Yes		Yes				1/1/10		1/1/10		1/1/10		Almost certain		Negligible

				2020/2021		Compliment/Thank you		SIUC CAS		1/1/50		1/1/50		Clinical Care or Advice				Cossham PCC				Chris Dykes		Request more time to respond				Partially upheld		Resolved by letter		No		Guardian		Letter		CA		No		No				1/1/50		1/1/50		1/1/50		Likely		Minor

				2021/2022		Informal Complaint		SIUC F2F						Communication				Knowle PCC				Clare-Louise Nicholls		Response letter written				Upheld		Resolved by telephone/in person				Other		Verbal		ECP		N/A		N/A										Possible		Moderate

				2022/2023		Moved to Information request		SIUC CAS/F2F						Loss of Samples				Locking Road PCC				Ellie Warrington		Review with clinician(s) concerned						Unresolved				Parent 		PSQ		GP														Unlikely		Major

						moved to Health Professional feedback		AGPT						Prescription / Medication				Nicholson House				Frank Burge		The clinical has had a meeting  with the investigator						Referred to PHSO to facilitate a resolution				Patient				HA														Rare		Catastrophic

														Records Management				Osprey Court				Kathy Ryan		The learning from this incident has been shared with the clinician														GP/ECP

														Staff Attitude				Patients home				Traci Clutterbuck		The learning from this incident will be widely shared via clincial forums and newsletters														GP/ANP

														System Processes				Southmead PCC				Lucy Grinnell		Verbal response shared with complainant														ANP/ECP

														Waiting Time				AGPT				Sarah Pearce		Compliment shared with clinician														Operational staff

																		Telephone Triage				Julia Holman																Various

																						Paul davies

																						Danny Van de Klee

																						Jane Glydon

																						Nigel Gazzard

																						Ray Montague





Risk Score

		Almost certain		5		Negligible		1										Likelihood		Consequence

		Likely		4		Minor		2										Almost certain		Negligible

		Possible		3		Moderate		3										Almost certain		Minor

		Unlikely		2		Major		4										Almost certain		Moderate

		Rare		1		Catastrophic		5										Almost certain		Major

																		Almost certain		Catastrophic

																		Likely		Negligible

																		Likely		Minor

																		Likely		Moderate

																		Likely		Major

																		Likely		Catastrophic

																		Possible		Negligible

																		Possible		Minor

																		Possible		Moderate

																		Possible		Major

																		Possible		Catastrophic

																		Unlikely		Negligible

																		Unlikely		Minor

																		Unlikely		Moderate

																		Unlikely		Major

																		Unlikely		Catastrophic

																		Rare		Negligible

																		Rare		Minor

																		Rare		Moderate

																		Rare		Major

																		Rare		Catastrophic





Holidays

		Bank Holidays

		4/19/19		Fri		Good Friday

		4/22/19		Mon		Easter Monday

		5/6/19		Mon		Early May bank holiday

		5/27/19		Mon		Spring bank holiday

		8/26/19		Mon		Summer bank holiday

		12/25/19		Wed		Christmas Day

		12/26/19		Thu		Boxing Day

		1/1/20		Wed		New Year’s Day

		4/10/20		Fri		Good Friday

		4/13/20		Mon		Easter Monday

		5/4/20		Mon		Early May bank holiday

		5/25/20		Mon		Spring bank holiday

		8/31/20		Mon		Summer bank holiday

		12/25/20		Fri		Christmas Day

		12/28/20		Mon		Boxing Day (substitute day)





Charts

				April		May		June		July		Aug		Sept		Oct		Nov		Dec		Jan		Feb		March

		Clinical Care or Advice		1		1		2		1		4		3

		Care proceses

		Staff attitude		1

		Prescription / Medication

		System Processes

		Waiting Time		1				1		1		1		3

		Communication								1		1

				April		May		June		July		August		September		October		November		December		January		February		March

		Not Upheld		1		1		1				3

		Partially upheld		2						1		1

		Upheld		0				2		2		2		1

				April		May		June		July		August		September		October		November		December		January		February		March

		Compliment/Thank you		4		2		0		1		1		1		0		0		0		0		0		0

		CAS/F2F		March		April		May 		June		July		August		September		October		November		December		January		February		March

		Care Processes

		Clinical Care or Advice				1		1		2		1		4		3

		Communication										1		1

		Prescription / Medication

		System Processes

		Waiting Time				1				1		1		1		3

		Staff Attitude				1

				Not Upheld		Partially Upheld		Upheld

		April		1		2		0

		May		1

		June		1				2

		July				1		2

		August		3		1		2

		September						1

		October

		November

		December

		January

		February

		March

				Not Upheld

				Partially upheld

				Upheld

				April		May		June		July		August		September		October		November		December		January		February		March

				1		1		1		0		3		0		0		0		0		0		0		0

				2		0		0		1		1		0		0		0		0		0		0		0

				0		0		2		2		2		1		0		0		0		0		0



Sept 2021  CAS/F2F complaint categories





Clinical Care or Advice	Care proceses	Staff attitude	Prescription / Medication	System Processes	Waiting Time	Communication	3	3	



CAS/F2F complaint outcomes



Not Upheld	

April	May	June	July	August	September	Partially upheld	

April	May	June	July	August	September	Upheld	

April	May	June	July	August	September	





CAS/F2F Compliment/Thank you



Compliment/Thank you	April	May	June	July	August	September	October	November	December	January	February	March	4	2	0	1	1	1	0	0	0	0	0	0	





CAS/F2F Complaints Sept 2021





Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	1	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	2	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	1	1	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	4	1	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	3	3	



CAS/F2F Complaint Outcomes



Not Upheld Partially upheld Upheld	

April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	Not Upheld Partially upheld Upheld	

April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	Upheld	

April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	





Complaint Outcomes



Not Upheld	April	May	June	July	August	September	1	1	1	3	Partially Upheld	April	May	June	July	August	September	2	1	1	Upheld	April	May	June	July	August	September	0	2	2	2	1	









Risk Score Charts

		Count of Our Reference		Column Labels

		Row Labels		1		2		3		4		Grand Total

		2019/2020		5		3		4		2		14

		January		2		1		2		1		6

		February		2				2		1		5

		March		1		2						3

		2020/2021		3						1		4

		April		1						1		2

		May		2								2

		Grand Total		8		3		4		3		18

		Governance Year		(Multiple Items)

		Month		(All)

		Row Labels		Count of Our Reference

		1		8

		2		3

		3		4

		4		3

		Grand Total		18



Risk Score by Month











1	January	February	March	April	May	2019/2020	2020/2021	2	2	1	1	2	2	January	February	March	April	May	2019/2020	2020/2021	1	2	3	January	February	March	April	May	2019/2020	2020/2021	2	2	4	January	February	March	April	May	2019/2020	2020/2021	1	1	1	Year/Month







Count









Overall Risk Scores





Total	

1	2	3	4	8	3	4	3	





complaint not for SIUC or Brisd

																				NO CASE FOUND BY PPG OR BRISDOC FOR THIS PATIENT - COMPLAINT CLOSED he rang their Out of Hours service. He informs me that he was told it would be four hours before someone could attend and that he then called for an ambulance. He states that an ambulance did not come, but when an Out of Hours nurse arrived at 5.30am, he was called by the ambulance service who told him that the ambulance he had requested had subsequently been cancelled by the Out of Hours service. 
Mr Sohus-Blackmore wishes to have an explanation for the Out of Hours service cancelling the ambulance he had requested.

		153		2021/2022		001		2021/2022		Complaint		SIUC CAS/F2F		4/9/21		4/13/21		Clinical Care or Advice				n/a		Patients home		Sohus- Blackmore 		Traci Clutterbuck		traci.clutterbuck@nhs.net		Acknowledge receipt to a third party				Not Upheld				No		Carer		Email		Various		No		No		No cases found by PPG or BrisDoc		12/2/20		4/9/21		4/30/21		1		5		21		April		Rare		Negligible		



Complaints received but no contact can be found by PPG or IUC
	


mailto:traci.clutterbuck@nhs.net
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Medicines Management Incidents 2020-2021

Year 2021/2022

Count of Reference Number Column Labels

Row Labels April Grand Total

Medicines management 7 7

Clevedon 1 1

Cossham 1 1

Knowle 1 1

Newcourt 3 3

Vehicle 1 1

Prescription Management 2 2

Cossham 1 1

Southmead 1 1

Grand Total 9 9
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Notification of a Claim or a Circumstance 



This form is to be used to report all claims or circumstances to your Medical & Professional Liability insurers and their legal advisers. The information that is used to complete this form will be treated as private, privileged and confidential.  



Please note that no offer of payment or admission of liability must be made by you or anyone acting on your behalf unless authorised to do so by your insurers.



Your Contact Details

		Insured Name

		     



		Policy Number

		     



		Your Name

		     



		Your Reference

		     







Dates

		When did the incident/problem occur or treatment take place (date)?

		dd/mm/yyyy



		Please confirm the date you first became aware of the incident/complaint/claim? 

		dd/mm/yyyy



		How did you become aware of this incident/complaint/claim?







Patient Details



If a claim has not been made, please provide the patient’s initials ONLY.



		Full Name

		     



		Age

		     

		Male 

		|_|

		Female

		|_|



		Occupation & Number of dependants (if known)

		     







Claimant / Complainant Details (if different from above)



		Full Name

		     



		Relationship to patient

		     







Claim/Circumstance Details


		Insured Location 

		      e.g, Practice/Pharmacy name 



		Service Type

		      e.g. Out of Hours / GP In-Hours / 111 / Urgent Care Centre / MIU







		Please provide a brief chronology of events, i.e. the events which gave rise to the actual/potential bodily injury. If you need more space please extend the box.



		



		
Details of the bodily injury suffered and any additional losses (potential, actual or alleged).





		



		
Who do you think was at fault (if anyone) and why? Please give full details. 





		



		
Are there any other potential claimants who could bring a claim arising out of the same incident or under similar circumstances?



		




















Practitioner Details (please provide for all medical & non-medical staff involved) 

Please create a separate entry for each Practitioner involved, i.e. copy and paste the box below.



		Full Name                                                                 

		     



		Title

		     

		Occupation

		     



		Employment Status

		Employed by you

		[bookmark: Check11]|_|

		Self-Employed / Locum

		|_|

		Employed by another business

		|_|



		If a Doctor (or Dentist) who is their personal indemnity provider? 

		MPS / MDU / MDDUS / other (please state)







		If a Doctor (or Dentist) provide their GMC (or GDC) registration number

		

		If a Doctor (or Dentist) provide their MDO Membership Number or Insurance Policy Number

		



		If a Nurse, provide NMC pin number

		

		If this Nurse is not insured under this policy, please provide their personal indemnity details

		



		If HCPC Professional, provide HCPC registration number

		

		If this HCPC Professional is not insured under this policy,  please provide their personal indemnity details

		







Please ensure the GP(s) involved have been advised to notify their MDO.



Please note that any further correspondence that you wish to issue to the complainant and/or their representatives should always be pre-approved by your insurers prior to sending. 



Along with this notification form we would be grateful if you could include a copy of the following documents:

1. Patient records, relating to the treatment in question 

2. A copy of any complaint or claim correspondence, including any subsequent correspondence

3. Copy of any available medical file request, coroner’s letters, pre-action claim letter, and claim form.

4. Copy of any available statements from all clinicians and staff involved.

5. Copy of any available meeting notes with the patient, patient’s family, clinician or any other individual relating to the incident in question.







Declaration	



I/We hereby declare that:



The above statements are true, and I/we have not suppressed or mis-stated any facts, and should any information given by me/us alter after the date of this Claim Form or should I/we receive any further communication in relation to this matter I/we shall immediately notify our insurance brokers.



I/We also confirm that the undersigned is/are authorised to act for and on behalf of all persons who may be entitled to indemnity under any policy. 



I/We also consent to the disclosure of this information to third parties involved in the claims process, to include our insurers and their solicitors, claims examiners and other relevant parties appointed by our insurers.



Name of Authorised Signatory                                     Electronic Signature	

		     

		

		[image: ]





 

Position Held                                                       	       Date	

		     

		

		     







This completed form and all other supporting documentation you have received about this matter should be forwarded to our Claims Team at: UK.Healthcare.Claims@ajg.com 





Arthur J. Gallagher Insurance Brokers Limited is authorised and regulated by the Financial Conduct Authority. Registered Office: Spectrum Building, 7th Floor, 55 Blythswood Street, Glasgow, G2 7AT. Registered in Scotland. Company Number: SC108909. www.ajginternational.com



©2018 Arthur J. Gallagher & Co. All rights reserved.
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Insurance Notifications.xlsx
2013'14

		CNA Notifications

		DAC ID		Palm ID		Type		Date submitted		Service		Status		Tracking comments

		MU2011		2829467		Notification		30.1.14		OOHs		closed		Info Request





2014'15

		CNA Notifications

		DAC ID		Palm ID		Type		Date submitted		Service		Status		Tracking comments

		808/874		3275929		Notification		13.11.14		OOHs		closed

		902		3326296		Notification		11.12.14		OOHs		closed		Update sent to Palm 3.6.15

		672		3410583		Claim		17.2.15		OOHs		closed		CNA to advise on solicitors recommendations to settle. Claimant dropped case

		873		3439504		Notification		9.3.15		OOHs		closed		complaint going to Ombudsman

		995		3439491		Notification		9.3.15		OOHs		closed		Ptnt dis-satisfied email forwarded 17.4.15, 2nd response approved by CNA.

		912		3446568		Notification		13.3.15		OOHs		closed

		857		3446609		Notification		13.3.15		OOHs		closed

		616		3447695		Notification		17.3.15		OOHs		closed

		819		3447638		Notification		17.3.15		OOHs		closed

		1000		3452978		Notification		20.3.15		OOHs		closed

		802		3448625		Notification		17.3.15		OOHs		closed

		1027		3453064		Notification		20.3.15		Daytime Visiting		closed		update with PM sent 1.5.15

		985		3451327		Notification		20.3.15		OOHs		closed

		953		3451056		Notification		20.3.15		OOHs		closed

		907		3451413		Notification		20.3.15		OOHs		closed

		897		3451445		Notification		7.4.15		OOHs		closed

		884		3451524		Notification		27.3.15		OOHs		closed

		843		3451552		Notification		24.3.15		OOHs		closed

		759		3451579		Notification		27.3.15		OOHs		closed

		738		3451936		Notification		7.4.15		OOHs		closed

		727		3452086		Notification		24.3.15		OOHs		closed

		615		3452181		Notification		24.3.15		OOHs		closed

		608		3452217		Notification		24.3.15		OOHs		closed

		606		3452249		Notification		23.3.15		OOHs		closed

		602		3452476		Notification		7.4.15		OOHs		closed		needs indemnity no.

		601		3452505		Notification		24.3.15		OOHs		closed

		972		3452529		Notification		23.3.15		OOHs		closed

		957		3452746		Notification		23.3.15		OOHs		closed

		813		3452765		Notification		24.3.15		OOHs		closed

		757		3452874		Notification		23.3.15		OOHs		closed

		680		3452902		Notification		7.4.15		OOHs		closed

		640		3452938		Notification		24.3.15		OOHs		closed

		637		3452950		Notification		23.3.15		OOHs		closed





2015'16

		CNA Notifications



		DAC ID		Palm ID		Type		Date submitted		Service		Status		Tracking comments

		1061		3465816		Notification		7.4.15		OOHs		closed		Formal claim received 21.11.16 re-open

		1042		3291320'3466091		Notification		7.4.15		BMC		closed

		635		3466121		Notification		7.4.15		GPSU		closed

		854		3468551		Notification		8.4.15		OOHs		closed

		1077		3547184		Notification		19.5.15		OOHs		closed		Send FB's reflection when written

		1109		3584646		Notification		4.6.15		OOHs		closed

		1103		3584892		Notification		4.6.15		OOHs		closed		draft response to Bijal 19.6.15

		1132		3596084		Notification		11.6.15		OOHs		closed		draft response sent to Palm

		1150		3626313		Notification		25.6.15		OOHs		closed

		1178		3644732		Notification		14.7.15		OOHs		closed		draft response sent to Palm 4.8.15

		1190		3705312		Notification		30.7.15		OOHs		closed

		AWM		3705533		Notification		5.8.15		BMC		closed

		1219		3724999		Notification		25.8.15		OOHs		closed

		1227		3739634		Notification		8.9.15		GPSU		closed

		1229		3741124		Notification		10.9.15		GPSU		closed

		1259		3808127		Notification		21.10.15		OOHs		closed

		1273		3884452		Notification		5.11.15		OOHs		closed

		1284		3887697		Notification		12.11.15		OOHs		closed

		1313		3932909		Notification		11.12.15		OOHs		closed

		1363		3990318		Notification		28.1.16		OOHs		closed





2016'17

		CNA Notifications



		DAC ID		Palm ID		Type		Date submitted		Service		Status		Tracking comments

		1455		4095529		Notification		8.4.16		OOHs		closed

		1483		4095144		Notification		27.4.16		OOHs		closed

		1495		4108502		Notification		6.5.16		NFP		closed

		1476		4179711		Notification		10.6.16		OOHs		closed

		1640		4229215		Notification		22.7.2016		OOHs		closed

		854		3468551		claim		25.7.2016		OOHs		closed		Previous info request DAC854

		1677		4261044		Notification		12.8.2016		OOHs		closed

		1711		4294245		Notification		12.9.16		GPSU		closed

		1723		4317245		Notification		23.9.16		NFP		closed

		1778		4406306		Notification		3.11.16		OOHs		closed

		1788		4407570		Notification		08.11.16		OOHs		closed

		1801		4430724		Notification		18.11.16		PC Hub		open		Claim progressing

		1814		4436158		Notification		23.11.16		OOHs		closed		letter of claim for funeral costs etc received via JG, CNA closed again 10.10.18

		1840		4461403		Notification		12.12.16		PC Hub		closed

		1937		4598471		Notification		01.03.17		OOHs		Closed

		1751		4387932		Notification		26.10.16		OOHs		closed		medical records request rec'd (DAC 2126) CNA informed 19.4.17

		1707		4304755		Notification		21.9.16		OOHs		closed

		1738		4455469		Notification		2.12.16		OOHs		Closed





codes

		Notification

		Claim

		OOHs

		GPSU

		BMC

		NFP

		Daytime Visiting

		open

		closed





PA Notifications

		PA Notifications

		DAC ID		PA ID		Type		Date submitted		Service		Status		Tracking comments

		1551		871152		Notification		2.9.16		BMC		closed		email rec'd from JR 2.5.18 indicating she has been advised to go to an industrial tribunal.

		2207				Notification		21.6.17		HHC

		2577				Notification		19.12.17		OOH

		RG, B&H claim		TD52523719		Notification		27.4.18		Osprey				AXA claims ref no. 2523719

		1138 GMC MPT		10775.S003		Not needed		28.6.18		Osprey				Kerry in rradar - notification not needed but will keep reference on file.

		WACC resignations				Notification		18.2.19		OOH

		3819				Notification		18.2.19		CKMP				Notification not required unless evidence BrisDoc was negligent.

		IRIS BO1731		107758S010		Notification		22.7.21		Osprey





2017'18

		CNA Notifications



		DAC ID		Palm ID		Type		Date submitted		Service		Status		Tracking comments

		2132		4714611		Notification		21.4.17		BMC		Closed

		2145		4802508		Notification		8.5.17		OOHs		Closed

		2194		4907699		Notification		12.6.17		OOHs		Closed

		2193		4910784		Notification		14.6.17		GPSU		closed

		2200		4910861		Notification		15.6.17		GPSU		Closed

		2280		5033724		Notification		24.7.17		OOHs		closed

		2328		5086786		Notification		16.8.17		OOHs		closed

		2314		5052831		Notification		3.8.17		OOHs		closed

		2375		5124722		Notification		18.9.17		OOHs		Closed

		2387		5134338		Notification		25.9.17		OOHs		Closed

		2478		5187262		Notification		26.10.17		NFP		Closed		Claim notification received by TL 4.4.19. MPS will deal with, CNA updated.

		2481		5222061		Notification		30.10.17		BMC		Closed

		2491		5265781		Notification		7.11.17		OOHs		Closed		23.7.18 letter requesting copy of records on behalf of solicitors, 5.4.19 - follow up letter (CNA updated).

		2496		5275635		Notification		10.11.17		BMC		Closed

		2606		5425487		Notification		11.01.2018		OOHs		Closed

		2607		5425560		Notification		11.01.2018		OOHs		Closed

		2617		5431137		Notification		15.1.2018		AGPT		Closed





2018'19

		CNA Notifications



		DAC ID		Palm ID		Type		Date submitted		Service		Status		Tracking comments

		3018		5796891		Notification		13.4.18		BMP		Closed		baby vaccination

		3024		5796791		Notification		13.4.18		OOH		Closed		info for claim

		3028		5828306		Notification		20.4.18		BMC		Closed		Db diagnosis

		2649		5883081		Notification		25.4.18		NFP		closed		melanoma

		3041		5883020		Notification		25.4.18		OOH		Open		septic arrest

		3061		5892141		Notification		1.5.18		NFP		open		Coroner's statement sent for review.

		3142		6023488		Notification		7.6.18		OOH		Closed		Death in Hosp - complaint/coroner

		3253		6181809		Notification		24.7.18		OOH		Closed

		3341		6234354		Notification		23.8.18		CKMP		closed

		3357		6241443		Notification		30.8.18		OOH		closed

		3363		6250259		Notification		3.9.18		OOH		closed

		3462		6334725		Notification		8.10.18		NFP		Closed		Pt recall

		3475		6348449		Notification		16.10.18		NFP		Closed

		3635		6514586		Notification		17.12.18		BMC		Closed		Implant. 4.4.19 email from ptnt saying still intends to sue. CNA updated.

		3831		6621084		Notification		13.2.19		BMC		Closed

		3832		6623075		Notification		13.2.19		BMP		Closed

		3939		6689180		Notification		21.3.19		BMP		closed		Should go to ML policy also.

		3922		6696358		Notification		22.3.19		CKMP		closed





2019'20

		CNA Notifications



		ID		AJG ID		Type		Date submitted		Service		Status		Tracking comments

		CKMPSE003		6776480		Notification		7.5.19		CKMP		Closed		Alleged IG breach

		BOB006				Notification		17.05.19		IUC		Closed		Complaint - ? Missed appendicitis		notification not required as clinical.

		BOB024				Notification		18.9.19		IUC		Closed

		IR0037		7410860		Notification		19.3.20		IUC		Closed		Request for records for personal injury claim Dec 2018 consultation





2020'21

		CNA Notifications



		ID		AJG ID		Type		Date submitted		Service		Status		Tracking comments

		CKMP029		7464591		Notification		30.4.20		CKMP		Closed

		CKMP033		7464604		Notification		30.4.20		CKMP		Closed		not proposing to log with CNA

		BOB097		7483607		Notification		5/14/20		IUC		Closed

		IR0038		7534643		Notification		17.6.20		IUC		Open

		IR0062		7875443		Notification		03.12.2020		IUC		Open

		CKMP DAC 3974		7875465		Notification		03.12.2020		CKMP		Open

		CKMP084		7950798		Notification		21.1.2021		CKMP		Open

		IR0066		7496915		notification		22.1.21		IUC		Open

		CKMP097		8054766		Notification		5.3.21		CKMP		Closed

		IR0071		8074830		Notification		11.3.21		IUC		Open

		BOB136		8076266		Notification		12.3.21		IUC		Open





2021'22

		Indemnity Notifications



		ID		ID		Type		To		Date submitted		Service		Status		Tracking comments

		IR0076		8117749		Notification		CNA 		8.4.21		IUC		Closed

		IR0070		8125867		Notification		CNA 		14.4.21		CKMP		Closed

		IR0082		8275569		Notification		NHSR		30.4.21		CKMP		Closed
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QualityData 2021'22.xlsx
FFT

		Friends & Family Test

		Recommended		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22				Total Satisfied		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22

		SIUC PSQ/Cards		96		88		83		90		82		80		75														CAS/F2F		96%		88%		78%		90%		80%		80%		0%		0%		0%		0%		0%		0%

		Not Recommended		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22				Target		85%		85%		85%		85%		85%		85%		85%		85%		85%		85%		85%		85%

		SIUC PSQ/Cards		4		6		6		3		12		0		0														PSQ Sent		268		206		149		180		193		212		126

		Respondents		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22				PSQ Returned		54		33		18		31		18		15		5

		SIUC PSQ/Cards		54		32		18		30		16		15		5														PSQ Response Rate		20%		16%		12%		17%		9%		7%		4%

																														Treatment Centre Appts		0

																														Cards returned		0

																														Cards Response rate		0%

																														Overall Satisfied Respondents		61		29		14		26		12

																																Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22



CAS/F2F 2021/22



CAS/F2F	

44287	44317	44348	44378	44409	44440	0.96	0.88	0.78	0.9	0.8	0.8	Target	

44287	44317	44348	44378	44409	44440	0.85	0.85	0.85	0.85	0.85	0.85	Month





Satisfied









CAS/F2F 2020/21





44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	0.96	0.88	0.78	0.9	0.8	0.8	0	0	0	0	0	0	Satisfied





Respondents







CAS/F2F 2021/22



PSQ Response Rate	

44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	0.2	0.16	0.12	0.17	0.09	7.0000000000000007E-2	0.04	

Respondents









complaints



		IUC Complaint Type		2021/22

				April		May		June		July		August		September		October		November		December		January		February		March

		Staff Attitude		1						1						1

		Clinical Care/Advice		2		1		2		1		4		3		2

		Waiting Time						1		1		1		3		2

		Communication										1

		Prescription/Medication

		Records management

		Loss of samples

		System Processes

		Care processes														1

		GP OOHs 2014/15 Total		17		9		13		14		9		7		5		6		9		4		8		4

		GP OOHs 2015/16 Totals		8		3		9		4		5		2		4		8		9		6		11		7

		GP OOHs 2016/17 Totals.		11		6		2		4		6		2		6		4		1		6		4		5

		GP OOHs 2017/18 Total		1		4		5		7		7		4		2		1		0		3		3		1

		GP OOHs 2018/19 Total		5		5		2		4		3		4		6		5		2		4		7		4

		SIUC 2019/20 total		3		9		8		6		5		6		5		7		2		4		3		3

		SIUC 2020/21 Total		2		4		2		3		0		6		2		1		3		0		4		8

		SIUC 2021/22 Total		2		1		3		3		6		6

		CAS/F2F		April		May		June		July		August		September		October		November		December		January		February		March

		Clinical Care/Advice		2		1		2		1		4		3		2

		Waiting Time						1		1		1		3		2

		Staff Attitude		1						1						1

		Prescription/Medication

		Communication										1

		System Processes

		Care Processes														1

		Records Management



		SIUC Complaint Justified		April		May		June		July		August		September		October		November		December		January		February		March						Q1		Q2		Q3		Q4

		Yes		1				2		2		3																		Upheld		3		5		0		0

		No				1		1		1		1		1																Not Upheld		2		3		0		0

		Partially		2								1																		Partially Upheld		2		1		0		0



CAS/F2F Complaints 2021/22

Clinical Care/Advice	April	May	June	July	August	September	October	November	December	January	February	March	2	1	2	1	4	3	2	Waiting Time	April	May	June	July	August	September	October	November	December	January	February	March	1	1	1	3	2	Staff Attitude	April	May	June	July	August	September	October	November	December	January	February	March	1	1	1	Prescription/Medication	April	May	June	July	August	September	October	November	December	January	February	March	Communication	April	May	June	July	August	September	October	November	December	January	February	March	1	System Processes	April	May	June	July	August	September	October	November	December	January	February	March	Care Processes	April	May	June	July	August	September	October	November	December	January	February	March	1	Records Management	April	May	June	July	August	September	October	November	December	January	February	March	

CAS/F2F Complaint Justified Q1

Q1 Complaints	

Upheld	Not Upheld	Partially Upheld	3	2	2	



CAS/F2F Complaint Justified  Q2



Upheld	Not Upheld	Partially Upheld	5	3	1	



CAS/F2F Complaints Justified 2020/21



Yes	No	Partially	



CAS/F2F Complaint Justified Q3

Q3	

Yes	No	Partially	0	0	0	





compliments

																2021/22

		Compliments		2015/16		2016/17		2017/18		2018/19		2019/20		2020/21		April		May		June		July		August		September		October		November		December		January		February		March

		SIUC		27		22		27		14		11		17		4		1		0		1		1		1		0		0		0		0		0		0		8





CAS/F2F Compliments 2021/2022



April	May	June	July	August	September	October	November	December	January	February	March	4	1	0	1	1	1	0	0	0	0	0	0	







Clinical Effectiveness



														Clinical Effectiveness

														Status & %age cases audited		Clinical Guardian Criteria 		IUC

																		Percentage for current quarter		Percentage for previous quarter

														Red		Do not use		0.0%		0.0%

														Amber (25-100%)		More serious concerns		0.0%		0.0%

														Yellow (15%)		Minor concerns		0.0%		0.3%

														Green (5%)		High/good standard		69.0%		79.0%

														Blue (10%)		New GP/nurse in 2nd month		0.0%		0.0%

														Purple (100%)		New GP/nurse		26.0%		9.0%

														White (10%)		New GPSpecTrainee		5.0%		10.5%

														Clinicians worked in period				214		233



		Clinician Status Quality Report - Quarterly: Apr - Jun 2020 (All Audits)



		Date Range:		01/04/2020 - 30/06/2020



		Total clinicians worked in current qtr = 162										Total clinicians worked in current qtr = 7

		Total clinicians worked in previous qtr = 227										Total clinicians worked in previous qtr = 0



		Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments				Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments

		Red		0.62		0.00		Do not use				Red		0.00		0.00		Do not use

		Amber		0.00		0.00		More serious concerns				Amber		0.00		0.00		More serious concerns

		Yellow		1.23		0.88		Minor concerns				Yellow		0.00		0.00		Minor concerns

		Green		83.95		74.01		High/good standard				Green		100.00		0.00		High/good standard

		Blue		0.00		0.00		New GP/nurse in 2nd month				Blue		0.00		0.00		New GP/nurse in 2nd month

		Purple		6.17		7.05		New GP/nurse				Purple		0.00		0.00		New GP/nurse

		White		0.00		0.00		New GPST				White		0.00		0.00		New GPST

		White (GPST)		8.02		18.06



		Date Range:		01/07/2020 - 30/09/2020								Date Range:		01/07/2020 - 30/09/2020



		Total clinicians worked in current qtr = 180										Total clinicians worked in current qtr = 13

		Total clinicians worked in previous qtr = 162										Total clinicians worked in previous qtr = 7



		Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments				Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments

		Red		0.00		0.62		Do not use				Red		0.00		0.00		Do not use

		Amber		0.00		0.00		More serious concerns				Amber		0.00		0.00		More serious concerns

		Yellow		0.56		1.23		Minor concerns				Yellow		0.00		0.00		Minor concerns

		Green		82.78		83.95		High/good standard				Green		76.92		100.00		High/good standard

		Blue		0.00		0.00		New GP/nurse in 2nd month				Blue		0.00		0.00		New GP/nurse in 2nd month

		Purple		5.56		6.17		New GP/nurse				Purple		23.08		0.00		New GP/nurse

		White		0.00		0.00		New GPST				White		0.00		0.00		New GPST

		White (GPST)		11.11		8.02								0



		Date Range:		01/10/2020 - 31/12/2020								Date Range:		01/10/2020 - 31/12/2020



		Total clinicians worked in current qtr = 206										Total clinicians worked in current qtr = 15

		Total clinicians worked in previous qtr = 180										Total clinicians worked in previous qtr = 13



		Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments				Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments

		Red		0.00		0.00		Do not use				Red		0.00		0.00		Do not use

		Amber		0.00		0.00		More serious concerns				Amber		0.00		0.00		More serious concerns

		Yellow		0.97		0.56		Minor concerns				Yellow		0.00		0.00		Minor concerns

		Green		71.84		82.78		High/good standard				Green		80.00		76.92		High/good standard

		Blue		0.00		0.00		New GP/nurse in 2nd month				Blue		0.00		0.00		New GP/nurse in 2nd month

		Purple		8.74		5.56		New GP/nurse				Purple		20.00		23.08		New GP/nurse

		White		0.00		0.00		New GPST				White		0.00		0.00		New GPST

		White (GPST)		18.45		11.11

		Clinician Status Quality Report - Quarterly: April - June 2021 (All Audits)

		IUC										WPL

		Date Range:		01/04/2021 - 30/06/2021								Date Range:		01/04/2021 - 30/06/2021



		Total clinicians worked in current qtr = 217										Total clinicians worked in current qtr = 16

		Total clinicians worked in previous qtr = 218										Total clinicians worked in previous qtr = 15



		Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments				Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments

		Red		0.00		0.00		Do not use				Red		0.00		0.00		Do not use

		Amber		0.00		0.00		More serious concerns				Amber		0.00		0.00		More serious concerns

		Yellow		0.46		0.92		Minor concerns				Yellow		0.00		0.00		Minor concerns

		Green		73.27		72.48		High/good standard				Green		87.50		86.67		High/good standard

		Green (GPST)		0.46		0.00						Blue		0.00		0.00		New GP/nurse in 2nd month

		Blue		0.00		0.00		New GP/nurse in 2nd month				Purple		12.50		13.33		New GP/nurse

		Purple		5.07		7.80		New GP/nurse				White		0.00		0.00		New GPST

		White		0.00		0.00		New GPST

		White (GPST)		20.74		18.81



		Clinician Status Quality Report - Quarterly: Jul - Sep 2021 (All Audits)

		IUC										WDPL

		Date Range:		01/07/2021 - 30/09/2021								Date Range:		01/07/2021 - 30/09/2021

		Total clinicians worked in current qtr = 194										Total clinicians worked in current qtr = 20

		Total clinicians worked in previous qtr = 217										Total clinicians worked in previous qtr = 16

		Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments				Status		% of GPs For Current Qtr		% of GPs For Previous Qtr		Comments

		Red		0.00		0.00		Do not use				Red		0.00		0.00		Do not use

		Amber		0.00		0.00		More serious concerns				Amber		0.00		0.00		More serious concerns

		Yellow		0.00		0.46		Minor concerns				Yellow		0.00		0.00		Minor concerns

		Green		77.32		73.27		High/good standard				Green		60.00		87.50		High/good standard

		Green (GPST)		1.03		0.46						Blue		0.00		0.00		New GP/nurse in 2nd month

		Blue		0.00		0.00		New GP/nurse in 2nd month				Purple		40.00		12.50		New GP/nurse

		Purple		11.34		5.07		New GP/nurse				White		0.00		0.00		New GPST

		White		0.00		0.00		New GPST

		White (GPST)		10.31		20.74



Clinician Audit is undertaken in Clinical Guardian which reports performance quarterly at which point it is shared with BrisDoc Directors and reported to the Urgent Care Service & Quality Board. A set percentage of cases undertaken by every clinician in any week is audited according to their status. Clinicians receive feedback directly via Clinical Guardian from the Auditor and are encouraged to engage in reflective feedback. Before a clinician can progress from purple/blue a clinical advice call is audited. Cases that an Auditor has concerns over are passed for review to the Clinical Guardian Team who collectively agree feedback and any actions. Red GPs are reported to the NHS England for their Performers List area. BrisDoc ceases to use red self-employed/agency clinicians and will apply it's Managing Poor Performance policy with employed clinicians. All clinicians will havebeen discussed (anonymously and confidentially) at the Performance Advisory Group.




Training



		Safeguarding																																								SIUC		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20		Oct-20
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		2015/16		2016/17		2017/18		2018/19		2019/20				April		May		June		July		August		September		October		November		December		January		February		March						Number of all staff received safeguarding awareness level 1 induction within one month of joining organisation (children and adults)
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Comment:
    Error in Rotamaster; unable to report		5		2		0		0		0		0				0		0		0		0		0		4		4		0		0		0		0

		75%		91%		94%		92%				SIUC SVA																														% of all staff received safeguarding awareness level 1 induction within one month of joining organisation (children and adults)		31%		25%																						67%		100%		0%		0%		0%		0%

		73%		85%		94%		87%				SIUC SVC																														Number to date of staff completing safeguarding Level 1 children		104		107		105		105		107		106				105		106		102		100		103		107		107		108		106		103		103

				0%		79%		98%				SIUC Prevent																														% to date of required staff completing safeguarding Level 1 children		91%		89%		95%		95%		95%		95%				99%		97%		98%		95%		94%		96%		97%		96%		95%		95%		94%

																																										Number to date of staff completing safeguarding Level 2 children		37		38		42		42		45		46				49		0		0		0		0		1		2		2		46		2		2

		Infection Control																																								% to date of required staff completing safeguarding Level 2 children		74%		72%		76%		81%		87%		88%				94%		0%		0%		0%		0%		50%		100%		100%		88%		100%		100%

		2015/16		2016/17		2017/18		2018/19		2019/20				April		May		June		July		August		September		October		November		December		January		February		March						Number to date of staff completing safeguarding Level 3 children		11		13		10		5		7		12				11		59		29		29		30		30		29		32		9		33		28

		73%		86		79%		88%				SIUC																														% to date of required staff completing safeguarding Level 3 children		92%		87%		83%		45%		47%		75%				73%		28%		44%		45%		45%		54%		51%		50%		69%		56%		47%

																																										Number to date of staff completing safeguarding Level 4 children																																				0

		Equality and Diversity																																								% to date of required staff completing safeguarding Level 4 children																																				0

		2015/16		2016/17		2017/18		2018/19		2019/20				April		May		June		July		August		September		October		November		December		January		February		March						Number to date of staff completing safeguarding Level 1 adults		105		108		107		99		100		100				97		98		96		94		97		101		102		101		100		97		97

		73%		90%		94%		93%				SIUC																														% to date of required staff completing safeguarding Level 1 adults		92%		91%		96%		96%		93%		95%				97%		94%		97%		95%		93%		94%		96%		95%		95%		95%		93%

																																										Number to date of staff completing safeguarding Level 2 adults		9		12		13		8		13		14				14		7		7		7		7		7		6		7		14		7		7

		2017/18		2018/19		2019/20		FGM		April		May		June		July		August		September		October		November		December		January		February		March										% to date of required staff completing safeguarding Level 2 adults		90%		80%		100%		73%		93%		100%				100%		100%		100%		100%		100%		100%		86%		100%		100%		100%		100%

		80%		88%				SIUC																																		Number to date of staff completing safeguarding Level 3 adults		48		56		54		48		58		61				61		88		35		34		32		29		31		35		59		32		28

																																										% to date of required staff completing safeguarding Level 3 adults		80%		82%		82%		80%		85%		88%				90%		31%		53%		52%		48%		49%		52%		56%		89%		52%		45%

		2017/18		2018/19		2019/20		Prevent		April		May		June		July		August		September		October		November		December		January		February		March										Number to date of staff completing safeguarding Level 4 adults

		79%		98%				SIUC																																		% to date of required staff completing safeguarding Level 4 adults

																																										% of staff trained to appropriate level including MCA and DoLs competencies		81%		82%		81%		81%		82%		83%				88%		40%		65%		64%		63%		66%		66%		66%		83%		63%		59%

																																										% of staff completing PREVENT training		88%		84%		90%		94%		92%		94%				96%		97%		95%		94%		91%		91%		92%		91%		95%		88%		86%

		Mandatory Training

				2015/16		2016/17		2017/18		2018/19		2019/20		April		May		June		July		August		September		October		November		December		January		February		March

		IUC		78%		86%		91%		88%











		SIUC																										Q1
(Apr - Jun)		Q2 
(Jul-Sep)		Q3 
(Oct-Dec)		Q4 
(Jan-Mar)

																								New Clinical				1		0

																								New Operational				4		0

		LQR 16a		All new employed clinical staff will demonstrate up to date safeguarding training for adults or will complete within the first month of employment.										>95%		Number of staff to have undertaken safeguarding training (at each level) 
Denominator: Number of staff who are required to undertake safeguarding training (at each level)												0%		0%

		LQR 16b		All new employed non-clinical staff will complete safeguarding training on line for adults within the first month of employment.										>95%		Number of staff to have undertaken safeguarding training (at each level) 
Denominator: Number of staff who are required to undertake safeguarding training (at each level)												75%		0%

		LQR 17		All newly employed non-clinical staff will complete level 2 safeguarding children training, as appropriate, within the first month of employment.										>95%		Number of staff to have undertaken safeguarding training (at each level) 
Denominator: Number of staff who are required to undertake safeguarding training

		LQR 18		Relevant newly employed clinical staff will demonstrate completion of level 2 or 3 Safeguarding children’s training as appropriate within the first month of employment.										>95%		Number of staff to have undertaken safeguarding training (at each level) 
Denominator: Number of staff who are required to undertake safeguarding training (at each level)												0%		0%

		LQR 19		All newly employed clinical staff will complete Mental Capacity Act training within the first six months of employment.										>95%		Number of staff to have undertaken MCA training 
Denominator: Number of staff required to undertake MCA training												0%		0%
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Language Line



		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22

		Somali x 1, Turkish x 3, Sorani x 1, Italian x 1, Farsi x 1 		Bulgarian x1, Arabic x 4, Somali x1, Mandarin x1, Portuguese x1, Albanian x 1, French x 1, Sorani x1, Gujarati x 1, Polish x 1 		Albanian x3, Urdu x3, Somali x4, Arabic x1, Mandarin x1, Spanish x1		Polish x1, Spanish x2, Cantonese x1, Pashto x1		Polish x1, Romanian x1		Arabic x2, Mandarin x3, Romanian x3, Somali x1, Polish x1, Sorani x1, Gujarati x3, Cantonese x1, Amharic x1, Vietnamese x1, Hungarion x2
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						Experience																								Feedback																												IUC Performance																																Volume

								1		81%		Satisfaction												6						Compliments						Complaints																								3		Urgent PCC				95%		5																						Forecast								9,025				6

										75		Recommended												6																																				2		Urgent Home Visit				92%		5																						Actual								8,947				6

										0		Not Recommended												3																																				1		Urgent Advice				57%		6																						Variance								99%				5

																																																												3		Routine PCC				99%		6																																																																								ð

																																																												3		Routine Home Visit				95%		6

																																																												1		Routine Advice				59%		6
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						Workforce																																																								Absence



						Profile																																																								Hours Lost

						Regular								307		6																																														Sickness (Non Covid)								0		1170		0		5

						Casual								32		5																																														Sickness (Covid)								0		115		0		6

						COVID-19								1		6																																														Maternity & Paternity & Adoption								0		421		0		6

																																																														Special leave								0		24		0		6

						Headcount																																																								Phased return								0		27		0		5

						IUC								172		6																																														Other								0		37		0		6

						BMC								36		6																																														Total								0		1793		0		6

						BMC WIC								11		3

						HHS								15		3

						CKMP								65		5

						Osprey								40		3

						COVID-19								1		6



						PDR																																Training																																																																Accidents  (Q2 20-21)

								2		Overall				81%		6						High - Low																		2		Statutory								82%		6				1		BLS						71%		71%						6																														UC Total				0				3

								2		ANP				64%		6								3		Osprey 				100%		3								2		Mandatory								80%		6				2		Conflict Man						81%		81%						6																														PS Total				0				3

								2		ECP				67%		6								3		HHS Cl				100%		3								2		Total								81%		6				2		IG						80%		80%						6																														Osprey Court				0				3

								2		GP & Pharm				85%		3								3		HHS Op				100%		3																								2		E&D						87%		87%						3
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																								1		BMC WIC Cl				45%		6																								1		SVA						75%		75%						5

																																																								1		SVC						75%		75%						6

																																																								2		Cust Service						82%		82%						5

																																																								1		SSC						56%		56%						6
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						Staff Wellbeing

								3		Avg. Score				25.8		6
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										Moderate				61%		5
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						Learning Events																																Risks - Q1																																Issues - Q1																																		Notifications - Q1

										UC Total				38		6																						Corporate						5		3		2		0																				Corporate								0		4		3		0																				RIDDOR						0				3

										PS Total				4		6																						Business						1		1		0		0																				Business								2		0		0		0																				CQC						1				3

		0								Corporate				0		3																						Urgent Care						2		3		3		1																				Urgent Care								2		6		3		1																				Insurance						3				6

								1		Total				42		6																						Practice Services						0		6		1		2																				Practice Services								0		3		6		1																				Q Total						4				6

																																						Q Total												30		3																		Q Total														31		3

















		1

						Environmental

						Tons of recycled fibre produced												0.9				6

						Trees saved												14				6

						Cubic meters landfill saved												2.5				5

						Litres of water saved												561.2				6

						Litres of petrol saved												155.6				6

						Kilos of air pollutants saved												11.2				6

						Kilowatts of electricity saved												4282.8				6

						Tonnes of carbon equivalent												9.2				6















		0



						2.0		2.0		2.0		2.0		2.0		2.0		2.0				1.0		1.0		1.0		1.0		1.0		1.0		1.0				3.0		3.0		3.0		3.0		3.0		3.0		3.0		3.0		3.0				2.0		2.0		2.0		2.0		2.0		2.0		2.0				1.0		1.0		1.0		1.0		1.0		1.0		1.0		1.0		1.0		1.0

						2.0		Rota Fill										2.0				1.0		WTE Vacancies										1.0				3.0		Finance														3.0				2.0		Payroll										2.0				1.0		Policies																1.0						Economic

						2.0				78%						5		2.0				1.0				117						5		1.0				3.0				£101,671										5		3.0				2.0				13%						6		2.0				1.0				33%										6				1.0

						2.0		 (Sep-21)										2.0				1.0		 (Sep-21)										1.0				3.0		Surplus (Aug-21)														3.0				2.0		Error Rate (Sep-21)										2.0				1.0		Avg. Policy Compliance (Sep-21)																1.0						Sustainability

						2.0		2.0		2.0		2.0		2.0		2.0		2.0				1.0		1.0		1.0		1.0		1.0		1.0		1.0				3.0		3.0		3.0		3.0		3.0		3.0		3.0		3.0		3.0				2.0		2.0		2.0		2.0		2.0		2.0		2.0				1.0		1.0		1.0		1.0		1.0		1.0		1.0		1.0		1.0		1.0



						Rota Fill																																WTE Vacancies																																Payroll																														Policy Compliance

								2		IUC				79%		79%										6												IUC								73.9002		5																																																				Red				12%		6

								2		BMC				73%		73%										5												BMC								7.4216666667		5																																																				Amber				15%		3

								1		BMC WIC				64%		64%										5												BMC WIC								11.7133333333		3																																																				Green				72%		5

								1		HHS				67%		67%										6												HHS								2.71		5

								2		CKMP				73%		73%										5												CKMP								14.2668		6

								3		Osprey				100%		100%										5												Osprey								6.0683333333		5

								1		COVID-19				47%		47%										6												COVID-19								0.7466666667		3



						Finance (Aug-21)



						Surplus																						Income																		Expenditure

						Urgent Care								£142,714						5								Urgent Care						£1,294K								5				Urgent Care								£1,151K								6

						Practice Services								£68,837						5								Practice Services						£457K								6				Practice Services								£388K								6

						Osprey Court								-£109,881						5								Osprey Court						£0K								3				Osprey Court								£110K								6

						BrisDoc								£101,671						5











































Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	375	374	376	372	366	368	357	353	351	346	343	340	





O	N	D	J	F	M	A	M	J	J	A	S	4	8	12	16	20	24	28	32	36	40	44	48	O	N	D	J	F	M	A	M	J	J	A	S	6	10	15	20	25	31	36	45	52	56	62	66	







Q Totals - Risks





8	13	6	3	

Q2	Q3	Q4	Q1	27	30	30	30	





Q Totals - Issues





4	13	12	2	

Q2	Q3	Q4	Q1	26	28	31	31	





RIDDOR	Q2	Q3	Q4	Q1	1	0	0	0	CQC	Q2	Q3	Q4	Q1	0	0	1	1	Insurance	Q2	Q3	Q4	Q1	0	2	5	3	Duty of Candour	Q2	Q3	Q4	Q1	0	2	5	0	







Compliments	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	2	6	4	5	7	5	6	6	5	1	7	2	Complaints	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	7	6	3	3	0	6	11	5	3	6	5	5	





Urgent PCC	Urgent Home Visit	Urgent Advice	Routine PCC	Routine Home Visit	Routine Advice	POTS	0.95471698113207548	0.91891891891891897	0.56999999999999995	0.99383983572895274	0.95035460992907805	0.59186440677966101	0.79846759689922475	



Forecast	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	8804	8578	8545	10047	8123	8221	8542	9951	9042	10285	10050	9025	Actual	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	8772	8881	9467	9834	7740	8423	10082	11170	9389	10467	10069	8947	Variance	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.99636528850522488	1.0353229190953601	1.107899356348742	0.97879964168408484	0.95284993229102544	1.0245712200462231	1.1802856473893701	1.122500251231032	1.0383764653837646	1.0176956733106466	1.0018905472636817	0.99135734072022164	















Filled	Unfilled	0.78412124088024182	0.21587875911975818	

Operational	O	N	D	J	F	M	A	M	J	J	A	S	20.063733333333332	20.545400000000001	18.353733333333334	18.470399999999998	18.463533333333331	18.463533333333331	18.363533333333333	18.508533333333332	21.918533333333333	21.840199999999999	21.740200000000002	33.588533333333338	Clinical	O	N	D	J	F	M	A	M	J	J	A	S	52.743333333333325	52.495000000000005	53.145133333333334	53.525133333333329	54.513466666666659	54.513466666666659	55.873466666666666	55.900133333333336	56.906800000000004	56.92346666666667	78.990133333333318	77.170133333333339	









Urgent Care	Practice Services	Osprey Court	BrisDoc	142714.32000000007	68837.407399999909	-109880.86	101670.86739999997	





BrisDoc	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	418994.00100000028	44979.280000000144	131332.37999999963	426454.21999999962	-94064.341000000117	63454.940000000061	0	-149116.90300000005	-142278.087	-70065.478999999861	-22.542599999927916	101670.86739999997	Urgent Care	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	166286.45300000021	58283.245000000112	74784.122999999672	361876.39899999974	-214806.21299999999	-1438.8259999998845	0	48975.054999999935	7411.0730000000913	70756.037000000244	84024.327000000048	142714.32000000007	Practice Services	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	185312.65860000008	-29508.234599999967	21061.574599999934	8819.5697999999393	9890.7649999998976	15972.599399999948	0	-84436.118000000017	-39057.740000000107	-28280.926000000094	36092.670400000003	68837.407399999909	Osprey Court	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	67394.8894	16204.2696	35486.68240000002	55758.251199999941	110851.10699999997	48921.166599999997	0	-113655.83999999998	-110631.41999999998	-112540.59000000001	-120139.53999999998	-109880.86	







Errors	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	40	47	48	60	46	24	29	53	32	38	66	43	Rate	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.12	0.14000000000000001	0.14000000000000001	0.18	0.14000000000000001	7.0000000000000007E-2	0.09	0.16	0.1	0.11	0.2	0.13	









Prev. 12 months	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.63529411764705879	1.2705882352941176	1.9058823529411764	2.5411764705882351	3.1764705882352939	3.8117647058823527	4.447058823529412	5.0823529411764703	5.7176470588235286	6.352941176470587	6.9882352941176453	7.6235294117647037	Tons of recycled fibre produced	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.8	1.6	2.6	3.4000000000000004	4.2	5.2	6	6.8	7.6	8.6	9.6	10.5	







Red	O	N	D	J	F	M	A	M	J	J	A	S	0.3	0	0	0.25	0.25	0.26	0.25	0.21	0.23	0.19	0.21	0.12	Amber	O	N	D	J	F	M	A	M	J	J	A	S	0.1	0	0	0.06	0.05	0.05	0.06	0	0.01	0.15	0.15	0.15	Green	O	N	D	J	F	M	A	M	J	J	A	S	0.6	0	0	0.69	0.7	0.69	0.69	0.79	0.76	0.66	0.64	0.72	Prev Green	O	N	D	J	F	M	A	M	J	J	A	S	0.59	0.64	0.63	0.55000000000000004	0.56999999999999995	0.59	0.59	0.57999999999999996	0.54	0.73	0	0	







Sickness (Non Covid)	O	N	D	J	F	M	A	M	J	J	A	S	811.83333333333326	946.08333333333337	922	1025.0833333333333	711.5	650.75	541.5	697.75	998.5	834	783.75	1170	Sickness (Covid)	O	N	D	J	F	M	A	M	J	J	A	S	58	56	75.5	79.5	302.75	27.5	24.5	38.5	10	495	306	115.25	Maternity 	&	 Paternity 	&	 Adoption	O	N	D	J	F	M	A	M	J	J	A	S	639.25	592.5	491	313.5	313	282	265	240	340.5	544	524	420.5	Special leave	O	N	D	J	F	M	A	M	J	J	A	S	15	45.25	102.08	32	44.75	40	11.5	9.5	153.25	32.5	50.5	23.5	Phased return	O	N	D	J	F	M	A	M	J	J	A	S	0	15.75	89.75	131.5	5.25	0	0	0	0	0	13	26.75	Other	O	N	D	J	F	M	A	M	J	J	A	S	46.25	50.769999999999996	88.17	12.22	7.5	17.75	0	43.5	65.5	50	131.75	36.5	







T1	O	N	D	J	F	M	A	M	J	J	A	S	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	T2	O	N	D	J	F	M	A	M	J	J	A	S	0.01	0.01	0.01	0.01	0.01	0.01	0.01	0.01	0.01	0.01	0.01	0.01	T3	O	N	D	J	F	M	A	M	J	J	A	S	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	4.662980544718847E-2	Absence	O	N	D	J	F	M	A	M	J	J	A	S	2.9499594446183955E-2	3.5219951157762538E-2	3.3965662988824627E-2	3.7502365193355834E-2	3.8112047352504404E-2	2.2837114458496913E-2	1.9698330166287317E-2	2.4831203824229431E-2	3.5770810420785226E-2	4.5627660632613316E-2	3.9685813425276405E-2	4.662980544718847E-2	





F&F





Extremely Likely	Likely	Neither Likely nor Unlikely	Unlikely	Extremely Unlikely	2	1	1	0	0	1	1	1	1	1	



T1	O	N	D	J	F	M	A	M	J	J	A	S	0.5	0.5	0.5	0.5	0.5	0.5	0.5	0.5	0.5	0.5	0.5	0.5	T2	O	N	D	J	F	M	A	M	J	J	A	S	0.4	0.4	0.4	0.4	0.4	0.4	0.4	0.4	0.4	0.4	0.4	0.4	T3	O	N	D	J	F	M	A	M	J	J	A	S	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	PDRs	O	N	D	J	F	M	A	M	J	J	A	S	0.85530546623794212	0.85623003194888181	0.80063291139240511	0.78274760383386577	0.78964401294498376	0.80844155844155841	0.7857142857142857	0.86900958466453671	0.86451612903225805	0.8904109589041096	0.89619377162629754	0.80622837370242217	





Statutory



Statutory	80	10	10	30	Marker	82.153392330383483	1	46.846607669616517	

Mandatory



Mandatory	80	10	10	30	Marker	80.432208407341619	1	48.567791592658381	



IUC	BMC	BMC WIC	Osprey	CKMP	HHS	0.85795454545454541	0.77142857142857146	0.90909090909090906	0.84	0.81666666666666665	0.75	1	1	1	1	1	1	



O	N	D	J	F	M	A	M	J	J	A	S	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	O	N	D	J	F	M	A	M	J	J	A	S	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	O	N	D	J	F	M	A	M	J	J	A	S	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	9.9999999999999978E-2	O	N	D	J	F	M	A	M	J	J	A	S	0.86103151862464178	0.89013296011196641	0.88593421973407982	0.88944011339475548	0.89701704545454541	0.89004149377593356	0.89628040057224612	0.89553314121037464	0.86757337151037939	0.85600578871201161	0.85274725274725272	0.82153392330383479	O	N	D	J	F	M	A	M	J	J	A	S	0.86769662921348312	0.87683923705722067	0.74161915621436714	0.8046129374337222	0.83468758755954053	0.80680897054850043	0.81714285714285717	0.82279582366589332	0.81744022503516178	0.82356338434883047	0.81587488934789021	0.80432208407341621	





Q3	Q4	Q1	Q2	2019-20	2019-20	2020-21	2020-21	0	0	1	1	





Warwick	Dec	Mar	Jun	Sep	#N/A	25.284023668639055	26.336734693877553	25.819354838709678	Baseline	Dec	Mar	Jun	Sep	25	25	25	25	







Low	Dec	Mar	Jun	Sep	#N/A	0.23668639053254437	0.18367346938775511	0.23225806451612904	Moderate	Dec	Mar	Jun	Sep	#N/A	0.68639053254437865	0.60204081632653061	0.61290322580645162	High	Dec	Mar	Jun	Sep	#N/A	7.6923076923076927E-2	0.21428571428571427	0.15483870967741936	



Prev Year	O	N	D	J	F	M	A	M	J	J	A	S	58.583333333333336	117.16666666666667	175.75	234.33333333333334	292.91666666666669	351.5	410.08333333333331	468.66666666666663	527.25	585.83333333333337	644.41666666666674	703.00000000000011	Current Year	O	N	D	J	F	M	A	M	J	J	A	S	74	147	203	258	327	368	449	515	572	621	684	722	







+

+

+

+

Corporate Dashboard - Latest Data



Thresholds

		Patient Care

		Experience		1		<		85%		2		<		90%		3		>=		90%		Calculated overall Satisfaction score

		Feedback		1		>		3		2		>		0		3		<=		0		Total number of complaints

		IUC Performance		1		<		90%		2		<		95%		3		>=		95%		Calculated average Performance score (ratings as per IUC Dashboard)

		Volume		1		>		15%		2		>		10%		3		<=		10%		Variance of Capacity from 100%

		Engagement Value		1						2						3						(Measure not yet specified)

		Equality & Diversity		1						2						3						(Measure not yet specified)



		Workforce Care

		Workforce		1						2						3						No thresholds applied (flat figure)

		Absence		1		>		4%		2		>		3%		3		<=		3%		All Sickness Lost

		PDR		1		<		50%		2		<		90%		3		>=		90%		Overall PDR completion

		Training		1		<		80%		2		<		90%		3		>=		90%		Overal Training completion

		Social & Cultural		1						2						3						(Measure not yet specified)

		Equality & Diversity		1		>		5%		2		>		0%		3		<=		0%		(Measure not yet specified)

		Staff Wellbeing		1		<		21		2		<		25		3				25		(Measure not yet specified)



		Quality Care

		Learning Events		1		<		55		2		<		72		3		>=		72		Total incidents per quarter

		Risks		1		>		30		2		>=		20		3		<		20		Total risks per quarter

		Issues		1		>		30		2		>=		20		3		<		20		Total issues per quarter

		Notifications		1		>		1		2		>		0		3		=		0		Total notifications per quarter

		Accidents		1		>		2		2		>		0		3		=		0		Total accidents per quarter

		Environmental		1		<		6		2		<		8		3		>=		8		Trees saved



		Resource Care

		Rota Fill		1		<		70%		2		<		90%		3		>=		90%		Rota fill

		WTE Vacancies		1		>		80		2		>		60		3		<=		60		Total WTE Vacancies

		Finance		1		<		0		2						3		>=		0		Overall surplus

		Payroll		1		>=		15%		2		>=		10%		3		<		10%		Overall error rate

		Policies		1		<		80%		2		<		95%		3		>=		95%		Average policy compliance rate

		Economic		1						2						3						(Measure not yet specified)

		Threshold values in bold may be changed, however operators may not. To change operators, please contact Howard Maxwell

		Box outlines indicate the above ratings; arrows show movement compared to the previous period





Lists

		Month		Abbr		Full		Quarter				Division		Div		WF		WF				Staff Group						Course		CD Name		Type				LOB								IUC Group				Rota				Starters Leavers						Sickness						Reason						Year						Div Variations		Div Standard				mmm-yy		mmm-yy-1		Qdate		Qdate-1		DQdate		DQdate-1		29				Selected Month

		Apr		A		April		Q1				[All]		*		Total		*				[All]		*				[All]				*				[All]		*						ECP				Total Hours in Defaults				Starters		Starter				All		*				All Absence		*				2019-20						IUC		IUC				Apr-19				Apr-19				Mar-19		Dec-18		Aug-21				Latest Data

		May		M		May		Q1				IUC		IUC		IUC		IUC				Operational		Operational				Awareness of Mental Capacity Act		N/A		Mandatory				Urgent Care		Urgent Care						GP				Filled Hours in Default rota				Leavers		Leaver				Long Term		Long Term				Sickness (Non Covid)		Sickness (Non Covid)				2020-21						BMC		BMC				May-19		Apr-19		Apr-19				Mar-19		Dec-18		Jul-21				2

		Jun		J		June		Q1				BMC		BMC		BMC		BMC				Clinical		Clinical				BLS		BLS		Mandatory				Practice Services		Practice Services						Nurse														Short Term		Short Term				Sickness (Covid)		Sickness (Covid)				2021-22						BMC WIC		BMC WIC				Jun-19		May-19		Apr-19				Jun-19		Mar-19		Jul-21

		Jul		J		July		Q2				WIC		BMC WIC		BMC WIC		BMC WIC				Clinical - SE		Clinical - SE				Chaperone 		N/A		Mandatory				Head Office		Head Office						Operational										Starter										Maternity & Paternity & Adoption		Maternity & Paternity & Adoption										CKMP		CKMP				Jul-19		Jun-19		Jul-19		Apr-19		Jun-19		Mar-19		Apr-21

		Aug		A		August		Q2				Osprey		Head Office		Osprey		Osprey										Conflict Resolution		Conflict Man		Mandatory																																Special leave		Special leave										HHS		HHS				Aug-19		Jul-19		Jul-19		Apr-19		Jun-19		Mar-19		Jun-21

		Sep		S		September		Q2				CKMP		CKMP		CKMP		CKMP				1		*				Customer Service		Cust Service		Mandatory				1		*																										Phased return		Phased return										Osprey		Osprey				Sep-19		Aug-19		Jul-19		Apr-19		Sep-19		Jun-19		ERROR:#N/A

		Oct		O		October		Q3				HHS		HHS		HHS		HHS										IG		IG		Statutory																																Other		Other										Corporate		Osprey				Oct-19		Sep-19		Oct-19		Jul-19		Sep-19		Jun-19

		Nov		N		November		Q3				COVID-19		COVID-19		COVID-19		COVID-19										E&D		E&D		Mandatory																																												Head Office		Osprey				Nov-19		Oct-19		Oct-19		Jul-19		Sep-19		Jun-19

		Dec		D		December		Q3																				FGM		FGM		Mandatory																																All Absence		*				3		2021-22				WIC		BMC WIC				Dec-19		Nov-19		Oct-19		Jul-19		Dec-19		Sep-19

		Jan		J		January		Q4				1		*		Total		*										Fire Safety		FIRE		Statutory																																																		Jan-20		Dec-19		Jan-20		Oct-19		Dec-19		Sep-19

		Feb		F		February		Q4																				Health, Safety & Welfare		H&S		Statutory																																																		Feb-20		Jan-20		Jan-20		Oct-19		Dec-19		Sep-19

		Mar		M		March		Q4																				IPC		IPC		Mandatory																																																		Mar-20		Feb-20		Jan-20		Oct-19		Mar-20		Dec-19

																												Moving & Handling		Manual handling		Mandatory																																																		Apr-20		Mar-20		Apr-20		Jan-20		Mar-20		Dec-19

		Sel Month		6		Sep																						Prevent		Prevent		Mandatory																																																		May-20		Apr-20		Apr-20		Jan-20		Mar-20		Dec-19

				5																								SSC		SSC		Mandatory																																																		Jun-20		May-20		Apr-20		Jan-20		Jun-20		Mar-20

																												SVA		SVA		Mandatory																																																		Jul-20		Jun-20		Jul-20		Apr-20		Jun-20		Mar-20

																												SVC		SVC		Mandatory																																																		Aug-20		Jul-20		Jul-20		Apr-20		Jun-20		Mar-20

																																																																																		Sep-20		Aug-20		Jul-20		Apr-20		Sep-20		Jun-20

																																																																																		Oct-20		Sep-20		Oct-20		Jul-20		Sep-20		Jun-20

																																																																																		Nov-20		Oct-20		Oct-20		Jul-20		Sep-20		Jun-20

																																																																																		Dec-20		Nov-20		Oct-20		Jul-20		Dec-20		Sep-20

																																																																																		Jan-21		Dec-20		Jan-21		Oct-20		Dec-20		Sep-20

																																																																																		Feb-21		Jan-21		Jan-21		Oct-20		Dec-20		Sep-20

																																																																																		Mar-21		Feb-21		Jan-21		Oct-20		Mar-21		Dec-20

																																																																																		Apr-21		Mar-21		Apr-21		Jan-21		Mar-21		Dec-20

																																																																																		May-21		Apr-21		Apr-21		Jan-21		Mar-21		Dec-20

																																																																																		Jun-21		May-21		Apr-21		Jan-21		Jun-21		Mar-21

																																																																																		Jul-21		Jun-21		Jul-21		Apr-21		Jun-21		Mar-21

																																																																																		Aug-21		Jul-21		Jul-21		Apr-21		Jun-21		Mar-21

																																																																																		Sep-21		Aug-21		Jul-21		Apr-21		Sep-21		Jun-21

																																																																																		Oct-21		Sep-21		Oct-21		Jul-21		Sep-21		Jun-21

																																																																																		Nov-21		Oct-21		Oct-21		Jul-21		Sep-21		Jun-21

																																																																																		Dec-21		Nov-21		Oct-21		Jul-21		Dec-21		Sep-21

																																																																																		Jan-22		Dec-21		Jan-22		Oct-21		Dec-21		Sep-21

																																																																																		Feb-22		Jan-22		Jan-22		Oct-21		Dec-21		Sep-21

																																																																																		Mar-22		Feb-22		Jan-22		Oct-21		Mar-22		Dec-21

																																																																																		Apr-22		Mar-22		Apr-22		Jan-22		Mar-22		Dec-21

																																																																																		May-22		Apr-22		Apr-22		Jan-22		Mar-22		Dec-21

																																																																																		Jun-22		May-22		Apr-22		Jan-22		Jun-22		Mar-22

																																																																																		Jul-22		Jun-22		Jul-22		Apr-22		Jun-22		Mar-22

																																																																																		Aug-22		Jul-22		Jul-22		Apr-22		Jun-22		Mar-22

																																																																																		Sep-22		Aug-22		Jul-22		Apr-22		Sep-22		Jun-22

																																																																																		Oct-22		Sep-22		Oct-22		Jul-22		Sep-22		Jun-22

																																																																																		Nov-22		Oct-22		Oct-22		Jul-22		Sep-22		Jun-22

																																																																																		Dec-22		Nov-22		Oct-22		Jul-22		Dec-22		Sep-22

																																																																																		Jan-23		Dec-22		Jan-23		Oct-22		Dec-22		Sep-22

																																																																																		Feb-23		Jan-23		Jan-23		Oct-22		Dec-22		Sep-22

																																																																																		Mar-23		Feb-23		Jan-23		Oct-22		Mar-23		Dec-22



































Latest

														Q1		Q1		Q1		Q2		Q2		Q2		Q3		Q3		Q3		Q4		Q4		Q4		Q1		Q1		Q1		Q2		Q2		Q2		Q3		Q3		Q3		Q4		Q4		Q4		Q1		Q1		Q1		Q2		Q2		Q2		Q3		Q3		Q3		Q4		Q4		Q4		Q1		Q1		Q1		Q2		Q2		Q2		Q3		Q3		Q3		Q4		Q4		Q4

														2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23

		Sheet		Scene		Source		Latest Period		Latest Year		mmm-yy		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22		Nov-22		Dec-22		Jan-23		Feb-23		Mar-23

		Data		Resourcing		86_Resourcing_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		65295.42		61939.7		60786.76		60611.64		59295.32		61412.82		62341.11		59750.35		69255.98		70234.06		63715.74		71221.28		68265.32		69505.92		66012.58		68292.92		66571.81		67147.97		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Resourcing		86_Resourcing_2		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		0		109		104		99		101		95		100		111		114		113		108		108		120		109		104		100		98		108		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Absence		92_Sick_Leave_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		2263		1847		1139.75		1428.75		1374.5		1210.75		1570.3333333333		1706.3533333333		1768.5		1593.8033333333		1384.75		1018		842.5		1029.25		1567.75		1955.5		1809		1792.5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Starters & Leavers		543_Starters_Leavers_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		29		8		4		4		4		11		3		2		7		9		8		5		3		1		5		11		8		11		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Training		576_Training_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		4701		6798		4900		4702		5048		4956		4956		5099		5814		5183		4977		5147		4898		4836		4952		4845		4754		4734		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Training		576_Training_2		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		2538		3886		2559		2484		2656		2626		2626		2566		2937		2564		2502		2620		2517		2496		2567		2509		2477		2486		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Rota		606_Hours_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		64394.6		64278.1		63705.1		66677.1		62389.1		60891.6		75806.16		75963.3		76066.3		75756.84		76289.68		77018.12		77109.28		77186.74		77996.74		78037.24		81614.74		86498.74		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		PDRs		580_PDRs_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		210		199		213		215		211		205		266		268		253		245		244		249		550		585		578		552		548		522		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Staff		782_Staff_Count_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		397		389		390		390		375		375		383		383		384		379		372		378		357		353		351		346		343		340		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Staff		782_Staff_Count_2		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		276		278		282		285		293		293		311		313		316		313		309		308		303		300		303		306		302		300		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Staff Wellbeing		WBS_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		4611		0		0		2777		0		0		4312		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Data		Equality and Diversity		ED_Staff_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		2231		0		0		2094		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Resourcing		Resourcing_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		428.5206666667		424.7006666667		444.514		415.9273333333		405.944		505.3744		506.422		507.1086666667		505.0456		508.5978666667		513.4541333333		513.4541333333		514.0618666667		514.5782666667		519.9782666667		520.2482666667		544.0982666667		576.6582666667		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Patient Experience		Pt_Experience_1		Oct		2021-22		Oct-21		0		0		0		0		0		0		0		0		0		0		0		0		0		11		42		57		47		59		45		94		140		24		8		25		52		32		18		29		16		15		4		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Patient Experience		Pt_Experience_2		Oct		2021-22		Oct-21		0		0		0		0		0		0		0		0		0		0		0		0		0		0		92		89		170		175		195		196		189		91		75		96		100		94		89		93		94		80		75		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Patient Experience		Pt_Experience_3		Oct		2021-22		Oct-21		0		0		0		0		0		0		0		0		0		0		0		0		16		182		236		313		166		174		164		156		318		159		168		198		322		238		167		210		211		227		131		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Compliments		Compliments_1		Aug		2021-22		Aug-21		0		0		0		0		0		0		0		0		0		0		0		0		2		1		1		5		2		2		6		4		5		7		5		6		6		5		1		7		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Complaints		Complaints_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		2		5		3		7		3		7		6		3		3		0		6		11		5		3		6		5		5		8		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Incidents		Incidents_1		Sep		2021-22		Sep-21		63.9166666667		63.9166666667		63.9166666667		63.9166666667		63.9166666667		63.9166666667		63.9166666667		63.9166666667		63.9166666667		63.9166666667		63.9166666667		63.9166666667		72		59		66		76		62		71		81		78		63		63		74		47		95		77		68		55		69		44		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		IG		IG_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		0		2		4		2		2		6		2		1		2		4		3		2		9		3		5		1		2		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		IG		IG_2		Aug		2021-22		Aug-21		0		0		0		0		0		0		0		0		0		0		0		0		5		11		14		7		12		9		16		13		7		8		13		13		6		11		10		6		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Finance		Finance_1		Aug		2021-22		Aug-21		0		0		0		0		0		0		0		0		0		0		0		0		3824187.6616		3434723.4344		3774565.856		3344721.1872		3601742.7448		3921415.0178		3411697.4392		3494684.2848		4672912.4024		3737009.967		3678143.1932		0		3532385.443		3548543.68033333		3602711.59233333		3701501.73593333		3399802.48593333		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		ISO14001		ISO14001_1		Mar		2021-22		Mar-22		0		0		0		0		0		0		0		0		0		0		0		0		47		52		117		107		72		122		102		132		92		122		92		172		125		185		130		60		60		60		60		60		60		60		60		60		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		ISO14001		ISO14001_2		Sep		2021-22		Sep-21		105		105		105		105		105		105		105		105		105		105		105		105		40		70		85		75		40		90		70		100		60		90		60		140		65		125		70		25		75		25		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		ISO14001		ISO14001_3		Sep		2021-22		Sep-21		796.604		520.6		520.6		624.7		520.6		598.7		754.9		464.34		364.4		364.4		7		9		5735.9282352941		5735.9282352941		7374.7		4097.1		7374.7		8194.3		5735.6		5735.8		6714.2		5735.8		6735.8		7374.7		5735.8		5735.8		5927		7571.34		6890.1		5737.4		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		ISO14001		ISO14001_5		Sep		2021-22		Sep-21		1373		1461		1321		1313		1599		1402		1887		0		0		0		0		0		0		0		5643		2463		3564		4002		4518		3806		5975		7047		7409		0		0		3209		7469		0		3844		4946		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		ISO14001		ISO14001_6		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		689.13		725.28		616.46		458.53		503.23		455.5		465.56		557.77		827.37		522.85		611.3		567.38		657.17		718.34		595.53		546.68		504.112		481.13		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		IUC Performance		IUC_Performance_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		7.2463285796		7.4946334357		7.3553112724		7.3683745511		7.1487623134		7.2133303704		7.4580067046		7.1121600455		7.2335148367		7.4687786986		7.612794622		7.2929628553		7.2107091561		7.0208455187		7.2107091561		6.5891603562		6.5879159464		6.6081114748		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		IUC Performance		IUC_Performance_2		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		18727.9837923729		19990.974906145		18549.7195698526		15498.9730108211		18071.1085180863		18527.7859070754		17576.9963652885		17460.0353229191		18013.1078993563		19881.9787996417		15863.9528499323		16645.02457122		18625.1802856474		21122.1225002512		18432.0383764654		20753.0176956733		20120.0018905473		17972.9913573407		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		PS Performance		PS_Performance_1		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		70584		77006		84985		86287		71878		66611		67235		62476		63089		60222		60889		69176		62929		58983		61847		62453		59045		62914		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Compliance		Compliance_1		Sep		2021-22		Sep-21		0		0.65		0.62		0.64		0.54		0.5		0.59		0.64		0.63		0.55		0.57		0.59		1		1		1		1		0		0		1		0		0		1		1		1		1		1		1		1		1		0.99		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Compliance		Compliance_2		Sep		2021-22		Sep-21		0		0		0		0		0		0		0		0		0		0		0		0		400.17		416.22		402.15		373.1		374.12		403.18		374.12		378.14		395.14		396.18		378.14		368.07		361.09		383.16		363.1		372.11		389.2		369.13		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Compliance		Compliance_3		Mar		2021-22		Mar-22		0		0		0		0		0		0		0		0		0		0		0		0		59		77		53.00007		35		41		61.995		41		48		49		61		47		29.1		54		33		39		67		43.994		0		0		0		0		0		0		30		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Compliance		Compliance_4		Feb		2020-21		Feb-21		0.0128748094		0.01		0.013		0.008		0.008		0.009		0.009		0.008		0.007		0.008		0.009		0		0.0172		0.0658		0.05777		0		0.1		0.03		0		0.0425		0.04		0.0833		0.24		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		EDI - Patients		EDI_Patients_1		Oct		2021-22		Oct-21		0		0		0		0		0		0		0		0		0		0		0		0		9870.0010133766		7787.0135274414		7680.0228967683		9518.0089473684		8178.012878695		8791.0085499316		8898.0084449949		9507.0200697159		9858.0106772422		7748.0045219638		26		0		51		30		17		27		17		14		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		EDI - Patients		EDI_Patients_2		Oct		2021-22		Oct-21		0		0		0		0		0		0		0		0		0		0		0		0		2		25		20		18		15		19		17		40		30		8		26		0		53		32		16		29		18		15		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		EDI - Patients		EDI_Patients_3		Oct		2021-22		Oct-21		0		0		0		0		0		0		0		0		0		0		0		0		2		14		0		9		1		11		7		20		15		5		17		0		25		7		10		9		9		8		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		EDI - Patients		EDI_Patients_4		Oct		2021-22		Oct-21		0		0		0		0		0		0		0		0		0		0		0		0		2		25		37		18		25		19		17		40		24		8		26		0		59		32		16		28		18		15		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		EDI - Patients		EDI_Patients_5		Oct		2021-22		Oct-21		0		0		0		0		0		0		0		0		0		0		0		0		2		25		37		18		25		19		17		40		24		8		26		0		54		32		18		29		18		15		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcM		Stock Management		Stock_Mgmt_1		Mar		2021-22		Mar-22		5780.4697505484		9064.172497729		5654.5611398259		6911.6655427437		7076.206453409		6370.6422321954		10984.283312365		7120.1319646668		48786.6822611107		3271.8748447597		4505.9589560508		6610.0326520524		6707.5911884749		10386.2635863681		6785.759413648		8365.7307851047		8162.0515824513		8541.8059540867		7499.5266860105		8642.2231506993		7885.1335562692		5693.2140711024		7430.8304910444		7528.1888747299		3333		3333		3333		3333		3333		3333		3333		3333		3333		3333		3333		3333		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		Risk Management		Risk_Mgmt_1		Q1		2021-22		Apr-21		0		0		0		0		0		0		0		0		0		0		0		0		26		26		26		27		27		27		30		30		30		30		30		30		30		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		Risk Management		Risk_Mgmt_2		Q1		2021-22		Apr-21		0		0		0		0		0		0		0		0		0		0		0		0		22		22		22		26		26		26		28		28		28		31		31		31		31		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		Risk Management		Risk_Mgmt_3		Q2		2020-21		Sep-20		0		0		0		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		Risk Management		Risk_Mgmt_4		Q2		2020-21		Sep-20		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		Risk Management		Risk_Mgmt_5		Q4		2020-21		Mar-21		0		0		0		0		0		0		0		0		0		0		0		0		1		1		1		0		0		0		0		0		0		1		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		Risk Management		Risk_Mgmt_6		Q1		2021-22		Apr-21		0		0		0		0		0		0		0		0		0		0		0		0		3		3		3		0		0		0		2		2		2		5		5		5		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		Risk Management		Risk_Mgmt_7		Q4		2020-21		Mar-21		0		0		0		0		0		0		0		0		0		0		0		0		1		1		1		0		0		0		2		2		2		5		5		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		Risk Management		Risk_Mgmt_8		Q1		2021-22		Apr-21		0		0		0		0		0		0		0		0		0		0		0		0		4		4		4		1		1		1		3		3		3		6		6		6		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		PS Performance		PS_Performance_3		Q3		2020-21		Dec-20		0		0		0		0		0		0		0		0		0		2302.0853502527		2302.0853502527		2302.0853502527		2659.3820538513		2659.3820538513		2659.3820538513		2539.233622131		2539.233622131		2539.233622131		2542.2583381531		2542.2583381531		2542.2583381531		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		CalcQ		Compliance		Compliance_1		Q4		2020-21		Mar-21		0		0		0		0		0		0		0		0		0		0		0		0		4		4		4		5		5		5		5		5		5		3		3		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0





BackNEW

		Scene		Measure		Period		Source1		Source2		Ldate		Ldate-1		DateVal		ValS		ValS-1		UpDowns		ValL		ValL-1		UpDownL		Target1		Target2		RAGS		RAGL		FrontVal		FrontUpDown		FrontRAG								Defaults		Date		Date-1		Qdate		Qdate-1		DQdate		DQdate-1		LOB		Group		Division

		Feedback		Complaints		M		Complaints_1				9/1/21		8/1/21		1		5		5		3		8		5		5		3		0		1		1		8		5		1										Aug-21		Jul-21		Jul-21		Apr-21		Jun-21		ERROR:#N/A		*		*		*

		Feedback		Compliments		M		Compliments_1				8/1/21		7/1/21		1		2		7		6		2		7		6		3		0		2		2		2		6		2

		Feedback		Complaints Unfiltered		M		Complaints_1				9/1/21		8/1/21		1		5		5		3		8		5		5		3		0		1		1		8		5		1								Title		Corporate Dashboard - Latest Data

		Recommends		Recommended		M		Pt_Experience_2				10/1/21		9/1/21		1		82		90		6		75		80		6										75		6										Locked		🔒

		Recommends		Not Recommended		M		Pt_Experience_2				10/1/21		9/1/21		1		12		3		5		0		0		3										0		3										Unlocked		🔓

		F&F Satisfaction		Extremely Likely		M		Pt_Experience_1				10/1/21		9/1/21		1		10		20		6		2		6		6										2		6										Filtered		

		F&F Satisfaction		Likely		M		Pt_Experience_1				10/1/21		9/1/21		1		3		6		6		1		6		6										1		6										FFFiltered		

		F&F Satisfaction		Neither Likely nor Unlikely		M		Pt_Experience_1				10/1/21		9/1/21		1		1		2		6		1		2		6										1		6										Month		August

		F&F Satisfaction		Unlikely		M		Pt_Experience_1				10/1/21		9/1/21		1		1		0		5		0		0		3										0		3										Year		2021

		F&F Satisfaction		Extremely Unlikely		M		Pt_Experience_1				10/1/21		9/1/21		1		1		1		3		0		0		3										0		3

		F&F Satisfaction		Satisfaction		M		Pt_Experience_1				10/1/21		9/1/21		1		0.8125		0.8793103448		6		0.8125		0.8214285714		6		85%		90%		1		1		0.8125		6		1

		Workforce		Regular		M		782_Staff_Count_1				9/1/21		8/1/21		1		310		314		6		307		310		6										307		6

		Workforce		Casual		M		782_Staff_Count_1				9/1/21		8/1/21		1		30		29		5		32		30		5										32		5

		Workforce		COVID-19		M		782_Staff_Count_1				9/1/21		8/1/21		1		3		3		3		1		3		6										1		6

		Workforce		Total		M		782_Staff_Count_1				9/1/21		8/1/21		1		343		346		6		340		343		6										340		6

		Headcount		IUC		M		782_Staff_Count_1				9/1/21		8/1/21		1		174		175		6		172		174		6										172		6												10/28/21

		Headcount		BMC		M		782_Staff_Count_1				9/1/21		8/1/21		1		37		38		6		36		37		6										36		6

		Headcount		BMC WIC		M		782_Staff_Count_1				9/1/21		8/1/21		1		11		11		3		11		11		3										11		3

		Headcount		HHS		M		782_Staff_Count_1				9/1/21		8/1/21		1		15		15		3		15		15		3										15		3

		Headcount		CKMP		M		782_Staff_Count_1				9/1/21		8/1/21		1		63		64		6		65		63		5										65		5

		Headcount		Osprey		M		782_Staff_Count_1				9/1/21		8/1/21		1		40		40		3		40		40		3										40		3

		Headcount		COVID-19		M		782_Staff_Count_1				9/1/21		8/1/21		1		3		3		3		1		3		6										1		6

		Absence		Sickness (Non Covid)		M		92_Sick_Leave_1				9/1/21		8/1/21		1		783.75		834		6		1170		783.75		5										1170		5

		Absence		Sickness (Covid)		M		92_Sick_Leave_1				9/1/21		8/1/21		1		306		495		6		115.25		306		6										115.25		6

		Absence		Maternity & Paternity & Adoption		M		92_Sick_Leave_1				9/1/21		8/1/21		1		524		544		6		420.5		524		6										420.5		6

		Absence		Special leave		M		92_Sick_Leave_1				9/1/21		8/1/21		1		50.5		32.5		5		23.5		50.5		6										23.5		6

		Absence		Phased return		M		92_Sick_Leave_1				9/1/21		8/1/21		1		13		0		5		26.75		13		5										26.75		5

		Absence		Other		M		92_Sick_Leave_1				9/1/21		8/1/21		1		131.75		50		5		36.5		131.75		6										36.5		6

		Absence		Total		M		92_Sick_Leave_1				9/1/21		8/1/21		1		1809		1955.5		6		1792.5		1809		6										1792.5		6

		Absence		Hours		M		606_Hours_1				9/1/21		8/1/21		1		24802.07		26308.32		6		25725.32		24802.07		5										25725.32		5

		Absence		Sickness Lost (%)		M		92_Sick_Leave_1				9/1/21		8/1/21		1		0.0396858134		0.0456276606		6		0.0466298054		0.0396858134		5		4%		3%		2		1		0.0466298054		5		1

		PDRs		Overall		M		580_PDRs_1				9/1/21		8/1/21		1		0.8961937716		0.8904109589		5		0.8062283737		0.8961937716		6		50%		90%		3		2		0.8062283737		6		2

		PDRs		ANP		M		580_PDRs_1				9/1/21		8/1/21		1		0.6923076923		0.7368421053		6		0.641025641		0.6923076923		6		50%		90%		2		2		0.641025641		6		2

		PDRs		ECP		M		580_PDRs_1				9/1/21		8/1/21		1		0.8333333333		0.6666666667		5		0.6666666667		0.8333333333		6		50%		90%		2		2		0.6666666667		6		2

		PDRs		GP & Pharm		M		580_PDRs_1				9/1/21		8/1/21		1		0.8461538462		0.8333333333		5		0.8461538462		0.8461538462		3		50%		90%		2		2		0.8461538462		3		2

		Training		Statutory		M		576_Training_1				9/1/21		8/1/21		1		0.8527472527		0.8560057887		6		0.8215339233		0.8527472527		6		80%		90%		2		2		0.8215339233		6		2

		Training		Mandatory		M		576_Training_1				9/1/21		8/1/21		1		0.8158748893		0.8235633843		3		0.8043220841		0.8158748893		6		80%		90%		2		2		0.8043220841		6		2

		Training		Total		M		576_Training_1				9/1/21		8/1/21		1		0.8264619268		0.8328173375		3		0.809252218		0.8264619268		6		80%		90%		2		2		0.809252218		6		2

		Courses		BLS		M		576_Training_1				9/1/21		8/1/21		1		0.7580645161		0.853968254		6		0.711038961		0.7580645161		6		80%		90%		1		1		0.711038961		6		1

		Courses		Conflict Man		M		576_Training_1				9/1/21		8/1/21		1		0.8433333333		0.8618421053		6		0.8127090301		0.8433333333		6		80%		90%		2		2		0.8127090301		6		2

		Courses		IG		M		576_Training_1				9/1/21		8/1/21		1		0.8434268833		0.8411078717		3		0.7976190476		0.8434268833		6		80%		90%		2		2		0.7976190476		6		2

		Courses		E&D		M		576_Training_1				9/1/21		8/1/21		1		0.8676470588		0.8724637681		3		0.8672566372		0.8676470588		3		80%		90%		2		2		0.8672566372		3		2

		Courses		FGM		M		576_Training_1				9/1/21		8/1/21		1		0.8085106383		0.7902097902		5		0.7872340426		0.8085106383		6		80%		90%		2		1		0.7872340426		6		1

		Courses		FIRE		M		576_Training_1				9/1/21		8/1/21		1		0.8688046647		0.8731988473		3		0.8504398827		0.8688046647		6		80%		90%		2		2		0.8504398827		6		2

		Courses		H&S		M		576_Training_1				9/1/21		8/1/21		1		0.8550724638		0.8681948424		6		0.8396501458		0.8550724638		6		80%		90%		2		2		0.8396501458		6		2

		Courses		IPC		M		576_Training_1				9/1/21		8/1/21		1		0.8493975904		0.8516320475		3		0.8292682927		0.8493975904		6		80%		90%		2		2		0.8292682927		6		2

		Courses		Manual handling		M		576_Training_1				9/1/21		8/1/21		1		0.864118896		0.8619246862		3		0.8379530917		0.864118896		6		80%		90%		2		2		0.8379530917		6		2

		Courses		Prevent		M		576_Training_1				9/1/21		8/1/21		1		0.8549848943		0.8562874251		6		0.8475609756		0.8549848943		3		80%		90%		2		2		0.8475609756		3		2

		Courses		SVA		M		576_Training_1				9/1/21		8/1/21		1		0.7366863905		0.7346938776		5		0.7478005865		0.7366863905		5		80%		90%		1		1		0.7478005865		5		1

		Courses		SVC		M		576_Training_1				9/1/21		8/1/21		1		0.7668711656		0.7545454545		5		0.754601227		0.7668711656		6		80%		90%		1		1		0.754601227		6		1

		Courses		Cust Service		M		576_Training_1				9/1/21		8/1/21		1		0.7898089172		0.786163522		3		0.8193548387		0.7898089172		5		80%		90%		1		2		0.8193548387		5		2

		Courses		SSC		M		576_Training_1				9/1/21		8/1/21		1		0.5757575758		0.6721311475		6		0.5555555556		0.5757575758		6		80%		90%		1		1		0.5555555556		6		1

		Rota Fill		IUC		M		86_Resourcing_1				9/1/21		8/1/21		1		0.8141828115		0.8400163001		6		0.7917500889		0.8141828115		6		70%		90%		2		2		0.7917500889		6		2

		Rota Fill		BMC		M		86_Resourcing_1				9/1/21		8/1/21		1		0.7103782255		0.7814533742		6		0.7330241256		0.7103782255		5		70%		90%		2		2		0.7330241256		5		2

		Rota Fill		BMC WIC		M		86_Resourcing_1				9/1/21		8/1/21		1		0.5680918304		0.7244968772		6		0.639802921		0.5680918304		5		70%		90%		1		1		0.639802921		5		1

		Rota Fill		HHS		M		86_Resourcing_1				9/1/21		8/1/21		1		0.6707490743		0.5838425995		5		0.6683914843		0.6707490743		6		70%		90%		1		1		0.6683914843		6		1

		Rota Fill		CKMP		M		86_Resourcing_1				9/1/21		8/1/21		1		0.6744136848		0.7567735625		6		0.7325354513		0.6744136848		5		70%		90%		1		2		0.7325354513		5		2

		Rota Fill		Osprey		M		86_Resourcing_1				9/1/21		8/1/21		1		0.9973352579		0.9988350646		6		0.9999942639		0.9973352579		5		70%		90%		3		3		0.9999942639		5		3

		Rota Fill		COVID-19		M		86_Resourcing_1				9/1/21		8/1/21		1		0.5272636318		0.519379845		5		0.4720439963		0.5272636318		6		70%		90%		1		1		0.4720439963		6		1

		Rota Fill		Total		M		86_Resourcing_1				9/1/21		8/1/21		1		0.7696652772		0.8130591426		6		0.7841212409		0.7696652772		5		70%		90%		2		2		0.7841212409		5		2

		WTE Vacancies		IUC		M		Resourcing_1		WTE Vacancies		9/1/21		8/1/21		1		63.8552		44.1152		5		73.9002		63.8552		5										73.9002		5

		WTE Vacancies		BMC		M		Resourcing_1		WTE Vacancies		9/1/21		8/1/21		1		7.2983333333		7.0583333333		5		7.4216666667		7.2983333333		5										7.4216666667		5

		WTE Vacancies		BMC WIC		M		Resourcing_1		WTE Vacancies		9/1/21		8/1/21		1		11.7133333333		11.7133333333		3		11.7133333333		11.7133333333		3										11.7133333333		3

		WTE Vacancies		HHS		M		Resourcing_1		WTE Vacancies		9/1/21		8/1/21		1		2.27		2.0566666667		5		2.71		2.27		5										2.71		5

		WTE Vacancies		CKMP		M		Resourcing_1		WTE Vacancies		9/1/21		8/1/21		1		14.8468		13.0734666667		5		14.2668		14.8468		6										14.2668		6

		WTE Vacancies		Osprey		M		Resourcing_1		WTE Vacancies		9/1/21		8/1/21		1		5.9716666667		5.9716666667		3		6.0683333333		5.9716666667		5										6.0683333333		5

		WTE Vacancies		COVID-19		M		Resourcing_1		WTE Vacancies		9/1/21		8/1/21		1		0.7466666667		0.7466666667		3		0.7466666667		0.7466666667		3										0.7466666667		3

		WTE Vacancies		Total		M		Resourcing_1		WTE Vacancies		9/1/21		8/1/21		1		106.702		84.7353333333		5		116.827		106.702		5		80		60		1		1		116.827		5		1

		Income		Urgent Care		M		Finance_1				8/1/21		7/1/21		1		1293610.4		1293601.93		5		1293610.4		1293601.93		5										1293.6104		5

		Income		Practice Services		M		Finance_1				8/1/21		7/1/21		1		457126.276666667		557137.666666667		6		457126.276666667		557137.666666667		6										457.1262766667		6

		Income		Osprey Court		M		Finance_1				8/1/21		7/1/21		1		0		0		3		0		0		3										0		3

		Expenditure		Urgent Care		M		Finance_1				8/1/21		7/1/21		1		1150896.08		1209577.603		6		1150896.08		1209577.603		6										1150.89608		6

		Expenditure		Practice Services		M		Finance_1				8/1/21		7/1/21		1		388288.869266667		521044.996266667		6		388288.869266667		521044.996266667		6										388.2888692667		6

		Expenditure		Osprey Court		M		Finance_1				8/1/21		7/1/21		1		109880.86		120139.54		6		109880.86		120139.54		6										109.88086		6

		Finance		Urgent Care		M		Finance_1				8/1/21		7/1/21		1		142714.32		84024.327		5		142714.32		84024.327		5										142714.32		5

		Finance		Practice Services		M		Finance_1				8/1/21		7/1/21		1		68837.4073999999		36092.6704		5		68837.4073999999		36092.6704		5										68837.4073999999		5

		Finance		Osprey Court		M		Finance_1				8/1/21		7/1/21		1		-109880.86		-120139.54		5		-109880.86		-120139.54		5										-109880.86		5

		Finance		BrisDoc		M		Finance_1				8/1/21		7/1/21		1		101670.8674		-22.5425999999		5		101670.8674		-22.5425999999		5		0				3		3		101670.8674		5		3

		Payroll		Errors		M		Compliance_2				9/1/21		8/1/21		1		66		38		5		43		66		6										43		6

		Payroll		Rate		M		Compliance_2				9/1/21		8/1/21		1		0.2		0.11		5		0.13		0.2		6		15%		10%		1		2		0.13		6		2

		Policy		Red		M		Compliance_1				9/1/21		8/1/21		1		0.21		0.19		5		0.12		0.21		6										0.12		6

		Policy		Amber		M		Compliance_1				9/1/21		8/1/21		1		0.15		0.15		3		0.15		0.15		3										0.15		3

		Policy		Green		M		Compliance_1				9/1/21		8/1/21		1		0.64		0.66		6		0.72		0.64		5										0.72		5

		Policy		Average		M		Compliance_1				9/1/21		8/1/21		1		0.3333333333		0.3333333333		3		0.33		0.3333333333		6		80%		95%		1		1		0.33		6		1

		Environmental		Tons of recycled fibre produced		M		ISO14001_3				9/1/21		8/1/21		1		1		1		3		0.9		1		6										0.9		6

		Environmental		Trees saved		M		ISO14001_3				9/1/21		8/1/21		1		17		18.44		6		14		17		6		6		8		3		3		14		6		3

		Environmental		Cubic meters landfill saved		M		ISO14001_3				9/1/21		8/1/21		1		1.3		1.4		6		2.5		1.3		5										2.5		5

		Environmental		Litres of water saved		M		ISO14001_3				9/1/21		8/1/21		1		681.5		740.8		6		561.2		681.5		6										561.2		6

		Environmental		Litres of petrol saved		M		ISO14001_3				9/1/21		8/1/21		1		189		205.5		6		155.6		189		6										155.6		6

		Environmental		Kilos of air pollutants saved		M		ISO14001_3				9/1/21		8/1/21		1		13.6		14.8		6		11.2		13.6		6										11.2		6

		Environmental		Kilowatts of electricity saved		M		ISO14001_3				9/1/21		8/1/21		1		5200.5		5653.2		6		4282.8		5200.5		6										4282.8		6

		Environmental		Tonnes of carbon equivalent		M		ISO14001_3				9/1/21		8/1/21		1		11.2		12.2		6		9.2		11.2		6										9.2		6

		Performance		Urgent PCC		M		IUC_Performance_1				9/1/21		8/1/21		1		0.9450549451		0.9162995595		5		0.9547169811		0.9450549451		5		90%		95%		2		3		0.9547169811		5		3

		Performance		Urgent Home Visit		M		IUC_Performance_1				9/1/21		8/1/21		1		0.8409090909		0.8863636364		6		0.9189189189		0.8409090909		5		90%		95%		1		2		0.9189189189		5		2

		Performance		Urgent Advice		M		IUC_Performance_1				9/1/21		8/1/21		1		0.6368864243		0.5404861434		5		0.57		0.6368864243		6		90%		95%		1		1		0.57		6		1

		Performance		Routine PCC		M		IUC_Performance_1				9/1/21		8/1/21		1		1		1		3		0.9938398357		1		6		90%		95%		3		3		0.9938398357		6		3

		Performance		Routine Home Visit		M		IUC_Performance_1				9/1/21		8/1/21		1		1		0.984		5		0.9503546099		1		6		90%		95%		3		3		0.9503546099		6		3

		Performance		Routine Advice		M		IUC_Performance_1				9/1/21		8/1/21		1		0.6704260652		0.663644889		5		0.5918644068		0.6704260652		6		90%		95%		1		1		0.5918644068		6		1

		Performance		POTS		M		IUC_Performance_1				9/1/21		8/1/21		1		0.64576		0.7665670899		6		0.7984675969		0.64576		5		70%		75%		1		3		0.7984675969		5		3

		Performance		Average		M		IUC_Performance_1				9/1/21		8/1/21		1		0.8488794209		0.831799038		5		0.8299491254		0.8488794209		6		90%		95%		1		1		0.8299491254		6		1

		Demand		Forecast		M		IUC_Performance_2				9/1/21		8/1/21		1		10050		10285		6		9025		10050		6										9025		6

		Demand		Actual		M		IUC_Performance_2				9/1/21		8/1/21		1		10069		10467		6		8947		10069		6										8947		6

		Demand		Variance		M		IUC_Performance_2				9/1/21		8/1/21		1		1.0018905473		1.0176956733		6		0.9913573407		1.0018905473		6										0.9913573407		6

		Demand		Variance Total		M		IUC_Performance_2				9/1/21		8/1/21		1		0.0018905473		0.0176956733		6		0.0086426593		0.0018905473		5		15%		10%		3		3		0.0086426593		5		3

		Wellbeing		Low		M		WBS_1				9/1/21		8/1/21		1		0		0		3		0		0		3										0		3

		Wellbeing		Average		M		WBS_1				9/1/21		8/1/21		1		0		0		3		0		0		3										0		3

		Wellbeing		High		M		WBS_1				9/1/21		8/1/21		1		0		0		3		0		0		3										0		3

		Wellbeing		Total		M		WBS_1				9/1/21		8/1/21		1		0		0		3		0		0		3										0		3

		Wellbeing		Average 'score' overall		M		WBS_2				ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		2100%		2500%		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A

		Incidents		UC Total		M		Incidents_1		Urgent Care		9/1/21		8/1/21		1		63		49		5		38		63		6		55		72		2		1		38		6

		Incidents		PS Total		M		Incidents_1		Practice Services		9/1/21		8/1/21		1		6		4		5		4		6		6		55		72		1		1		4		6

		Incidents		Corporate		M		Incidents_1		Corporate		9/1/21		8/1/21		1		0		0		3		0		0		3		55		72		1		1		0		3

		Incidents		Total		M		Incidents_1		Total		9/1/21		8/1/21		1		69		53		5		42		69		6		55		72		2		1		42		6		1

		Risks		Corporate		Q		Risk_Mgmt_1		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		5		4		5										5		5

		Risks		Business		Q		Risk_Mgmt_1		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		1		1		3										1		3

		Risks		Urgent Care		Q		Risk_Mgmt_1		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		2		1		5										2		5

		Risks		Practice Services		Q		Risk_Mgmt_1		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Risks		Total		Q		Risk_Mgmt_1		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		8		6		5										8		5

		Risks		Corporate		Q		Risk_Mgmt_1		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		3		7		6										3		6

		Risks		Business		Q		Risk_Mgmt_1		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		1		1		3										1		3

		Risks		Urgent Care		Q		Risk_Mgmt_1		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		3		3		3										3		3

		Risks		Practice Services		Q		Risk_Mgmt_1		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		6		4		5										6		5

		Risks		Total		Q		Risk_Mgmt_1		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		13		15		6										13		6

		Risks		Corporate		Q		Risk_Mgmt_1		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		2		2		3										2		3

		Risks		Business		Q		Risk_Mgmt_1		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Risks		Urgent Care		Q		Risk_Mgmt_1		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		3		4		6										3		6

		Risks		Practice Services		Q		Risk_Mgmt_1		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		1		1		3										1		3

		Risks		Total		Q		Risk_Mgmt_1		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		6		7		6										6		6

		Risks		Corporate		Q		Risk_Mgmt_1		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Risks		Business		Q		Risk_Mgmt_1		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Risks		Urgent Care		Q		Risk_Mgmt_1		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		1		1		3										1		3

		Risks		Practice Services		Q		Risk_Mgmt_1		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		2		1		5										2		5

		Risks		Total		Q		Risk_Mgmt_1		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		3		2		5										3		5

		Risks		Q Total		Q		Risk_Mgmt_1				4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		30		30		3		30		20		ERROR:#N/A		2		30		3		2

		Issues		Corporate		Q		Risk_Mgmt_2		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Issues		Business		Q		Risk_Mgmt_2		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		2		2		3										2		3

		Issues		Urgent Care		Q		Risk_Mgmt_2		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		2		1		5										2		5

		Issues		Practice Services		Q		Risk_Mgmt_2		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Issues		Total		Q		Risk_Mgmt_2		1		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		4		3		5										4		5

		Issues		Corporate		Q		Risk_Mgmt_2		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		4		5		6										4		6

		Issues		Business		Q		Risk_Mgmt_2		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Issues		Urgent Care		Q		Risk_Mgmt_2		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		6		7		6										6		6

		Issues		Practice Services		Q		Risk_Mgmt_2		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		3		3		3										3		3

		Issues		Total		Q		Risk_Mgmt_2		2		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		13		15		6										13		6

		Issues		Corporate		Q		Risk_Mgmt_2		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		3		2		5										3		5

		Issues		Business		Q		Risk_Mgmt_2		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Issues		Urgent Care		Q		Risk_Mgmt_2		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		3		3		3										3		3

		Issues		Practice Services		Q		Risk_Mgmt_2		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		6		4		5										6		5

		Issues		Total		Q		Risk_Mgmt_2		3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		12		9		5										12		5

		Issues		Corporate		Q		Risk_Mgmt_2		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Issues		Business		Q		Risk_Mgmt_2		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Issues		Urgent Care		Q		Risk_Mgmt_2		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		1		2		6										1		6

		Issues		Practice Services		Q		Risk_Mgmt_2		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		1		2		6										1		6

		Issues		Total		Q		Risk_Mgmt_2		4		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		2		4		6										2		6

		Issues		Q Total		Q		Risk_Mgmt_2				4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		31		31		3		30		20		ERROR:#N/A		1		31		3		1

		Notifications		RIDDOR		Q		Risk_Mgmt_8		Risk Management		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Notifications		CQC		Q		Risk_Mgmt_8		Risk Management		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		1		1		3										1		3

		Notifications		Insurance		Q		Risk_Mgmt_8		Risk Management		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		3		5		6										3		6

		Notifications		Total		Q		Risk_Mgmt_8				4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		4		6		6		1		0		ERROR:#N/A		1		4		6		1

		Accidents		UC Total		Q		Risk_Mgmt_8		Risk_Mgmt_3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Accidents		PS Total		Q		Risk_Mgmt_8		Risk_Mgmt_3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Accidents		Osprey Court		Q		Risk_Mgmt_8		Risk_Mgmt_3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3										0		3

		Accidents		Total		Q		Risk_Mgmt_8		Risk_Mgmt_3		4/1/21		1/1/21		0		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		0		0		3		2		0		ERROR:#N/A		3		0		3		3

		Staff Wellbeing		Respondants		DQ		WBS_1				9/1/21		6/1/21		1		98		ERROR:#N/A		ERROR:#N/A		155		98		5										155		5

		Staff Wellbeing		Avg. Warwick Score		DQ		WBS_1				9/1/21		6/1/21		1		26.3367346939		ERROR:#N/A		ERROR:#N/A		25.8193548387		26.3367346939		6		21		25		3		3		25.8193548387		6		3

		Staff Wellbeing		High		DQ		WBS_1				9/1/21		6/1/21		1		0.2142857143		ERROR:#N/A		ERROR:#N/A		0.1548387097		0.2142857143		6										0.1548387097		6

		Staff Wellbeing		Moderate		DQ		WBS_1				9/1/21		6/1/21		1		0.6020408163		ERROR:#N/A		ERROR:#N/A		0.6129032258		0.6020408163		5										0.6129032258		5

		Staff Wellbeing		Low		DQ		WBS_1				9/1/21		6/1/21		1		0.1836734694		ERROR:#N/A		ERROR:#N/A		0.2322580645		0.1836734694		5										0.2322580645		5





DB Calcs

		Feedback																														Defaults		Date		Date-1		Qdate		Qdate-1		LOB		Group		Division						PDR		Group		Aug		Jul		Rank				PDR		Group		Sep		Aug		Rank						LOB		Group		Division

		Selected		Compliments_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21						Aug-21		Jul-21		Jul-21		Apr-21		*		*		*						IUC		Operational		0.9514563107		0.9230769231		5				IUC		Operational		0.8269230769		0.9514563107		5				Defaults		*		*		*

		Latest				Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21										Jun-21		ERROR:#N/A												IUC		Clinical		0.7413793103		0.75		9				IUC		Clinical		0.6896551724		0.7413793103		9

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug																								BMC		Operational		1		1		4				BMC		Operational		1		1		3

		ShortL				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug						Courses - selected month		IUC		BMC		BMC WIC		Osprey		CKMP		HHS						BMC		Clinical		0.9		0.9090909091		8				BMC		Clinical		0.7272727273		0.9		8

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						BLS		0.7398843931		0.8285714286		0.4545454545		0.5454545455		0.8833333333		0.6						BMC WIC		Clinical		0.5454545455		0.5454545455		10				BMC WIC		Clinical		0.4545454545		0.5454545455		10				Scene		Source		YearS		YearS-1		MonthS		MonS-1		YearL		YearL-1		MonthL		MonthL-1		DateS		DateL		DateVal

		InitL				S		O		N		D		J		F		M		A		M		J		J		A						Conflict Man		0.8908045977		0.8125		0.8181818182		0.8181818182		0.8039215686		0.7333333333						HHS		Operational		1		1		3				HHS		Operational		1		1		2				PDRs		580_PDRs_1		2021-22		2021-22		Aug		Jul		2021-22		2021-22		Sep		Aug		9/1/22		9/1/21		0

		Compliments (S)		Compliments_1		2		6		4		5		7		5		6		6		5		1		7		2						IG		0.8658892128		0.7361111111		0.5454545455		0.8461538462		0.8898305085		0.8666666667						HHS		Clinical		1		1		2				HHS		Clinical		0.75		1		7

		Compliments (L)		Compliments_1		2		6		4		5		7		5		6		6		5		1		7		2						E&D		0.9310344828		0.7428571429		0.9090909091		0.8918918919		0.8666666667		0.6875						CKMP		Operational		0.9130434783		0.9583333333		7				CKMP		Operational		0.7826086957		0.9130434783		6

		Complaints (S)		Complaints_1		7		6		3		3		0		6		11		5		3		6		5		5						FGM		0.8358208955		0.8333333333		0.6363636364		1		0.8333333333		0.6666666667						CKMP		Clinical		0.935483871		0.90625		6				CKMP		Clinical		0.8666666667		0.935483871		4

		Complaints (L)		Complaints_1		7		6		3		3		0		6		11		5		3		6		5		5						FIRE		0.8977272727		0.8055555556		0.8181818182		0.8461538462		0.9152542373		0.8666666667						Osprey		*		1		1		1				Osprey		*		1		1		1

		Month (F)				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug						H&S		0.8983050847		0.8333333333		0.9090909091		0.825		0.8474576271		0.8

		Compliments (F)		Compliments		2		6		4		5		7		5		6		6		5		1		7		2						IPC		0.8764044944		0.75		0.9090909091		0.84		0.9016393443		0.8						Selected Month Ranked																		Latest Month Ranked

		Complaints (F)		Complaints		7		6		3		3		0		6		11		5		3		6		5		5						Manual handling		0.8640350877		0.9		0.7272727273		0.9285714286		0.9263157895		0.7777777778						Osprey 		1		1		3		50%		90%		3		1				Osprey 		1		1		3		50%		90%		3		1

																																		Prevent		0.8757062147		0.8		0.9090909091		0.8684210526		0.9375		0.7333333333						HHS Cl		1		1		3		50%		90%		3		2				HHS Cl		1		1		3		50%		90%		3		2

																																		SVA		0.7919075145		0.7105263158		0.6		0.8055555556		0.6666666667		0.6428571429						HHS Op		1		1		3		50%		90%		3		3				HHS Op		1		1		3		50%		90%		3		3

		Workforce																																SVC		0.7988505747		0.7647058824		0.3		0.8333333333		0.7966101695		0.6666666667						BMC Op		1		1		3		50%		90%		3		4				BMC Op		0.8666666667		0.935483871		6		50%		90%		2		4

		Selected		782_Staff_Count_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21						Cust Service		0.9074074074		0.4705882353		ERROR:#DIV/0!		0.8		0.6666666667		0						IUC Op		0.9514563107		0.9230769231		5		50%		90%		3		5				IUC Op		0.8269230769		0.9514563107		6		50%		90%		2		5

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21						SSC		0.5517241379		ERROR:#DIV/0!		0		1		1		ERROR:#DIV/0!						CKMP Cl		0.935483871		0.90625		5		50%		90%		3		6				CKMP Cl		0.7826086957		0.9130434783		6		50%		90%		2		6

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug																								CKMP Op		0.9130434783		0.9583333333		6		50%		90%		3		7				CKMP Op		0.75		1		6		50%		90%		2		7

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						Courses - latest month		IUC		BMC		BMC WIC		Osprey		CKMP		HHS						BMC Cl		0.9		0.9090909091		6		50%		90%		3		8				BMC Cl		0.7272727273		0.9		6		50%		90%		2		8

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						BLS		0.6976744186		0.7058823529		0.5454545455		0.5454545455		0.8305084746		0.5625						IUC Cl		0.7413793103		0.75		6		50%		90%		2		9				IUC Cl		0.6896551724		0.7413793103		6		50%		90%		2		9

		InitL				O		N		D		J		F		M		A		M		J		J		A		S						Conflict Man		0.8514285714		0.8387096774		0.8181818182		0.9090909091		0.7254901961		0.6875						BMC WIC Cl		0.5454545455		0.5454545455		3		50%		90%		2		10				BMC WIC Cl		0.4545454545		0.5454545455		6		50%		90%		1		10

		Workforce (S)		782_Staff_Count_1		375		375		374		376		372		366		368		357		353		351		346		343						IG		0.8163265306		0.7536231884		0.6363636364		0.8333333333		0.7844827586		0.75

		Workforce (L)		782_Staff_Count_1		375		374		376		372		366		368		357		353		351		346		343		340						E&D		0.9085714286		0.7941176471		0.9090909091		0.8918918919		0.8644067797		0.7058823529						Front Ranked

		Month (F)				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						FGM		0.8208955224		0.8333333333		0.6363636364		1		0.8		0.6153846154						Osprey 		1		3		3		1

		Workforce (F)		Workforce		375		374		376		372		366		368		357		353		351		346		343		340						FIRE		0.8587570621		0.8529411765		0.7272727273		0.8461538462		0.9137931034		0.8125						HHS Cl		1		3		3		2

																																		H&S		0.8820224719		0.8823529412		0.9090909091		0.825		0.775862069		0.6875						HHS Op		1		3		3		3

																																		IPC		0.8579545455		0.7714285714		0.9090909091		0.84		0.8166666667		0.75						BMC Op		0.8666666667		6		2		4

		Absence - Overall																																Manual handling		0.8421052632		0.8979591837		0.6363636364		0.880952381		0.8924731183		0.724137931						IUC Op		0.8269230769		6		2		5

		Selected		92_Sick_Leave_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21						Prevent		0.8579545455		0.8529411765		0.9090909091		0.8918918919		0.9166666667		0.5625						CKMP Cl		0.7826086957		6		2		6

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21						SVA		0.75		0.7105263158		0.5		0.8333333333		0.8166666667		0.6666666667						CKMP Op		0.75		6		2		7

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug						SVC		0.7556818182		0.8484848485		0.3		0.8055555556		0.8103448276		0.4285714286						BMC Cl		0.7272727273		6		2		8

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						Cust Service		0.9174311927		0.625		ERROR:#DIV/0!		0.8		0.5333333333		1						IUC Cl		0.6896551724		6		2		9

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						SSC		0.53125		ERROR:#DIV/0!		0		1		1		ERROR:#DIV/0!						BMC WIC Cl		0.4545454545		6		1		10

		InitL				O		N		D		J		F		M		A		M		J		J		A		S

		Absence (S)		92_Sick_Leave_1		0.024443432		0.0294995944		0.0352199512		0.033965663		0.0375023652		0.0381120474		0.0228371145		0.0196983302		0.0248312038		0.0357708104		0.0456276606		0.0396858134						Courses - front page		IUC		BMC		BMC WIC		Osprey		CKMP		HHS						Recommends

		Absence (L)		92_Sick_Leave_1		0.0294995944		0.0352199512		0.033965663		0.0375023652		0.0381120474		0.0228371145		0.0196983302		0.0248312038		0.0357708104		0.0456276606		0.0396858134		0.0466298054						BLS		0.6976744186		0.7058823529		0.5454545455		0.5454545455		0.8305084746		0.5625						Source

		Month (F)				O		N		D		J		F		M		A		M		J		J		A		S						Conflict Man		0.8514285714		0.8387096774		0.8181818182		0.9090909091		0.7254901961		0.6875						Latest

		Absence (F)		Absence		0.0294995944		0.0352199512		0.033965663		0.0375023652		0.0381120474		0.0228371145		0.0196983302		0.0248312038		0.0357708104		0.0456276606		0.0396858134		0.0466298054						IG		0.8163265306		0.7536231884		0.6363636364		0.8333333333		0.7844827586		0.75						Extremely Likely

		T1		T1		0.03		0.03		0.03		0.03		0.03		0.03		0.03		0.03		0.03		0.03		0.03		0.03						E&D		0.9085714286		0.7941176471		0.9090909091		0.8918918919		0.8644067797		0.7058823529						Likely

		T2		T2		0.01		0.01		0.01		0.01		0.01		0.01		0.01		0.01		0.01		0.01		0.01		0.01						FGM		0.8208955224		0.8333333333		0.6363636364		1		0.8		0.6153846154						Neither Likely nor Unlikely

		T3		T3		0.0466298054		0.0466298054		0.0466298054		0.0466298054		0.0466298054		0.0466298054		0.0466298054		0.0466298054		0.0466298054		0.0466298054		0.0466298054		0.0466298054						FIRE		0.8587570621		0.8529411765		0.7272727273		0.8461538462		0.9137931034		0.8125						Unlikely

																																		H&S		0.8820224719		0.8823529412		0.9090909091		0.825		0.775862069		0.6875						Extremely Unlikely

																																		IPC		0.8579545455		0.7714285714		0.9090909091		0.84		0.8166666667		0.75						Satisfaction

		Absence - Breakdown																																Manual handling		0.8421052632		0.8979591837		0.6363636364		0.880952381		0.8924731183		0.724137931

		Selected		92_Sick_Leave_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21						Prevent		0.8579545455		0.8529411765		0.9090909091		0.8918918919		0.9166666667		0.5625

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21						SVA		0.75		0.7105263158		0.5		0.8333333333		0.8166666667		0.6666666667

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug						SVC		0.7556818182		0.8484848485		0.3		0.8055555556		0.8103448276		0.4285714286

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						Cust Service		0.9174311927		0.625		ERROR:#DIV/0!		0.8		0.5333333333		1

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						SSC		0.53125		ERROR:#DIV/0!		0		1		1		ERROR:#DIV/0!

		InitL				O		N		D		J		F		M		A		M		J		J		A		S

		Sickness (Non Covid) (S)		Sickness (Non Covid)		616.25		811.8333333333		946.0833333333		922		1025.0833333333		711.5		650.75		541.5		697.75		998.5		834		783.75

		Sickness (Covid) (S)		Sickness (Covid)		0		58		56		75.5		79.5		302.75		27.5		24.5		38.5		10		495		306						Risks - Selected		Source		Risk_Mgmt_1

		Maternity & Paternity & Adoption (S)		Maternity & Paternity & Adoption		569.5		639.25		592.5		491		313.5		313		282		265		240		340.5		544		524								1		2		3		4

		Special leave (S)		Special leave		25		15		45.25		102.08		32		44.75		40		11.5		9.5		153.25		32.5		50.5						Total		9		16		6		2

		Phased return (S)		Phased return		0		0		15.75		89.75		131.5		5.25		0		0		0		0		0		13

		Other (S)		Other		0		46.25		50.77		88.17		12.22		7.5		17.75		0		43.5		65.5		50		131.75						Risks - Latest		Source		Risk_Mgmt_1

		Sickness (Non Covid) (L)		Sickness (Non Covid)		811.8333333333		946.0833333333		922		1025.0833333333		711.5		650.75		541.5		697.75		998.5		834		783.75		1170						Apr-21		1		2		3		4

		Sickness (Covid) (L)		Sickness (Covid)		58		56		75.5		79.5		302.75		27.5		24.5		38.5		10		495		306		115.25						Total		8		13		6		3

		Maternity & Paternity & Adoption (L)		Maternity & Paternity & Adoption		639.25		592.5		491		313.5		313		282		265		240		340.5		544		524		420.5

		Special leave (L)		Special leave		15		45.25		102.08		32		44.75		40		11.5		9.5		153.25		32.5		50.5		23.5						Risks - Front		1		2		3		4

		Phased return (L)		Phased return		0		15.75		89.75		131.5		5.25		0		0		0		0		0		13		26.75								8		13		6		3

		Other (L)		Other		46.25		50.77		88.17		12.22		7.5		17.75		0		43.5		65.5		50		131.75		36.5

		Month (F)				O		N		D		J		F		M		A		M		J		J		A		S

		Sickness (Non Covid) (F)		Sickness (Non Covid)		811.8333333333		946.0833333333		922		1025.0833333333		711.5		650.75		541.5		697.75		998.5		834		783.75		1170						Issues - Selected		Source		Risk_Mgmt_2

		Sickness (Covid) (F)		Sickness (Covid)		58		56		75.5		79.5		302.75		27.5		24.5		38.5		10		495		306		115.25								1		2		3		4

		Maternity & Paternity & Adoption (F)		Maternity & Paternity & Adoption		639.25		592.5		491		313.5		313		282		265		240		340.5		544		524		420.5						Total		4		15		8		2

		Special leave (F)		Special leave		15		45.25		102.08		32		44.75		40		11.5		9.5		153.25		32.5		50.5		23.5

		Phased return (F)		Phased return		0		15.75		89.75		131.5		5.25		0		0		0		0		0		13		26.75						Issues - Latest		Source		Risk_Mgmt_2

		Other (F)		Other		46.25		50.77		88.17		12.22		7.5		17.75		0		43.5		65.5		50		131.75		36.5						Apr-21		1		2		3		4

																																		Total		4		13		12		2

		PDRs																																Issues - Front		1		2		3		4

		Selected		580_PDRs_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21								4		13		12		2

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						Risks - Selected		Source:		Risk_Mgmt_1

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						Oct-20		2020-21		Q3		30

		InitL				O		N		D		J		F		M		A		M		J		J		A		S						Jan-21		2020-21		Q4		30

		PDRs (S)		580_PDRs_1		0.6996587031		0.8553054662		0.8562300319		0.8006329114		0.7827476038		0.7896440129		0.8084415584		0.7857142857		0.8690095847		0.864516129		0.8904109589		0.8961937716						Apr-21		2021-2022		Q1		30

		PDRs (L)		580_PDRs_1		0.8553054662		0.8562300319		0.8006329114		0.7827476038		0.7896440129		0.8084415584		0.7857142857		0.8690095847		0.864516129		0.8904109589		0.8961937716		0.8062283737						Jul-21		2021-2022		Q2		33

		Month (F)				O		N		D		J		F		M		A		M		J		J		A		S

		PDRs (F)		PDRs		0.8553054662		0.8562300319		0.8006329114		0.7827476038		0.7896440129		0.8084415584		0.7857142857		0.8690095847		0.864516129		0.8904109589		0.8961937716		0.8062283737						Risks - Latest		Source:		Risk_Mgmt_1

		T1		T1		0.5		0.5		0.5		0.5		0.5		0.5		0.5		0.5		0.5		0.5		0.5		0.5						Jul-20		2020-21		Q2		27

		T2		T2		0.4		0.4		0.4		0.4		0.4		0.4		0.4		0.4		0.4		0.4		0.4		0.4						Oct-20		2020-21		Q3		30

		T3		T3		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1						Jan-21		2020-21		Q4		30

																																		Apr-21		2021-2022		Q1		30

		Training - Totals																																Risks - Front

		Selected		576_Training_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21								2020-21		Q2		27

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21								2020-21		Q3		30

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug								2020-21		Q4		30

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep								2021-2022		Q1		30

		InitS				S		O		N		D		J		F		M		A		M		J		J		A

		InitL				O		N		D		J		F		M		A		M		J		J		A		S

		Statutory (S)		Statutory		0.8610315186		0.8610315186		0.8901329601		0.8859342197		0.8894401134		0.8970170455		0.8900414938		0.8962804006		0.8955331412		0.8675733715		0.8560057887		0.8527472527						Issues - Selected		Source:		Risk_Mgmt_2

		Mandatory (S)		Mandatory		0.8676966292		0.8676966292		0.8768392371		0.7416191562		0.8046129374		0.8346875876		0.8068089705		0.8171428571		0.8227958237		0.817440225		0.8235633843		0.8158748893						Oct-20		2020-21		Q3		28

		Statutory (L)		Statutory		0.8610315186		0.8901329601		0.8859342197		0.8894401134		0.8970170455		0.8900414938		0.8962804006		0.8955331412		0.8675733715		0.8560057887		0.8527472527		0.8215339233						Jan-21		2020-21		Q4		31

		Mandatory (L)		Mandatory		0.8676966292		0.8768392371		0.7416191562		0.8046129374		0.8346875876		0.8068089705		0.8171428571		0.8227958237		0.817440225		0.8235633843		0.8158748893		0.8043220841						Apr-21		2021-2022		Q1		31

		Month (F)				O		N		D		J		F		M		A		M		J		J		A		S						Jul-21		2021-2022		Q2		29

		Statutory (F)		Statutory		0.8610315186		0.8901329601		0.8859342197		0.8894401134		0.8970170455		0.8900414938		0.8962804006		0.8955331412		0.8675733715		0.8560057887		0.8527472527		0.8215339233

		Mandatory (F)		Mandatory		0.8676966292		0.8768392371		0.7416191562		0.8046129374		0.8346875876		0.8068089705		0.8171428571		0.8227958237		0.817440225		0.8235633843		0.8158748893		0.8043220841						Issues - Latest		Source:		Risk_Mgmt_2

		T1		T1		0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8						Jul-20		2020-21		Q2		26

		T2		T2		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1						Oct-20		2020-21		Q3		28

		T3		T3		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1						Jan-21		2020-21		Q4		31

																																		Apr-21		2021-2022		Q1		31

		Incidents - UC																																Issues - Front

		Selected		Incidents_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21								2020-21		Q2		26

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21								2020-21		Q3		28

		S-1y				Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20								2020-21		Q4		31

		L-1y				Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20								2021-2022		Q1		31

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						Accidents - Selected		Source:		Risk_Mgmt_3

		InitL				O		N		D		J		F		M		A		M		J		J		A		S						Oct-20		2020-21		Q3		0

		Incidents - UC Current (S)		Urgent Care		64		138		211		267		322		391		432		513		579		636		685		748						Jan-21		2020-21		Q4		0

		Incidents - UC Prev (S)		Urgent Care		55		55		55		55		55		55		55		65		57		61		67		59						Apr-21		2021-2022		Q1		0

		Incremental UC Prev (S)		Urgent Care		57.8333333333		115.6666666667		173.5		231.3333333333		289.1666666667		347		404.8333333333		462.6666666667		520.5		578.3333333333		636.1666666667		694						Jul-21		2021-2022		Q2		0

		Incidents - UC Current (L)		Urgent Care		74		147		203		258		327		368		449		515		572		621		684		722

		Incidents - UC Prev (L)		Urgent Care		55		55		55		55		55		55		65		57		61		67		59		64						Accidents - Latest		Source:		Risk_Mgmt_3

		Incremental UC Prev (L)		Urgent Care		58.5833333333		117.1666666667		175.75		234.3333333333		292.9166666667		351.5		410.0833333333		468.6666666667		527.25		585.8333333333		644.4166666667		703						Oct-19		2019-20		Q3		0

		Month (F)				O		N		D		J		F		M		A		M		J		J		A		S						Jan-20		2019-20		Q4		0

		Incidents - UC Current (F)		Current Year		74		147		203		258		327		368		449		515		572		621		684		722						Apr-20		2020-21		Q1		1

		Incremental UC Prev (F)		Prev Year		58.5833333333		117.1666666667		175.75		234.3333333333		292.9166666667		351.5		410.0833333333		468.6666666667		527.25		585.8333333333		644.4166666667		703						Jul-20		2020-21		Q2		1

																																		Accidents - Front

		Incidents - PS																																		2019-20		Q3		0

		Selected		Incidents_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21								2019-20		Q4		0

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21								2020-21		Q1		1

		S-1y				Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20								2020-21		Q2		1

		L-1y				Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						Notifications - Selected		Source:		Risk_Mgmt_8

		InitS				S		O		N		D		J		F		M		A		M		J		J		A												RIDDOR		CQC		Insurance		Duty of Candour

		InitL				O		N		D		J		F		M		A		M		J		J		A		S						Oct-20		2020-21		Q3		0		0		2		2

		Incidents - PS Current (S)		Practice Services		6		12		16		21		26		31		37		42		51		58		62		68						Jan-21		2020-21		Q4		0		1		5		5

		Incidents - PS Prev (S)		Practice Services		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		3		2		4		8		0						Apr-21		2021-2022		Q1		0		1		3		0

		Incremental PS Prev (S)		Practice Services		3.8472222222		7.6944444444		11.5416666667		15.3888888889		19.2361111111		23.0833333333		26.9305555556		30.7777777778		34.625		38.4722222222		42.3194444444		46.1666666667						Jul-21		2021-2022		Q2		0		1		1		0

		Incidents - PS Current (L)		Practice Services		6		10		15		20		25		31		36		45		52		56		62		66

		Incidents - PS Prev (L)		Practice Services		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		3		2		4		8		0		6						Notifications - Latest		Source:		Risk_Mgmt_8

		Incremental PS Prev (L)		Practice Services		4		8		12		16		20		24		28		32		36		40		44		48												RIDDOR		CQC		Insurance		Duty of Candour

		Month (F)				O		N		D		J		F		M		A		M		J		J		A		S						Jul-20		2020-21		Q2		1		0		0		0

		Incidents - PS Current (F)		Current Year		6		10		15		20		25		31		36		45		52		56		62		66						Oct-20		2020-21		Q3		0		0		2		2

		Incremental PS Prev (F)		Prev. Year		4		8		12		16		20		24		28		32		36		40		44		48						Jan-21		2020-21		Q4		0		1		5		5

																																		Apr-21		2021-2022		Q1		0		1		3		0

		WTE Vacancies																																Notifications - Front						RIDDOR		CQC		Insurance		Duty of Candour

		Selected		Resourcing_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21								2020-21		Q2		1		0		0		0

		Latest		WTE Vacancies		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21								2020-21		Q3		0		0		2		2

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug								2020-21		Q4		0		1		5		5

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep								2021-2022		Q1		0		1		3		0

		InitS				S		O		N		D		J		F		M		A		M		J		J		A

		InitL				O		N		D		J		F		M		A		M		J		J		A		S

		Operational (S)		Operational		19.9037333333		20.0637333333		20.5454		18.3537333333		18.4704		18.4635333333		18.4635333333		18.3635333333		18.5085333333		21.9185333333		21.8402		21.7402						Training		Source:		576_Training_1				Course		IPC

		Operational (L)		Operational		20.0637333333		20.5454		18.3537333333		18.4704		18.4635333333		18.4635333333		18.3635333333		18.5085333333		21.9185333333		21.8402		21.7402		33.5885333333						Sep-21		IUC		BMC		BMC WIC		Osprey		CKMP		HHS

		Clinical (S)		Clinical		51.6983333333		52.7433333333		52.495		53.1451333333		53.5251333333		54.5134666667		54.5134666667		55.8734666667		55.9001333333		56.9068		56.9234666667		78.9901333333						8		0.8579545455		0.7714285714		0.9090909091		0.84		0.8166666667		0.75

		Clinical (L)		Clinical		52.7433333333		52.495		53.1451333333		53.5251333333		54.5134666667		54.5134666667		55.8734666667		55.9001333333		56.9068		56.9234666667		78.9901333333		77.1701333333

		Month (F)				O		N		D		J		F		M		A		M		J		J		A		S

		Operational (F)		Operational		20.0637333333		20.5454		18.3537333333		18.4704		18.4635333333		18.4635333333		18.3635333333		18.5085333333		21.9185333333		21.8402		21.7402		33.5885333333						Performance - selected		Source:		IUC_Performance_1

		Clinical (F)		Clinical		52.7433333333		52.495		53.1451333333		53.5251333333		54.5134666667		54.5134666667		55.8734666667		55.9001333333		56.9068		56.9234666667		78.9901333333		77.1701333333						Urgent PCC		0.9450549451

																																		Urgent Home Visit		0.8409090909

																																		Urgent Advice		0.6368864243

		Finance																																Routine PCC		1

		Selected		Finance_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21						Routine Home Visit		1

		Latest				Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21						Routine Advice		0.6704260652

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug						POTS		0.64576

		ShortL				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						Performance - latest		Source:		IUC_Performance_1		Date:		Sep-21

		InitL				S		O		N		D		J		F		M		A		M		J		J		A						Urgent PCC		0.9547169811

		Urgent Care (S)		Urgent Care		166286.453		58283.2450000001		74784.1229999997		361876.399		-214806.213		-1438.8259999999		0		48975.0549999999		7411.0730000001		70756.0370000002		84024.327		142714.32						Urgent Home Visit		0.9189189189

		Practice Services (S)		Practice Services		185312.6586		-29508.2346		21061.5745999999		8819.5697999999		9890.7649999999		15972.5993999999		0		-84436.118		-39057.7400000001		-28280.9260000001		36092.6704		68837.4073999999						Urgent Advice		0.57

		Osprey Court (S)		Osprey Court		67394.8894		16204.2696		35486.6824		55758.2511999999		110851.107		48921.1666		0		-113655.84		-110631.42		-112540.59		-120139.54		-109880.86						Routine PCC		0.9938398357

		BrisDoc (S)		BrisDoc		418994.001		44979.2800000001		131332.38		426454.22		-94064.3410000001		63454.9400000001		0		-149116.903		-142278.087		-70065.4789999999		-22.5425999999		101670.8674						Routine Home Visit		0.9503546099

		Urgent Care (L)		Urgent Care		166286.453		58283.2450000001		74784.1229999997		361876.399		-214806.213		-1438.8259999999		0		48975.0549999999		7411.0730000001		70756.0370000002		84024.327		142714.32						Routine Advice		0.5918644068

		Practice Services (L)		Practice Services		185312.6586		-29508.2346		21061.5745999999		8819.5697999999		9890.7649999999		15972.5993999999		0		-84436.118		-39057.7400000001		-28280.9260000001		36092.6704		68837.4073999999						POTS		0.7984675969

		Osprey Court (L)		Osprey Court		67394.8894		16204.2696		35486.6824		55758.2511999999		110851.107		48921.1666		0		-113655.84		-110631.42		-112540.59		-120139.54		-109880.86

		BrisDoc (L)		BrisDoc		418994.001		44979.2800000001		131332.38		426454.22		-94064.3410000001		63454.9400000001		0		-149116.903		-142278.087		-70065.4789999999		-22.5425999999		101670.8674						Performance - Front

		Month (F)				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug						Urgent PCC		0.9547169811

		Urgent Care (F)		Urgent Care		166286.453		58283.2450000001		74784.1229999997		361876.399		-214806.213		-1438.8259999999		0		48975.0549999999		7411.0730000001		70756.0370000002		84024.327		142714.32						Urgent Home Visit		0.9189189189

		Practice Services (F)		Practice Services		185312.6586		-29508.2346		21061.5745999999		8819.5697999999		9890.7649999999		15972.5993999999		0		-84436.118		-39057.7400000001		-28280.9260000001		36092.6704		68837.4073999999						Urgent Advice		0.57

		Osprey Court (F)		Osprey Court		67394.8894		16204.2696		35486.6824		55758.2511999999		110851.107		48921.1666		0		-113655.84		-110631.42		-112540.59		-120139.54		-109880.86						Routine PCC		0.9938398357

		BrisDoc (F)		BrisDoc		418994.001		44979.2800000001		131332.38		426454.22		-94064.3410000001		63454.9400000001		0		-149116.903		-142278.087		-70065.4789999999		-22.5425999999		101670.8674						Routine Home Visit		0.9503546099

																																		Routine Advice		0.5918644068

																																		POTS		0.7984675969

		Payroll

		Selected		Compliance_2		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21						Headcount - selected		Source:		782_Staff_Count_1

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug						IUC		174

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						BMC		37

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						BMC WIC		11

		InitL				O		N		D		J		F		M		A		M		J		J		A		S						HHS		15

		Errors (S)		Total Errors		61		40		47		48		60		46		24		29		53		32		38		66						CKMP		63

		Rate (S)		Error % 		0.12		0.14		0.14		0.18		0.14		0.07		0.09		0.16		0.1		0.11		0.2		0.13						Osprey		40

		Errors (L)		Total Errors		40		47		48		60		46		24		29		53		32		38		66		43						COVID-19		3

		Rate (L)		Error % 		0.12		0.14		0.14		0.18		0.14		0.07		0.09		0.16		0.1		0.11		0.2		0.13

		Month (F)				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						Headcount - latest		Source:		782_Staff_Count_1		Date:		Sep-21

		Errors (F)		Errors		40		47		48		60		46		24		29		53		32		38		66		43						IUC		172

		Rate (F)		Rate		0.12		0.14		0.14		0.18		0.14		0.07		0.09		0.16		0.1		0.11		0.2		0.13						BMC		36

																																		BMC WIC		11

																																		HHS		15

		Policy (Compliance)																																CKMP		65

		Selected		Compliance_1		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21						Osprey		40

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21						COVID-19		1

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						Headcount - Front

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						IUC		172

		InitL				O		N		D		J		F		M		A		M		J		J		A		S						BMC		36

		Red (S)		Red		0		0.3		0		0		0.25		0.25		0.26		0.25		0.21		0.23		0.19		0.21						BMC WIC		11

		Amber (S)		Amber		0		0.1		0		0		0.06		0.05		0.05		0.06		0		0.01		0.15		0.15						HHS		15

		Green (S)		Green		0		0.6		0		0		0.69		0.7		0.69		0.69		0.79		0.76		0.66		0.64						CKMP		65

		Prev Year (S)				Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20						Osprey		40

		PY Green (S)		Green		0.5		0.59		0.64		0.63		0.55		0.57		0.59		0.59		0.58		0.54		0.73		0						COVID-19		1

		Red (L)		Red		0.3		0		0		0.25		0.25		0.26		0.25		0.21		0.23		0.19		0.21		0.12

		Amber (L)		Amber		0.1		0		0		0.06		0.05		0.05		0.06		0		0.01		0.15		0.15		0.15

		Green (L)		Green		0.6		0		0		0.69		0.7		0.69		0.69		0.79		0.76		0.66		0.64		0.72						Rota - selected		86_Resourcing_1

		Prev Year (L)				Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20						Filled		0.7696652772

		PY Green (L)		Green		0.59		0.64		0.63		0.55		0.57		0.59		0.59		0.58		0.54		0.73		0		0						Unfilled		0.2303347228

		Month (F)				O		N		D		J		F		M		A		M		J		J		A		S

		Red (F)		Red		0.3		0		0		0.25		0.25		0.26		0.25		0.21		0.23		0.19		0.21		0.12						Rota - latest		86_Resourcing_1		44440

		Amber (F)		Amber		0.1		0		0		0.06		0.05		0.05		0.06		0		0.01		0.15		0.15		0.15						Filled		0.7841212409

		Green (F)		Green		0.6		0		0		0.69		0.7		0.69		0.69		0.79		0.76		0.66		0.64		0.72						Unfilled		0.2158787591

		PY Green (F)		Prev Green		0.59		0.64		0.63		0.55		0.57		0.59		0.59		0.58		0.54		0.73		0		0

																																		Rota - front

																																		Filled		0.7841212409

		Environmental																																Unfilled		0.2158787591

		Selected		ISO14001_3		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21

		Latest		1		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug						Finance - front

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep						Urgent Care		142714.32

		InitS				S		O		N		D		J		F		M		A		M		J		J		A						Practice Services		68837.4073999999

		InitL				O		N		D		J		F		M		A		M		J		J		A		S						Osprey Court		-109880.86

		Selected Cat (S)		Tons of recycled fibre produced		1.2		0.8		0.8		1		0.8		0.8		1		0.8		0.8		0.8		1		1						BrisDoc		101670.8674

		Incremental SC (S)				1.2		2		2.8		3.8		4.6		5.4		6.4		7.2		8		8.8		9.8		10.8

		Prev Year (S)				Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20

		PY Selected Cat (S)		Tons of recycled fibre produced		0.7		0.9		0.5		0.4		0.4		0		0		0.8117647059		0.8117647059		1		0.6		1						Statutory		Marker				Mandatory		Marker

		Incremental PY (S)				0.593627451		1.187254902		1.7808823529		2.3745098039		2.9681372549		3.5617647059		4.1553921569		4.7490196078		5.3426470588		5.9362745098		6.5299019608		7.1235294118						80		82				80		80

		Selected Cat (L)		Tons of recycled fibre produced		0.8		0.8		1		0.8		0.8		1		0.8		0.8		0.8		1		1		0.9						10		1				10		1

		Incremental SC (L)				0.8		1.6		2.6		3.4		4.2		5.2		6		6.8		7.6		8.6		9.6		10.5						10		47				10		48.5677915927

		Prev Year (L)				Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20						30						30

		PY Selected Cat (L)		Tons of recycled fibre produced		0.9		0.5		0.4		0.4		0		0		0.8117647059		0.8117647059		1		0.6		1		1.2

		Incremental PY (L)				0.6352941176		1.2705882353		1.9058823529		2.5411764706		3.1764705882		3.8117647059		4.4470588235		5.0823529412		5.7176470588		6.3529411765		6.9882352941		7.6235294118

		Month (F)				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep

		Selected Cat (F)		Tons of recycled fibre produced		0.8		1.6		2.6		3.4		4.2		5.2		6		6.8		7.6		8.6		9.6		10.5

		PY Selected Cat (F)		Prev. 12 months		0.6352941176		1.2705882353		1.9058823529		2.5411764706		3.1764705882		3.8117647059		4.4470588235		5.0823529412		5.7176470588		6.3529411765		6.9882352941		7.6235294118

		Demand

		Selected		IUC_Performance_2		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21

		Latest				Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21

		ShortS				Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug

		ShortL				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep

		InitS				S		O		N		D		J		F		M		A		M		J		J		A

		InitL				O		N		D		J		F		M		A		M		J		J		A		S

		Forecast (S)		Forecast		10374		8804		8578		8545		10047		8123		8221		8542		9951		9042		10285		10050

		Actual (S)		Actual		8153		8772		8881		9467		9834		7740		8423		10082		11170		9389		10467		10069

		Variance (S)		Variance		0.7859070754		0.9963652885		1.0353229191		1.1078993563		0.9787996417		0.9528499323		1.02457122		1.1802856474		1.1225002512		1.0383764654		1.0176956733		1.0018905473

		Forecast (L)		Forecast		8804		8578		8545		10047		8123		8221		8542		9951		9042		10285		10050		9025

		Actual (L)		Actual		8772		8881		9467		9834		7740		8423		10082		11170		9389		10467		10069		8947

		Variance (L)		Variance		0.9963652885		1.0353229191		1.1078993563		0.9787996417		0.9528499323		1.02457122		1.1802856474		1.1225002512		1.0383764654		1.0176956733		1.0018905473		0.9913573407

		Month (F)				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep

		Forecast (F)		Forecast		8804		8578		8545		10047		8123		8221		8542		9951		9042		10285		10050		9025

		Actual (F)		Actual		8772		8881		9467		9834		7740		8423		10082		11170		9389		10467		10069		8947

		Variance (F)		Variance		0.9963652885		1.0353229191		1.1078993563		0.9787996417		0.9528499323		1.02457122		1.1802856474		1.1225002512		1.0383764654		1.0176956733		1.0018905473		0.9913573407

		Staff Wellbeing

		Selected		WBS_1		Sep-20		Dec-20		Mar-21		Jun-21

		Latest				Dec-20		Mar-21		Jun-21		Sep-21

		ShortS				Sep		Dec		Mar		Jun

		ShortL				Dec		Mar		Jun		Sep

		InitS				S		D		M		J

		InitL				D		M		J		S

		Warwick (s)		Avg. Warwick		ERROR:#DIV/0!		ERROR:#DIV/0!		25.2840236686		26.3367346939

		High (S)		High		ERROR:#DIV/0!		ERROR:#DIV/0!		0.0769230769		0.2142857143

		Moderate (S)		Moderate		ERROR:#DIV/0!		ERROR:#DIV/0!		0.6863905325		0.6020408163

		Low (S)		Low		ERROR:#DIV/0!		ERROR:#DIV/0!		0.2366863905		0.1836734694

		Warwick (L)		Warwick		ERROR:#DIV/0!		25.2840236686		26.3367346939		25.8193548387

		High (L)		High		ERROR:#DIV/0!		0.0769230769		0.2142857143		0.1548387097

		Moderate (L)		Moderate		ERROR:#DIV/0!		0.6863905325		0.6020408163		0.6129032258

		Low (L)		Low		ERROR:#DIV/0!		0.2366863905		0.1836734694		0.2322580645

		Month (F)				Dec		Mar		Jun		Sep

		Warwick (F)		Warwick		ERROR:#N/A		25.2840236686		26.3367346939		25.8193548387

		High (F)		High		ERROR:#N/A		0.0769230769		0.2142857143		0.1548387097

		Moderate (F)		Moderate		ERROR:#N/A		0.6863905325		0.6020408163		0.6129032258

		Low (F)		Low		ERROR:#N/A		0.2366863905		0.1836734694		0.2322580645

		Baseline		Baseline		25		25		25		25





Data

		Scene		Source		LOB		Group		Division		Cat1		Cat2		Cat3		Cat4		Cat5		Cat6		Cat7		Cat8		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22		Nov-22		Dec-22		Jan-23		Feb-23		Mar-23

		N/A		N/A		N/A		N/A		N/A		Cal Year																2019		2019		2019		2019		2019		2019		2019		2019		2019		2020		2020		2020		2020		2020		2020		2020		2020		2020		2020		2020		2020		2021		2021		2021		2021		2021		2021		2021		2021		2021		2021		2021		2021		2022		2022		2022		2022		2022		2022		2022		2022		2022		2022		2022		2022		2023		2023		2023

		N/A		N/A		N/A		N/A		N/A		F Year																2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23

		N/A		N/A		N/A		N/A		N/A		Month																Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar

		Resourcing		86_Resourcing_1		Practice Services		Clinical		BMC		Filled																																								872.5		870.5		1019		1091		1065.58		1075.5		1167.25		1157.5		1120		1191.25		1173.27		1330.83		1144.5		1109.75		1157.25		1146.5		958		1064.5

		Resourcing		86_Resourcing_1		Practice Services		Operational		BMC		Filled																																								2375.5		2543.77		2524		2580		2312		2453.75		2498.5		2128.75		2050.32		2207.02		2250.75		2605.5		2267.02		2204		2397		2395.75		2110.77		2094.79

		Resourcing		86_Resourcing_1		Practice Services		Clinical		BMC WIC		Filled																																								798.75		940.75		866		855.5		734.41		710.5		585.5		603.5		728.75		991.75		846.02		1023		1009		977.5		942.5		1044		781.95		909

		Resourcing		86_Resourcing_1		Practice Services		Clinical		CKMP		Filled																																								3906.25		3409		4005		3927.5		3281.25		3849.25		3665		3572.75		3693.29		3952.52		4076		4602		3554.75		3537.75		3795.98		3637.52		3109.75		3504

		Resourcing		86_Resourcing_1		Practice Services		Operational		CKMP		Filled																																								2638.5		2301		2692.25		2765.02		2291.67		2589.02		2968.5		2817.75		2612.21		2801		2919.25		3493.79		2623.5		2643.02		3002.56		2861.5		2341.61		2611.77

		Resourcing		86_Resourcing_1		Urgent Care		Operational		COVID-19		Filled																																								0		450.5		348.75		315.77		373		432.5		337		351.67		377.75		555.5		491.02		457.25		308.75		262		287.98		268		263.5		257.5

		Resourcing		86_Resourcing_1		Practice Services		Clinical		HHS		Filled																																								843.04		794		910		860		658.25		924.5		935.25		877		883.5		807.5		949.75		1086		912		898		1023.5		829.25		1050		957.75

		Resourcing		86_Resourcing_1		Practice Services		Operational		HHS		Filled																																								210		135		275.5		318.5		285		272.25		165		157.5		180		131.5		157.5		180.5		127.5		124		135		150		127.5		172.5

		Resourcing		86_Resourcing_1		Urgent Care		Clinical		IUC		Filled																																								5740.27		2694.25		2319.5		2150.25		1922.5		1902.27		2100.92		1981.75		2862.75		2872.5		2477.94		2544.02		2792.69		3151.25		2426.05		2511.81		2527.69		2274.52

		Resourcing		86_Resourcing_1		Urgent Care		Clinical - SE		IUC		Filled																																								0		2752.5		2019.17		2041.83		2403.41		1955.92		2282.75		2493.25		3451.51		4072.86		3068.22		3227.25		3413.69		3547.75		2759.58		2799.27		2880.27		2550.59

		Resourcing		86_Resourcing_1		Urgent Care		Operational		IUC		Filled																																								5558.25		5143.25		4390.75		4357.75		4735.26		4298		4327.5		4039		5605.77		5842.27		4903.5		5440.75		5669.25		5990.5		4739.25		5078.25		5072.25		4812.08

		Resourcing		86_Resourcing_1		Head Office		*		Osprey		Filled																																								6187.74		5436.19		5874.08		6001.08		4730.29		5542.58		5397.06		5276.85		4843.31		5344.22		5225.83		6026.98		5361.25		5079.52		5376.77		5144.5		4491.25		5230

		Resourcing		86_Resourcing_1		Practice Services		Clinical		BMC		Required																																								1246.56		1173.53		1270.53		1371.78		1297.67		1370.78		1470.03		1422.03		1514.75		1435.5		1351.02		1556.86		1503.65		1393.87		1427.12		1448.65		1323.37		1344.15

		Resourcing		86_Resourcing_1		Practice Services		Operational		BMC		Required																																								2786		2811.27		2800.98		2887		2789.75		2917.25		2932.25		2742.25		2789.32		2786.8		2727.75		3140		2796.05		2757.5		2854.5		3084.25		2996.54		2965.79

		Resourcing		86_Resourcing_1		Practice Services		Clinical		BMC WIC		Required																																								1102.74		1173.15		1205		875.5		1789.19		1756.5		1845.75		1767.5		1918		1426.25		1325.02		1393.25		1516.77		1489.25		1388.75		1441		1376.45		1420.75

		Resourcing		86_Resourcing_1		Practice Services		Clinical		CKMP		Required																																								5072.25		4820.5		5261.25		5304.5		4848.25		5361.75		5129.75		4998.5		5497.21		5210.77		5090		5822.25		5060		4988.25		5168.98		5137.52		5011		5056.5

		Resourcing		86_Resourcing_1		Practice Services		Operational		CKMP		Required																																								2727		2499.5		2751.25		2900.52		2476.67		2653.79		3035		2859.75		2800.21		3041		3038.75		3643.04		3154.5		3164.52		3367.06		3450.28		3072.11		3292.27

		Resourcing		86_Resourcing_1		Urgent Care		Operational		COVID-19		Required																																								0		458		368.75		315.77		504.5		535		490		460.17		441.75		653.5		654.02		669.75		482.25		494		487.98		516		499.75		545.5

		Resourcing		86_Resourcing_1		Practice Services		Clinical		HHS		Required																																								1067.41		988.87		1093.4		1098.37		952.31		1197.4		1190.37		1153.62		1360.4		1242.27		1275.25		1475.75		1448.25		1381.5		1520.75		1476.75		1555		1483

		Resourcing		86_Resourcing_1		Practice Services		Operational		HHS		Required																																								232		260.5		326		424		300.5		327.25		193		185.5		223		215.5		187.5		255.5		200.5		193.5		213.5		200.5		200.5		208

		Resourcing		86_Resourcing_1		Urgent Care		Clinical		IUC		Required																																								5970.8		2850.26		2446.99		2363.83		2211.42		2301.22		2370.29		2195.39		3859.89		3494.83		2809.83		2833.76		3319.09		3960.94		3286.08		3820.56		4098.4		4104.65

		Resourcing		86_Resourcing_1		Urgent Care		Clinical - SE		IUC		Required																																								0		2752.5		2019.17		2041.83		2403.41		1955.92		2282.75		2493.25		3451.51		4072.86		3068.22		3227.25		3413.69		3547.75		2759.58		2799.27		2880.27		2550.59

		Resourcing		86_Resourcing_1		Urgent Care		Operational		IUC		Required																																								6255.21		5749.33		4985.98		4721.64		5409.42		4838.22		4910.79		4374.6		5960.64		6242.53		5186.18		5672.5		5963.41		6418.36		5255.22		5748.18		5893.39		5516.77

		Resourcing		86_Resourcing_1		Head Office		*		Osprey		Required																																								6187.74		5436.19		5874.08		6001.08		4730.35		5542.58		5397.09		5276.88		4843.31		5344.22		5225.83		6026.98		5361.25		5079.52		5376.77		5150.5		4503.25		5230.03

		Resourcing		86_Resourcing_1		Practice Services		Clinical		BMC		Unfilled																																								374.06		303.03		251.53		280.78		232.09		295.28		302.78		264.53		394.75		244.25		177.75		226.03		359.15		284.12		269.87		302.15		365.37		279.65

		Resourcing		86_Resourcing_1		Practice Services		Operational		BMC		Unfilled																																								410.5		267.5		276.98		307		477.75		463.5		433.75		613.5		739		579.78		477		534.5		529.03		553.5		457.5		688.5		885.77		871

		Resourcing		86_Resourcing_1		Practice Services		Clinical		BMC WIC		Unfilled																																								303.99		232.4		339		20		1054.78		1046		1260.25		1164		1189.25		434.5		479		370.25		507.77		511.75		446.25		397		594.5		511.75

		Resourcing		86_Resourcing_1		Practice Services		Clinical		CKMP		Unfilled																																								1166		1411.5		1256.25		1377		1567		1512.5		1464.75		1425.75		1803.92		1258.25		1014		1220.25		1505.25		1450.5		1373		1500		1901.25		1552.5

		Resourcing		86_Resourcing_1		Practice Services		Operational		CKMP		Unfilled																																								88.5		198.5		59		135.5		185		64.77		66.5		42		188		240		119.5		149.25		531		521.5		364.5		588.78		730.5		680.5

		Resourcing		86_Resourcing_1		Urgent Care		Operational		COVID-19		Unfilled																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Resourcing		86_Resourcing_1		Practice Services		Clinical		HHS		Unfilled																																								224.37		194.87		183.4		238.37		294.06		272.9		255.12		276.62		476.9		434.77		325.5		389.75		536.25		483.5		497.25		647.5		505		525.25

		Resourcing		86_Resourcing_1		Practice Services		Operational		HHS		Unfilled																																								22		125.5		50.5		105.5		15.5		55		28		28		43		84		30		75		73		69.5		78.5		50.5		73		35.5

		Resourcing		86_Resourcing_1		Urgent Care		Clinical		IUC		Unfilled																																								230.53		156.01		127.49		213.58		288.92		398.95		269.37		213.64		997.14		622.33		331.89		289.74		526.4		809.69		860.03		1308.75		1570.71		1830.13

		Resourcing		86_Resourcing_1		Urgent Care		Clinical - SE		IUC		Unfilled																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Resourcing		86_Resourcing_1		Urgent Care		Operational		IUC		Unfilled																																								696.96		606.08		595.23		363.89		674.16		540.22		583.29		335.6		354.87		400.26		282.68		231.75		294.16		427.86		515.97		669.93		821.14		704.69

		Resourcing		86_Resourcing_1		Head Office		*		Osprey		Unfilled																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Resourcing		86_Resourcing_2		Practice Services		Clinical		BMC		FALSE		GP																																						0		9		9		8		8		8		8		8		8		8		8		7		7		7		7		8		8		8

		Resourcing		86_Resourcing_2		Practice Services		Clinical		BMC WIC		FALSE		GP																																						0		0		0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Resourcing		86_Resourcing_2		Practice Services		Clinical		CKMP		FALSE		GP																																						0		13		13		13		13		13		14		14		13		13		13		13		14		14		14		14		14		14

		Resourcing		86_Resourcing_2		Practice Services		Clinical		HHS		FALSE		GP																																						0		4		4		5		3		3		4		4		4		5		6		6		6		6		7		7		7		8

		Resourcing		86_Resourcing_2		Urgent Care		Clinical		IUC		FALSE		GP																																						0		18		16		16		17		20		19		19		24		22		23		21		25		23		22		23		21		22

		Resourcing		86_Resourcing_2		Urgent Care		Clinical - SE		IUC		TRUE		GP																																						0		65		62		56		59		50		54		65		64		64		57		60		67		58		53		47		47		55

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Short Term		Sickness (Non Covid)																																						15.5		45		22.5		43.5		52.5		89.25		34.5		101		5		2.75		0		75		59.75		36.5		89.5		73		62		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Short Term		Sickness (Covid)																																						0		0		0		22.5		0		0		0		0		0		15		0		0		0		0		0		15		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Short Term		Special leave																																						0		15		0		0		0		0		0		0		18.58		7.5		21.75		0		0		0		2		1		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		5.25		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Short Term		Other																																						0		0		0		0		0		0		7.5		0		7.5		0		0		0		0		0		13.75		0		75		36.5

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Short Term		Sickness (Non Covid)																																						59		51.5		0		0		0		16.5		7		0		10		40		0		0		24		0		0		27		32		16

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Short Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		8		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Short Term		Special leave																																						8		0		0		0		0		0		0		0		0		0		8		8		0		0		34		0		11		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Short Term		Phased return																																						11		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Short Term		Other																																						0		0		0		0		0		0		0		0		6		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Long Term		Sickness (Non Covid)																																						157.5		0		0		0		0		0		36.75		154.5		168.75		82.5		37.5		68.75		0		0		0		0		0		165

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Long Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		60		241		297.5		282.5

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		88.5		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Long Term		Sickness (Non Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Long Term		Maternity & Paternity & Adoption																																						32		0		0		0		0		0		0		0		0		56		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Short Term		Sickness (Non Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Short Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Short Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Short Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Short Term		Sickness (Non Covid)																																						0		0		148		0		6		0		23		20		20		0		12		0		0		0		24		0		62		49

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Short Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Short Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		12		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Short Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Long Term		Sickness (Non Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Long Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		BMC WIC		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Long Term		Sickness (Non Covid)																																						0		0		0		98		100		66		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Long Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		BMC WIC		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Short Term		Sickness (Non Covid)																																						212.5		13.5		24.5		78		87		22.5		149.5		5.5		13		37		33		28		135		31		0		24.5		97		161.5

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Short Term		Sickness (Covid)																																						0		22		0		0		0		0		11		0		49.5		7.5		0		5.5		0		0		5.5		192.5		109		6

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Short Term		Special leave																																						11		15		30.5		15		3		0		0		0		0		2		0		0		0		0		17.5		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		13		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Short Term		Other																																						0		5.5		0		0		0		0		2		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Short Term		Sickness (Non Covid)																																						101.5		7.5		103		24.5		60		0		76.5		51.5		7.5		52.5		0		8.5		18		8.5		68.5		45.5		0		78

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Short Term		Sickness (Covid)																																						0		0		0		0		0		0		0		10		0		0		0		0		0		10		0		0		46		45

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Short Term		Special leave																																						0		26		43.5		0		18		0		0		4.5		2.5		0		0		7.5		0		0		8.5		16.5		10		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Short Term		Other																																						0		0		0		0		0		0		10.25		0		0		0		0		0		0		0		0		4		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Long Term		Sickness (Non Covid)																																						0		0		0		0		0		0		0		139.5		99		0		45		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		22		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Long Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		42		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		CKMP		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Long Term		Sickness (Non Covid)																																						65		0		0		70		75		0		0		18		13.5		53.5		88		162.5		105		61		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Long Term		Sickness (Covid)																																						0		18		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Long Term		Maternity & Paternity & Adoption																																						80		80		80		100		85		167.5		192.5		160		95		85		80		87.5		92.5		80		87.5		92.5		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		CKMP		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Short Term		Sickness (Non Covid)																																						5.5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		5		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Short Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Short Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Short Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Short Term		Sickness (Non Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Short Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Short Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Short Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Long Term		Sickness (Non Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Long Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		COVID-19		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Long Term		Sickness (Non Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Long Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		COVID-19		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Short Term		Sickness (Non Covid)																																						121.25		7.5		7.5		0		25		20.5		7.5		0		112		33.5		15.25		40.75		7.5		75		152.5		25		0		37

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Short Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		13.5		30		0

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Short Term		Special leave																																						0		0		0		36		0		0		0		7.5		22.5		22.5		0		7.5		7.5		0		18.5		7.5		2		4.5

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Short Term		Other																																						0		0		0		0		0		0		0		0		0		0		7.5		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Long Term		Sickness (Non Covid)																																						12		0		0		0		0		60		133.3333333333		158.3333333333		125		98.8333333333		158		0		0		0		142.5		140.25		140.25		90.75

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Long Term		Maternity & Paternity & Adoption																																						254		235.5		264.5		257.5		158.5		167		254.5		243.5		268		92.5		85		97.5		92.5		85		100		178.5		186.5		106

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		26.75

		Absence		92_Sick_Leave_1		Head Office		*		Osprey		Long Term		Other																																						0		35		0		25		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Short Term		Sickness (Non Covid)																																						4		45		0		15		0		0		0		12		32		0		0		0		0		7.5		0		97.5		30		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Short Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Short Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		22.5		7.5		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Short Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Short Term		Sickness (Non Covid)																																						18.75		0		0		11.25		0		18.75		0		0		7.5		0		7.5		42.75		8.5		41.25		65		6		7.5		119

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Short Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		9.5		0		0		56		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Short Term		Special leave																																						18.75		0		0		0		0		0		15		15		15		0		0		9		0		0		10		0		9		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Short Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Short Term		Other																																						0		0		0		0		0		0		0		0		8.5		2.72		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Long Term		Sickness (Non Covid)																																						60		0		0		0		0		0		0		0		0		26		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Long Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Operational		HHS		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Long Term		Sickness (Non Covid)																																						0		0		0		0		0		0		0		7.5		0		101.25		33.75		0		0		0		0		56.25		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Long Term		Maternity & Paternity & Adoption																																						24		24		30		24		6		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Practice Services		Clinical		HHS		Long Term		Other																																						0		0		0		0		0		0		0		0		32.67		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Short Term		Sickness (Non Covid)																																						376.25		72.5		55.5		153		323.5		224.75		130.25		145.75		71.75		69.5		72.25		71.5		114.75		259.75		106		105.5		94.75		94.5

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Short Term		Sickness (Covid)																																						0		41		4.75		4.75		0		0		0		0		26		24		66.25		0		4		14.5		4.5		190		91		16.25

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		64		0		0		0		0		0		9		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Short Term		Special leave																																						4.5		0		41		20.75		44.5		15		0		18.25		0		0		15		8		0		0		19		0		16.5		8

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Short Term		Phased return																																						0		0		0		0		0		0		0		0		59.75		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Short Term		Other																																						0		119		0		0		0		0		14.5		43.77		33.5		9.5		0		0		0		33		46.25		40.5		56.75		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Short Term		Sickness (Non Covid)																																						137.5		25		26		52.75		64		73		27		86		148		81.75		31		49.25		20		24		41.5		93.2666666667		63		155.25

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Short Term		Sickness (Covid)																																						0		15		0		0		28.5		0		47		46		0		0		32		22		0		11		0		28		8		48

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Short Term		Maternity & Paternity & Adoption																																						0		0		0		0		0		8		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Short Term		Special leave																																						8		0		8		48.5		7		10		0		0		10.25		0		0		0		4		9.5		9.25		0		2		11

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Short Term		Phased return																																						18		7.5		18		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Short Term		Other																																						0		0		0		0		0		0		12		7		0		0		0		17.75		0		10.5		5.5		5.5		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Long Term		Sickness (Non Covid)																																						181.5		0		4.75		0		0		25		186.5		46.5		51		346		126.5		103.75		49		153.25		309		140.2333333333		190.25		204

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Long Term		Sickness (Covid)																																						0		0		0		0		0		0		0		0		0		0		204.5		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Long Term		Maternity & Paternity & Adoption																																						76.5		67		76.5		71.75		79		67		72.25		53		48		48		108		48		48		43		53		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Long Term		Special leave																																						0		0		0		0		0		0		0		0		33.25		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Long Term		Phased return																																						0		0		0		0		0		0		0		15.75		30		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Operational		IUC		Long Term		Other																																						9.5		710		47.25		119		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Long Term		Sickness (Non Covid)																																						68		0		0		26		48		0		0		0		38		0		51.75		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Long Term		Sickness (Covid)																																						0		48		0		0		0		0		0		0		0		33		0		0		11		3		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Long Term		Maternity & Paternity & Adoption																																						112		96		104		112		104		96		120		136		80		32		32		40		32		32		40		32		40		32

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Long Term		Special leave																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Long Term		Phased return																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Absence		92_Sick_Leave_1		Urgent Care		Clinical		IUC		Long Term		Other																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Clinical		BMC		Starter																																								0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Operational		BMC		Starter																																								1		0		0		0		0		0		0		0		0		0		0		0		0		0		2		1		0		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Clinical		BMC WIC		Starter																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Operational		BMC WIC		Starter																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Clinical		CKMP		Starter																																								0		0		0		0		1		0		0		0		1		0		0		0		1		0		0		1		2		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Operational		CKMP		Starter																																								0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		1

		Starters & Leavers		543_Starters_Leavers_1		Urgent Care		Clinical		COVID-19		Starter																																								1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Urgent Care		Operational		COVID-19		Starter																																								16		3		1		2		0		2		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Clinical		HHS		Starter																																								0		0		0		0		0		0		0		0		1		2		1		0		0		0		0		0		1		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Operational		HHS		Starter																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Urgent Care		Clinical		IUC		Starter																																								2		0		2		0		1		2		1		1		1		2		4		1		0		0		0		1		0		2

		Starters & Leavers		543_Starters_Leavers_1		Urgent Care		Operational		IUC		Starter																																								2		1		0		0		0		0		0		0		0		0		0		3		1		0		0		4		0		1

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Clinical		BMC		Leaver																																								0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		1

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Operational		BMC		Leaver																																								0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		1

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Clinical		BMC WIC		Leaver																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Operational		BMC WIC		Leaver																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Clinical		CKMP		Leaver																																								1		0		0		0		0		1		0		0		0		0		0		0		0		1		1		1		2		2

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Operational		CKMP		Leaver																																								0		1		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Urgent Care		Clinical		COVID-19		Leaver																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Urgent Care		Operational		COVID-19		Leaver																																								0		0		0		1		0		0		0		0		1		1		1		1		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Practice Services		Clinical		HHS		Leaver																																								0		0		0		0		1		0		0		0		0		1		0		0		0		0		0		0		0		0

		Starters & Leavers		543_Starters_Leavers_1		Urgent Care		Operational		IUC		Leaver																																								1		0		1		1		1		2		1		0		3		1		0		0		1		0		0		1		3		0

		Starters & Leavers		543_Starters_Leavers_1		Urgent Care		Clinical		IUC		Leaver																																								1		1		0		0		0		1		0		0		0		0		1		0		0		0		1		1		0		0

		Starters & Leavers		543_Starters_Leavers_1		Head Office		*		Osprey		Starter																																								2		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		2

		Starters & Leavers		543_Starters_Leavers_1		Head Office		*		Osprey		Leaver																																								2		1		0		0		0		1		0		0		0		1		1		0		0		0		1		1		0		1

		Training		576_Training_1		Practice Services		Clinical		BMC		Awareness of Mental Capacity Act		Mandatory		Completed																																				6		11		7		7		7		8		8		9		9		9		9		9		8		7		9		9		9		9

		Training		576_Training_1		Practice Services		Operational		BMC		Awareness of Mental Capacity Act		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Awareness of Mental Capacity Act		Mandatory		Completed																																				6		8		7		6		7		7		7		8		8		8		8		8		8		7		9		8		8		8

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Awareness of Mental Capacity Act		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Awareness of Mental Capacity Act		Mandatory		Completed																																				11		15		14		12		12		12		12		12		19		19		19		19		19		20		23		23		23		24

		Training		576_Training_1		Practice Services		Operational		CKMP		Awareness of Mental Capacity Act		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Awareness of Mental Capacity Act		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Awareness of Mental Capacity Act		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		HHS		Awareness of Mental Capacity Act		Mandatory		Completed																																				9		13		9		8		8		8		8		10		9		6		6		6		6		6		6		6		7		8

		Training		576_Training_1		Practice Services		Operational		HHS		Awareness of Mental Capacity Act		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		Awareness of Mental Capacity Act		Mandatory		Completed																																				52		72		54		55		55		54		54		61		57		56		55		57		54		52		50		50		49		49

		Training		576_Training_1		Urgent Care		Operational		IUC		Awareness of Mental Capacity Act		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Head Office		*		Osprey		Awareness of Mental Capacity Act		Mandatory		Completed																																				2		3		2		2		2		2		2		2		2		2		2		2		2		1		2		2		2		2

		Training		576_Training_1		Practice Services		Clinical		BMC		BLS		Mandatory		Completed																																				6		18		8		9		9		9		9		11		11		11		9		9		9		9		11		11		11		8

		Training		576_Training_1		Practice Services		Operational		BMC		BLS		Mandatory		Completed																																				19		21		20		20		20		20		20		19		17		18		18		17		15		15		19		20		18		16

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		BLS		Mandatory		Completed																																				9		12		10		10		10		9		9		9		9		8		8		7		7		6		7		7		5		6

		Training		576_Training_1		Practice Services		Operational		BMC WIC		BLS		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		BLS		Mandatory		Completed																																				30		34		32		31		33		34		34		34		33		32		31		16		19		21		35		35		32		30

		Training		576_Training_1		Practice Services		Operational		CKMP		BLS		Mandatory		Completed																																				25		25		26		24		25		25		25		26		25		26		23		23		15		18		20		21		21		19

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		BLS		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		BLS		Mandatory		Completed																																				0		0		0		0		0		0		0		2		0		2		5		5		1		5		5		5		5		5

		Training		576_Training_1		Practice Services		Clinical		HHS		BLS		Mandatory		Completed																																				8		11		8		6		8		9		9		11		10		10		10		10		10		10		10		10		7		7

		Training		576_Training_1		Practice Services		Operational		HHS		BLS		Mandatory		Completed																																				3		5		3		3		3		3		3		3		3		3		2		2		1		1		2		2		2		2

		Training		576_Training_1		Urgent Care		Clinical		IUC		BLS		Mandatory		Completed																																				47		64		48		48		54		60		60		64		65		64		64		65		57		57		56		54		34		34

		Training		576_Training_1		Urgent Care		Operational		IUC		BLS		Mandatory		Completed																																				95		156		104		105		104		102		102		104		105		100		99		99		99		100		98		98		94		86

		Training		576_Training_1		Head Office		*		Osprey		BLS		Mandatory		Completed																																				5		13		11		4		8		8		8		9		8		7		7		4		4		4		6		6		6		6

		Training		576_Training_1		Practice Services		Clinical		BMC		Chaperone 		Mandatory		Completed																																				0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		BMC		Chaperone 		Mandatory		Completed																																				14		15		12		13		15		20		20		20		20		20		19		19		19		19		20		20		19		19

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Chaperone 		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Chaperone 		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Chaperone 		Mandatory		Completed																																				6		8		9		7		6		6		6		7		7		6		6		6		8		5		7		6		6		5

		Training		576_Training_1		Practice Services		Operational		CKMP		Chaperone 		Mandatory		Completed																																				25		25		24		24		24		23		23		24		23		24		25		25		23		22		20		20		21		22

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Chaperone 		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Chaperone 		Mandatory		Completed																																				0		0		0		0		0		0		0		1		0		3		5		5		1		1		1		1		1		2

		Training		576_Training_1		Practice Services		Clinical		HHS		Chaperone 		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		HHS		Chaperone 		Mandatory		Completed																																				1		2		1		1		1		2		2		2		2		2		2		2		2		2		2		2		1		2

		Training		576_Training_1		Urgent Care		Clinical		IUC		Chaperone 		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		IUC		Chaperone 		Mandatory		Completed																																				77		126		86		99		102		105		105		104		106		102		103		102		104		104		105		103		103		104

		Training		576_Training_1		Head Office		*		Osprey		Chaperone 		Mandatory		Completed																																				2		7		8		2		5		5		5		6		6		5		5		5		5		5		5		5		5		5

		Training		576_Training_1		Practice Services		Clinical		BMC		Conflict Resolution		Mandatory		Completed																																				10		23		11		11		11		11		11		11		11		11		11		11		11		11		11		11		10		10

		Training		576_Training_1		Practice Services		Operational		BMC		Conflict Resolution		Mandatory		Completed																																				15		17		19		17		18		18		18		17		17		17		17		17		17		16		16		18		16		16

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Conflict Resolution		Mandatory		Completed																																				11		14		12		12		12		11		11		11		11		11		11		11		11		9		9		9		9		9

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Conflict Resolution		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Conflict Resolution		Mandatory		Completed																																				31		36		32		33		32		34		34		34		34		32		32		32		34		30		28		30		30		26

		Training		576_Training_1		Practice Services		Operational		CKMP		Conflict Resolution		Mandatory		Completed																																				17		18		20		18		18		17		17		17		16		18		18		19		15		15		14		13		11		11

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Conflict Resolution		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Conflict Resolution		Mandatory		Completed																																				0		0		0		0		0		0		0		1		0		4		4		6		2		2		2		2		2		1

		Training		576_Training_1		Practice Services		Clinical		HHS		Conflict Resolution		Mandatory		Completed																																				10		14		10		9		9		9		9		10		9		8		8		8		8		8		8		8		8		8

		Training		576_Training_1		Practice Services		Operational		HHS		Conflict Resolution		Mandatory		Completed																																				3		4		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3

		Training		576_Training_1		Urgent Care		Clinical		IUC		Conflict Resolution		Mandatory		Completed																																				50		67		52		54		56		63		63		67		67		66		65		63		56		56		56		55		53		51

		Training		576_Training_1		Urgent Care		Operational		IUC		Conflict Resolution		Mandatory		Completed																																				99		157		103		106		109		106		106		105		107		104		103		101		106		104		107		104		102		98

		Training		576_Training_1		Head Office		*		Osprey		Conflict Resolution		Mandatory		Completed																																				8		16		12		8		10		10		10		10		10		10		10		10		9		9		8		9		9		10

		Training		576_Training_1		Practice Services		Clinical		BMC		Customer Service		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		BMC		Customer Service		Mandatory		Completed																																				9		10		11		8		8		8		8		6		6		6		6		6		6		6		6		7		8		10

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Customer Service		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Customer Service		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Customer Service		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		1		1		1		1		0		0

		Training		576_Training_1		Practice Services		Operational		CKMP		Customer Service		Mandatory		Completed																																				15		15		15		14		14		14		14		13		13		13		13		13		10		10		10		10		10		8

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Customer Service		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Customer Service		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		4		4		4		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		HHS		Customer Service		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		HHS		Customer Service		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1

		Training		576_Training_1		Urgent Care		Clinical		IUC		Customer Service		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		IUC		Customer Service		Mandatory		Completed																																				89		139		90		84		83		81		81		83		95		101		101		100		105		105		105		99		98		100

		Training		576_Training_1		Head Office		*		Osprey		Customer Service		Mandatory		Completed																																				6		13		9		6		7		6		6		7		7		7		7		7		8		8		7		8		8		8

		Training		576_Training_1		Practice Services		Clinical		BMC		E&D		Mandatory		Completed																																				9		20		10		10		10		10		10		10		10		10		10		10		10		10		10		10		10		10

		Training		576_Training_1		Practice Services		Operational		BMC		E&D		Mandatory		Completed																																				19		21		20		21		21		22		22		20		20		18		17		18		18		18		18		19		16		17

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		E&D		Mandatory		Completed																																				10		14		11		11		11		11		11		11		11		11		11		11		11		10		10		10		10		10

		Training		576_Training_1		Practice Services		Operational		BMC WIC		E&D		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		E&D		Mandatory		Completed																																				31		37		34		33		32		33		33		34		34		32		32		32		34		31		31		32		32		30

		Training		576_Training_1		Practice Services		Operational		CKMP		E&D		Mandatory		Completed																																				29		29		28		26		26		25		25		25		24		27		28		27		23		23		23		22		20		21

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		E&D		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		E&D		Mandatory		Completed																																				0		0		0		0		0		0		0		3		0		4		4		4		1		1		1		1		1		2

		Training		576_Training_1		Practice Services		Clinical		HHS		E&D		Mandatory		Completed																																				10		15		12		10		11		11		11		12		11		10		9		9		9		9		9		9		9		10

		Training		576_Training_1		Practice Services		Operational		HHS		E&D		Mandatory		Completed																																				3		5		3		3		3		3		3		3		3		3		3		2		2		2		2		2		2		2

		Training		576_Training_1		Urgent Care		Clinical		IUC		E&D		Mandatory		Completed																																				52		70		52		56		56		64		64		68		67		66		63		65		59		57		57		58		58		57

		Training		576_Training_1		Urgent Care		Operational		IUC		E&D		Mandatory		Completed																																				103		167		106		106		109		106		106		105		108		103		104		103		108		108		107		104		104		102

		Training		576_Training_1		Head Office		*		Osprey		E&D		Mandatory		Completed																																				36		46		38		36		36		35		35		39		38		37		37		37		37		37		33		34		33		33

		Training		576_Training_1		Practice Services		Clinical		BMC		FGM		Mandatory		Completed																																				9		21		9		10		10		10		10		10		10		10		10		10		10		10		10		10		10		10

		Training		576_Training_1		Practice Services		Operational		BMC		FGM		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		FGM		Mandatory		Completed																																				6		8		5		6		6		6		6		8		8		8		8		8		8		7		7		6		7		7

		Training		576_Training_1		Practice Services		Operational		BMC WIC		FGM		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		FGM		Mandatory		Completed																																				30		35		33		32		33		33		33		34		33		33		33		33		35		31		29		27		29		27

		Training		576_Training_1		Practice Services		Operational		CKMP		FGM		Mandatory		Completed																																				0		0		1		0		1		1		1		3		2		3		3		3		1		1		1		1		1		1

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		FGM		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		FGM		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		HHS		FGM		Mandatory		Completed																																				9		9		7		6		6		7		7		10		9		9		9		9		9		9		9		9		8		8

		Training		576_Training_1		Practice Services		Operational		HHS		FGM		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		FGM		Mandatory		Completed																																				49		65		52		53		52		57		57		64		64		65		63		62		57		57		57		57		56		55

		Training		576_Training_1		Urgent Care		Operational		IUC		FGM		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Head Office		*		Osprey		FGM		Mandatory		Completed																																				3		4		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3

		Training		576_Training_1		Practice Services		Clinical		BMC		Fire Safety		Statutory		Completed																																				12		24		12		11		10		11		11		11		11		11		11		11		11		11		11		11		11		11

		Training		576_Training_1		Practice Services		Operational		BMC		Fire Safety		Statutory		Completed																																				18		23		20		20		21		21		21		20		20		20		19		18		18		18		18		20		18		18

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Fire Safety		Statutory		Completed																																				10		14		11		11		11		11		11		11		11		11		11		10		10		9		9		9		9		8

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Fire Safety		Statutory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Fire Safety		Statutory		Completed																																				32		39		34		33		31		31		31		34		34		31		31		31		33		31		30		30		31		30

		Training		576_Training_1		Practice Services		Operational		CKMP		Fire Safety		Statutory		Completed																																				27		27		27		26		26		25		25		25		24		27		28		28		24		23		23		23		23		23

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Fire Safety		Statutory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Fire Safety		Statutory		Completed																																				0		0		0		0		0		0		0		3		0		4		5		5		1		2		2		2		2		2

		Training		576_Training_1		Practice Services		Clinical		HHS		Fire Safety		Statutory		Completed																																				12		16		12		11		11		11		11		11		11		11		10		9		9		9		9		10		11		11

		Training		576_Training_1		Practice Services		Operational		HHS		Fire Safety		Statutory		Completed																																				2		5		3		3		3		3		3		3		3		3		3		3		3		3		3		3		2		2

		Training		576_Training_1		Urgent Care		Clinical		IUC		Fire Safety		Statutory		Completed																																				51		69		55		57		61		64		64		68		69		66		66		66		60		60		59		58		55		52

		Training		576_Training_1		Urgent Care		Operational		IUC		Fire Safety		Statutory		Completed																																				102		160		107		104		106		107		107		105		108		104		102		105		108		110		107		105		103		100

		Training		576_Training_1		Head Office		*		Osprey		Fire Safety		Statutory		Completed																																				37		45		40		37		36		33		33		37		37		35		35		35		35		36		33		32		33		33

		Training		576_Training_1		Practice Services		Clinical		BMC		Health, Safety & Welfare		Statutory		Completed																																				12		24		12		12		12		12		12		12		12		12		12		12		12		12		12		11		11		11

		Training		576_Training_1		Practice Services		Operational		BMC		Health, Safety & Welfare		Statutory		Completed																																				19		21		21		21		21		22		22		21		21		20		20		20		20		20		20		21		19		19

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Health, Safety & Welfare		Statutory		Completed																																				12		14		12		11		11		10		10		11		11		11		11		11		11		10		9		9		10		10

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Health, Safety & Welfare		Statutory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Health, Safety & Welfare		Statutory		Completed																																				31		36		31		32		31		33		33		33		33		30		30		30		33		31		31		31		30		26

		Training		576_Training_1		Practice Services		Operational		CKMP		Health, Safety & Welfare		Statutory		Completed																																				28		28		28		26		26		25		25		25		24		27		28		28		23		23		24		22		20		19

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Health, Safety & Welfare		Statutory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Health, Safety & Welfare		Statutory		Completed																																				0		0		0		0		0		0		0		3		0		4		4		4		0		1		1		1		1		2

		Training		576_Training_1		Practice Services		Clinical		HHS		Health, Safety & Welfare		Statutory		Completed																																				11		15		12		10		10		10		10		11		10		10		9		9		9		9		9		9		9		8

		Training		576_Training_1		Practice Services		Operational		HHS		Health, Safety & Welfare		Statutory		Completed																																				3		5		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3

		Training		576_Training_1		Urgent Care		Clinical		IUC		Health, Safety & Welfare		Statutory		Completed																																				52		72		53		56		56		61		61		67		67		67		64		65		58		58		57		57		56		55

		Training		576_Training_1		Urgent Care		Operational		IUC		Health, Safety & Welfare		Statutory		Completed																																				104		170		106		106		109		107		107		103		107		104		104		105		109		110		108		106		103		102

		Training		576_Training_1		Head Office		*		Osprey		Health, Safety & Welfare		Statutory		Completed																																				36		43		37		37		37		36		36		38		38		37		37		37		37		36		33		33		33		33

		Training		576_Training_1		Practice Services		Clinical		BMC		IG		Statutory		Completed																																				13		34		17		17		17		18		18		21		21		21		20		22		22		22		22		22		20		20

		Training		576_Training_1		Practice Services		Operational		BMC		IG		Statutory		Completed																																				35		44		42		42		43		40		40		38		38		38		38		37		36		35		37		36		33		32

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		IG		Statutory		Completed																																				6		7		6		8		9		11		11		16		16		16		16		16		14		12		12		10		12		14

		Training		576_Training_1		Practice Services		Operational		BMC WIC		IG		Statutory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		IG		Statutory		Completed																																				43		65		59		63		64		65		65		66		66		64		64		65		68		63		61		58		66		51

		Training		576_Training_1		Practice Services		Operational		CKMP		IG		Statutory		Completed																																				38		47		53		51		51		49		49		48		46		46		52		53		45		40		38		38		39		40

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		IG		Statutory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		IG		Statutory		Completed																																				0		0		0		0		0		0		0		4		0		6		12		18		10		12		12		12		12		10

		Training		576_Training_1		Practice Services		Clinical		HHS		IG		Statutory		Completed																																				14		24		18		18		19		21		21		21		20		20		18		22		22		22		22		22		20		19

		Training		576_Training_1		Practice Services		Operational		HHS		IG		Statutory		Completed																																				4		7		4		5		5		5		5		6		6		6		6		5		5		5		5		5		6		5

		Training		576_Training_1		Urgent Care		Clinical		IUC		IG		Statutory		Completed																																				65		102		73		72		87		99		99		121		123		122		117		124		117		117		114		112		99		86

		Training		576_Training_1		Urgent Care		Operational		IUC		IG		Statutory		Completed																																				147		284		168		185		193		193		193		199		201		197		204		204		211		215		208		195		198		194

		Training		576_Training_1		Head Office		*		Osprey		IG		Statutory		Completed																																				54		75		66		62		67		65		65		77		75		71		73		76		76		75		70		67		66		65

		Training		576_Training_1		Practice Services		Clinical		BMC		IPC		Mandatory		Completed																																				9		22		10		10		10		10		10		10		10		10		10		10		10		10		10		10		10		10

		Training		576_Training_1		Practice Services		Operational		BMC		IPC		Mandatory		Completed																																				19		21		21		21		21		21		21		21		21		19		19		19		18		18		18		19		17		17

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		IPC		Mandatory		Completed																																				11		14		11		11		11		11		11		11		11		11		11		11		11		10		10		10		10		10

		Training		576_Training_1		Practice Services		Operational		BMC WIC		IPC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		IPC		Mandatory		Completed																																				32		39		35		34		34		35		35		35		35		34		34		34		37		35		34		34		33		27

		Training		576_Training_1		Practice Services		Operational		CKMP		IPC		Mandatory		Completed																																				28		28		28		26		27		26		26		27		26		29		29		30		25		25		24		23		22		22

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		IPC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		IPC		Mandatory		Completed																																				0		0		0		0		0		0		0		3		0		4		4		5		1		1		1		1		1		2

		Training		576_Training_1		Practice Services		Clinical		HHS		IPC		Mandatory		Completed																																				12		16		13		11		11		11		11		11		10		9		9		9		9		9		8		8		9		9

		Training		576_Training_1		Practice Services		Operational		HHS		IPC		Mandatory		Completed																																				3		5		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3

		Training		576_Training_1		Urgent Care		Clinical		IUC		IPC		Mandatory		Completed																																				55		74		59		62		62		65		65		66		65		65		64		63		56		55		54		53		52		51

		Training		576_Training_1		Urgent Care		Operational		IUC		IPC		Mandatory		Completed																																				101		167		107		106		110		108		108		104		104		103		102		101		108		108		107		105		104		100

		Training		576_Training_1		Head Office		*		Osprey		IPC		Mandatory		Completed																																				16		23		25		17		20		20		20		23		22		20		20		19		20		20		19		21		21		21

		Training		576_Training_1		Practice Services		Clinical		BMC		Moving & Handling		Mandatory		Completed																																				18		43		19		21		20		19		19		21		21		21		21		21		21		21		21		21		21		20

		Training		576_Training_1		Practice Services		Operational		BMC		Moving & Handling		Mandatory		Completed																																				18		22		20		20		21		22		22		21		21		21		21		20		20		17		22		25		24		24

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Moving & Handling		Mandatory		Completed																																				16		21		14		17		15		17		17		18		18		18		17		17		17		14		17		16		16		14

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Moving & Handling		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Moving & Handling		Mandatory		Completed																																				62		73		65		65		63		65		65		66		64		63		62		60		65		61		64		63		63		58

		Training		576_Training_1		Practice Services		Operational		CKMP		Moving & Handling		Mandatory		Completed																																				27		27		29		26		27		26		26		27		25		29		29		28		19		18		24		25		25		25

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Moving & Handling		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Moving & Handling		Mandatory		Completed																																				0		0		0		0		0		0		0		3		0		3		4		4		1		1		1		1		1		2

		Training		576_Training_1		Practice Services		Clinical		HHS		Moving & Handling		Mandatory		Completed																																				18		27		20		19		19		19		19		18		16		16		16		14		17		17		19		17		18		18

		Training		576_Training_1		Practice Services		Operational		HHS		Moving & Handling		Mandatory		Completed																																				3		5		2		2		3		3		3		3		3		3		3		3		3		3		3		3		3		3

		Training		576_Training_1		Urgent Care		Clinical		IUC		Moving & Handling		Mandatory		Completed																																				87		125		97		89		91		94		94		107		109		108		102		102		94		93		96		96		93		88

		Training		576_Training_1		Urgent Care		Operational		IUC		Moving & Handling		Mandatory		Completed																																				99		164		105		98		108		104		104		102		103		103		99		95		99		105		107		106		104		104

		Training		576_Training_1		Head Office		*		Osprey		Moving & Handling		Mandatory		Completed																																				34		44		38		39		37		35		35		40		40		39		38		38		39		39		38		39		39		37

		Training		576_Training_1		Practice Services		Clinical		BMC		Prevent		Mandatory		Completed																																				10		23		11		11		12		12		12		12		11		11		11		11		11		11		11		11		11		11

		Training		576_Training_1		Practice Services		Operational		BMC		Prevent		Mandatory		Completed																																				19		22		22		22		22		21		21		20		20		20		19		18		18		18		17		19		17		18

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Prevent		Mandatory		Completed																																				10		13		11		11		11		11		11		11		11		11		11		11		11		10		10		10		10		10

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Prevent		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Prevent		Mandatory		Completed																																				31		38		40		33		36		36		36		35		22		21		21		21		23		22		22		22		22		21

		Training		576_Training_1		Practice Services		Operational		CKMP		Prevent		Mandatory		Completed																																				29		29		29		26		26		25		25		25		24		26		26		28		24		24		24		23		23		23

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Prevent		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Prevent		Mandatory		Completed																																				0		0		0		0		0		0		0		3		0		4		4		4		0		1		1		1		1		2

		Training		576_Training_1		Practice Services		Clinical		HHS		Prevent		Mandatory		Completed																																				11		14		11		10		10		10		10		11		8		8		8		8		8		8		7		8		8		6

		Training		576_Training_1		Practice Services		Operational		HHS		Prevent		Mandatory		Completed																																				3		5		3		3		3		3		3		3		2		2		2		2		2		2		2		2		3		3

		Training		576_Training_1		Urgent Care		Clinical		IUC		Prevent		Mandatory		Completed																																				54		74		59		59		63		66		66		69		66		66		63		63		57		56		55		53		51		49

		Training		576_Training_1		Urgent Care		Operational		IUC		Prevent		Mandatory		Completed																																				102		167		105		106		110		107		107		105		108		104		103		104		105		106		107		105		104		102

		Training		576_Training_1		Head Office		*		Osprey		Prevent		Mandatory		Completed																																				37		46		40		38		39		38		38		40		37		36		34		33		34		34		32		32		33		33

		Training		576_Training_1		Practice Services		Clinical		BMC		SSC		Mandatory		Completed																																				0		0		0		0		10		10		10		10		10		3		3		10		3		3		10		3		0		0

		Training		576_Training_1		Practice Services		Operational		BMC		SSC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		SSC		Mandatory		Completed																																				0		0		0		0		7		8		8		9		9		1		1		3		1		1		2		1		0		0

		Training		576_Training_1		Practice Services		Operational		BMC WIC		SSC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		SSC		Mandatory		Completed																																				0		0		0		0		13		14		14		15		14		14		14		14		14		14		14		14		2		2

		Training		576_Training_1		Practice Services		Operational		CKMP		SSC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		SSC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		SSC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		HHS		SSC		Mandatory		Completed																																				0		0		0		0		1		1		1		2		2		1		1		2		1		1		2		1		0		0

		Training		576_Training_1		Practice Services		Operational		HHS		SSC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		SSC		Mandatory		Completed																																				0		2		0		0		48		54		54		58		56		28		36		55		22		21		47		21		16		17

		Training		576_Training_1		Urgent Care		Operational		IUC		SSC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Head Office		*		Osprey		SSC		Mandatory		Completed																																				0		0		0		0		3		3		3		3		3		1		1		3		1		1		3		1		1		1

		Training		576_Training_1		Practice Services		Clinical		BMC		SVA		Mandatory		Completed																																				7		15		8		8		8		8		8		10		15		11		5		5		3		4		4		4		6		6

		Training		576_Training_1		Practice Services		Operational		BMC		SVA		Mandatory		Completed																																				20		24		24		22		25		24		24		23		23		31		23		22		21		21		21		23		21		21

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		SVA		Mandatory		Completed																																				6		8		6		6		7		7		7		8		12		10		4		4		4		5		5		5		6		5

		Training		576_Training_1		Practice Services		Operational		BMC WIC		SVA		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		SVA		Mandatory		Completed																																				30		35		34		32		32		33		33		35		36		32		12		12		14		14		15		15		16		25

		Training		576_Training_1		Practice Services		Operational		CKMP		SVA		Mandatory		Completed																																				27		27		27		24		26		27		27		28		27		43		29		31		26		26		26		24		24		24

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		SVA		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		SVA		Mandatory		Completed																																				0		0		0		0		0		0		0		3		0		8		4		4		1		1		1		1		1		2

		Training		576_Training_1		Practice Services		Clinical		HHS		SVA		Mandatory		Completed																																				10		15		11		9		9		9		9		11		13		4		3		3		5		5		5		5		6		7

		Training		576_Training_1		Practice Services		Operational		HHS		SVA		Mandatory		Completed																																				3		5		3		3		3		3		3		3		3		4		3		3		3		3		3		3		3		3

		Training		576_Training_1		Urgent Care		Clinical		IUC		SVA		Mandatory		Completed																																				51		74		61		55		64		68		68		71		96		72		37		35		32		34		37		36		33		28

		Training		576_Training_1		Urgent Care		Operational		IUC		SVA		Mandatory		Completed																																				111		170		114		103		109		107		107		104		105		207		101		104		108		108		107		106		104		104

		Training		576_Training_1		Head Office		*		Osprey		SVA		Mandatory		Completed																																				15		21		25		15		23		26		26		31		31		59		29		29		29		30		28		30		29		30

		Training		576_Training_1		Practice Services		Clinical		BMC		SVC		Mandatory		Completed																																				7		16		9		8		7		8		8		8		17		5		7		7		7		9		9		9		9		10

		Training		576_Training_1		Practice Services		Operational		BMC		SVC		Mandatory		Completed																																				19		21		21		11		16		18		18		19		19		11		19		19		18		18		18		20		17		18

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		SVC		Mandatory		Completed																																				6		8		7		7		8		8		8		8		10		0		4		4		3		3		3		2		3		3

		Training		576_Training_1		Practice Services		Operational		BMC WIC		SVC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		SVC		Mandatory		Completed																																				28		33		31		28		31		31		31		34		55		13		26		25		25		25		23		23		24		24

		Training		576_Training_1		Practice Services		Operational		CKMP		SVC		Mandatory		Completed																																				26		26		27		18		22		22		22		25		24		12		26		28		24		24		24		23		23		23

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		SVC		Mandatory		Completed																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		SVC		Mandatory		Completed																																				0		0		0		0		0		0		0		3		0		1		5		5		0		1		1		1		1		3

		Training		576_Training_1		Practice Services		Clinical		HHS		SVC		Mandatory		Completed																																				6		9		8		6		7		7		7		7		7		3		2		2		2		2		2		2		2		1

		Training		576_Training_1		Practice Services		Operational		HHS		SVC		Mandatory		Completed																																				0		2		2		0		2		2		2		2		2		1		2		2		2		2		2		2		2		2

		Training		576_Training_1		Urgent Care		Clinical		IUC		SVC		Mandatory		Completed																																				48		66		53		50		52		58		58		63		70		8		32		33		33		32		34		33		34		28

		Training		576_Training_1		Urgent Care		Operational		IUC		SVC		Mandatory		Completed																																				104		161		105		105		109		106		106		105		106		0		100		103		108		109		108		105		105		105

		Training		576_Training_1		Head Office		*		Osprey		SVC		Mandatory		Completed																																				15		21		22		14		25		25		25		31		36		2		31		31		31		31		28		29		30		29

		Training		576_Training_1		Practice Services		Clinical		BMC		Awareness of Mental Capacity Act		Mandatory		Required																																				5		12		4		4		4		3		3		2		2		2		2		2		2		2		2		1		1		1

		Training		576_Training_1		Practice Services		Operational		BMC		Awareness of Mental Capacity Act		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Awareness of Mental Capacity Act		Mandatory		Required																																				7		7		7		7		6		5		5		3		3		3		3		3		3		2		2		3		3		3

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Awareness of Mental Capacity Act		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Awareness of Mental Capacity Act		Mandatory		Required																																				2		3		4		2		2		2		2		2		7		7		7		8		9		6		5		5		4		4

		Training		576_Training_1		Practice Services		Operational		CKMP		Awareness of Mental Capacity Act		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Awareness of Mental Capacity Act		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Awareness of Mental Capacity Act		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		HHS		Awareness of Mental Capacity Act		Mandatory		Required																																				3		3		4		4		4		4		4		3		3		6		6		6		6		6		6		6		5		5

		Training		576_Training_1		Practice Services		Operational		HHS		Awareness of Mental Capacity Act		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		Awareness of Mental Capacity Act		Mandatory		Required																																				11		13		14		13		14		15		15		9		15		20		18		17		13		14		19		20		20		20

		Training		576_Training_1		Urgent Care		Operational		IUC		Awareness of Mental Capacity Act		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Head Office		*		Osprey		Awareness of Mental Capacity Act		Mandatory		Required																																				0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		BMC		BLS		Mandatory		Required																																				6		6		4		3		3		3		3		1		1		1		3		3		3		3		1		1		0		3

		Training		576_Training_1		Practice Services		Operational		BMC		BLS		Mandatory		Required																																				5		8		4		4		5		4		4		4		6		5		5		6		8		8		6		5		6		7

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		BLS		Mandatory		Required																																				4		3		3		3		3		3		3		2		2		3		3		4		4		5		4		4		6		5

		Training		576_Training_1		Practice Services		Operational		BMC WIC		BLS		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		BLS		Mandatory		Required																																				4		8		5		5		4		2		2		2		3		2		4		20		20		16		2		1		3		4

		Training		576_Training_1		Practice Services		Operational		CKMP		BLS		Mandatory		Required																																				5		4		3		2		2		2		2		2		4		5		8		8		11		7		5		4		4		6

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		BLS		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		BLS		Mandatory		Required																																				0		1		2		0		0		0		0		13		9		11		6		6		5		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		HHS		BLS		Mandatory		Required																																				4		5		5		6		4		3		3		2		2		2		2		2		2		2		2		2		5		6

		Training		576_Training_1		Practice Services		Operational		HHS		BLS		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		1		1		2		2		1		1		1		1

		Training		576_Training_1		Urgent Care		Clinical		IUC		BLS		Mandatory		Required																																				16		24		20		20		15		9		9		6		7		10		8		8		8		9		10		13		32		32

		Training		576_Training_1		Urgent Care		Operational		IUC		BLS		Mandatory		Required																																				19		18		8		5		11		9		9		2		5		4		7		12		15		12		13		10		13		20

		Training		576_Training_1		Head Office		*		Osprey		BLS		Mandatory		Required																																				0		2		0		1		3		3		3		2		3		3		4		7		7		7		5		5		5		5

		Training		576_Training_1		Practice Services		Clinical		BMC		Chaperone 		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		BMC		Chaperone 		Mandatory		Required																																				9		13		12		10		10		4		4		3		3		3		4		4		4		4		5		5		5		4

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Chaperone 		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Chaperone 		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Chaperone 		Mandatory		Required																																				1		1		0		1		2		1		1		0		1		1		1		1		1		1		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		CKMP		Chaperone 		Mandatory		Required																																				4		3		3		2		2		3		3		2		4		5		3		4		1		2		4		4		3		2

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Chaperone 		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Chaperone 		Mandatory		Required																																				0		1		2		0		0		0		0		14		9		10		6		6		5		5		5		5		5		3

		Training		576_Training_1		Practice Services		Clinical		HHS		Chaperone 		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		HHS		Chaperone 		Mandatory		Required																																				1		2		1		1		1		0		0		0		0		0		0		0		0		0		0		0		1		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		Chaperone 		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		IUC		Chaperone 		Mandatory		Required																																				37		48		26		11		13		6		6		2		4		1		4		8		10		7		8		8		7		5

		Training		576_Training_1		Head Office		*		Osprey		Chaperone 		Mandatory		Required																																				0		4		2		0		3		3		3		2		2		2		2		2		2		2		2		2		2		2

		Training		576_Training_1		Practice Services		Clinical		BMC		Conflict Resolution		Mandatory		Required																																				2		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Training		576_Training_1		Practice Services		Operational		BMC		Conflict Resolution		Mandatory		Required																																				4		7		2		2		3		3		3		3		3		3		3		3		3		4		6		4		5		4

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Conflict Resolution		Mandatory		Required																																				2		1		1		1		1		1		1		0		0		0		0		0		0		2		2		2		2		2

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Conflict Resolution		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Conflict Resolution		Mandatory		Required																																				3		5		2		3		5		1		1		1		1		2		2		3		4		4		8		5		5		8

		Training		576_Training_1		Practice Services		Operational		CKMP		Conflict Resolution		Mandatory		Required																																				4		2		1		0		0		1		1		1		3		2		2		1		1		1		2		3		5		6

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Conflict Resolution		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Conflict Resolution		Mandatory		Required																																				0		1		2		0		0		0		0		14		9		8		7		5		4		4		4		4		4		3

		Training		576_Training_1		Practice Services		Clinical		HHS		Conflict Resolution		Mandatory		Required																																				2		2		3		3		3		3		3		3		3		4		4		4		4		4		4		4		4		5

		Training		576_Training_1		Practice Services		Operational		HHS		Conflict Resolution		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		Conflict Resolution		Mandatory		Required																																				13		21		16		14		13		7		7		3		5		8		7		10		10		11		11		13		14		16

		Training		576_Training_1		Urgent Care		Operational		IUC		Conflict Resolution		Mandatory		Required																																				15		19		9		4		7		5		5		1		3		0		3		10		7		5		3		4		5		10

		Training		576_Training_1		Head Office		*		Osprey		Conflict Resolution		Mandatory		Required																																				0		2		1		0		2		2		2		2		2		2		2		2		3		3		3		2		2		1

		Training		576_Training_1		Practice Services		Clinical		BMC		Customer Service		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		BMC		Customer Service		Mandatory		Required																																				9		9		9		10		10		10		10		11		11		9		10		11		9		9		12		10		9		6

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Customer Service		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Customer Service		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Customer Service		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		CKMP		Customer Service		Mandatory		Required																																				5		4		4		3		3		4		4		4		5		5		5		5		5		5		5		5		5		7

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Customer Service		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Customer Service		Mandatory		Required																																				0		1		2		0		0		0		0		15		9		8		7		7		6		6		6		6		6		4

		Training		576_Training_1		Practice Services		Clinical		HHS		Customer Service		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		HHS		Customer Service		Mandatory		Required																																				0		1		2		0		1		1		1		1		1		1		1		1		1		1		1		1		1		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		Customer Service		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		IUC		Customer Service		Mandatory		Required																																				25		36		22		26		35		33		33		24		15		3		5		11		7		6		6		10		10		9

		Training		576_Training_1		Head Office		*		Osprey		Customer Service		Mandatory		Required																																				2		4		2		2		4		5		5		4		4		4		4		4		3		3		3		2		2		2

		Training		576_Training_1		Practice Services		Clinical		BMC		E&D		Mandatory		Required																																				3		4		3		2		2		2		2		2		2		2		2		2		2		2		2		2		1		1

		Training		576_Training_1		Practice Services		Operational		BMC		E&D		Mandatory		Required																																				5		8		4		3		4		2		2		3		3		5		6		5		5		5		7		6		8		6

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		E&D		Mandatory		Required																																				3		1		2		2		2		1		1		0		0		0		0		0		0		1		1		1		1		1

		Training		576_Training_1		Practice Services		Operational		BMC WIC		E&D		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		E&D		Mandatory		Required																																				4		6		3		4		6		3		3		2		2		3		3		4		5		5		6		4		4		5

		Training		576_Training_1		Practice Services		Operational		CKMP		E&D		Mandatory		Required																																				1		0		1		0		0		1		1		1		3		1		0		1		1		1		1		2		4		3

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		E&D		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		E&D		Mandatory		Required																																				0		1		2		0		0		0		0		12		9		8		7		7		6		6		6		6		6		4

		Training		576_Training_1		Practice Services		Clinical		HHS		E&D		Mandatory		Required																																				2		2		2		2		2		2		2		2		2		3		4		4		4		4		4		4		4		4

		Training		576_Training_1		Practice Services		Operational		HHS		E&D		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		1		1		1		1		1		1		1

		Training		576_Training_1		Urgent Care		Clinical		IUC		E&D		Mandatory		Required																																				11		18		16		12		13		5		5		2		5		8		9		8		7		8		10		10		8		9

		Training		576_Training_1		Urgent Care		Operational		IUC		E&D		Mandatory		Required																																				11		16		6		4		7		6		6		2		3		1		3		9		5		2		5		5		4		7

		Training		576_Training_1		Head Office		*		Osprey		E&D		Mandatory		Required																																				2		7		3		4		6		6		6		3		4		3		3		4		3		3		5		3		4		4

		Training		576_Training_1		Practice Services		Clinical		BMC		FGM		Mandatory		Required																																				3		3		3		2		2		2		2		2		2		2		2		2		2		3		3		3		2		2

		Training		576_Training_1		Practice Services		Operational		BMC		FGM		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		FGM		Mandatory		Required																																				7		7		8		7		7		7		7		3		3		3		3		3		3		4		4		5		4		4

		Training		576_Training_1		Practice Services		Operational		BMC WIC		FGM		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		FGM		Mandatory		Required																																				4		6		2		4		3		2		2		1		2		1		1		2		3		3		7		8		6		7

		Training		576_Training_1		Practice Services		Operational		CKMP		FGM		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		FGM		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		FGM		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		HHS		FGM		Mandatory		Required																																				3		7		6		6		6		5		5		3		3		3		3		3		3		3		3		3		4		5

		Training		576_Training_1		Practice Services		Operational		HHS		FGM		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		FGM		Mandatory		Required																																				14		23		16		15		17		13		13		6		8		9		9		11		9		10		10		11		11		12

		Training		576_Training_1		Urgent Care		Operational		IUC		FGM		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Head Office		*		Osprey		FGM		Mandatory		Required																																				1		1		0		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		BMC		Fire Safety		Statutory		Required																																				0		0		0		1		2		1		1		1		1		1		1		1		1		1		1		1		1		0

		Training		576_Training_1		Practice Services		Operational		BMC		Fire Safety		Statutory		Required																																				6		6		4		4		4		3		3		3		3		3		4		5		5		5		7		5		6		5

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Fire Safety		Statutory		Required																																				3		1		2		2		2		1		1		0		0		0		0		1		1		2		2		2		2		3

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Fire Safety		Statutory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Fire Safety		Statutory		Required																																				2		3		1		3		5		4		4		1		1		3		3		4		5		5		6		5		4		4

		Training		576_Training_1		Practice Services		Operational		CKMP		Fire Safety		Statutory		Required																																				3		2		2		0		0		1		1		1		3		2		0		0		0		1		1		1		1		1

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Fire Safety		Statutory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Fire Safety		Statutory		Required																																				0		1		2		0		0		0		0		12		9		8		6		6		6		5		5		5		5		4

		Training		576_Training_1		Practice Services		Clinical		HHS		Fire Safety		Statutory		Required																																				0		0		1		1		1		1		1		2		1		1		2		3		3		3		3		2		1		2

		Training		576_Training_1		Practice Services		Operational		HHS		Fire Safety		Statutory		Required																																				1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1

		Training		576_Training_1		Urgent Care		Clinical		IUC		Fire Safety		Statutory		Required																																				12		19		13		11		8		5		5		2		3		8		6		7		6		7		9		11		13		16

		Training		576_Training_1		Urgent Care		Operational		IUC		Fire Safety		Statutory		Required																																				12		25		6		6		9		4		4		1		2		0		4		6		6		2		4		4		5		9

		Training		576_Training_1		Head Office		*		Osprey		Fire Safety		Statutory		Required																																				2		9		2		4		7		9		9		6		6		6		6		7		6		5		8		8		6		6

		Training		576_Training_1		Practice Services		Clinical		BMC		Health, Safety & Welfare		Statutory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		0

		Training		576_Training_1		Practice Services		Operational		BMC		Health, Safety & Welfare		Statutory		Required																																				5		8		3		3		4		2		2		2		2		3		3		3		3		3		5		4		5		4

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Health, Safety & Welfare		Statutory		Required																																				1		1		1		2		2		2		2		0		0		0		0		0		0		1		2		2		1		1

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Health, Safety & Welfare		Statutory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Health, Safety & Welfare		Statutory		Required																																				3		6		4		4		5		2		2		2		2		4		4		5		5		4		5		4		5		8

		Training		576_Training_1		Practice Services		Operational		CKMP		Health, Safety & Welfare		Statutory		Required																																				2		1		1		0		0		1		1		1		3		2		0		0		1		1		0		2		4		5

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Health, Safety & Welfare		Statutory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Health, Safety & Welfare		Statutory		Required																																				0		1		2		0		0		0		0		12		9		8		7		7		7		6		6		6		6		4

		Training		576_Training_1		Practice Services		Clinical		HHS		Health, Safety & Welfare		Statutory		Required																																				1		1		2		2		2		2		2		2		2		2		3		3		3		3		3		3		3		5

		Training		576_Training_1		Practice Services		Operational		HHS		Health, Safety & Welfare		Statutory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		Health, Safety & Welfare		Statutory		Required																																				11		16		15		12		13		9		9		3		5		7		8		8		8		9		11		12		12		13

		Training		576_Training_1		Urgent Care		Operational		IUC		Health, Safety & Welfare		Statutory		Required																																				10		15		6		4		7		5		5		4		4		0		3		7		5		3		5		4		6		8

		Training		576_Training_1		Head Office		*		Osprey		Health, Safety & Welfare		Statutory		Required																																				3		11		4		4		6		6		6		5		5		4		4		5		4		5		8		8		7		7

		Training		576_Training_1		Practice Services		Clinical		BMC		IG		Statutory		Required																																				11		14		7		7		9		8		8		3		3		3		4		2		2		3		3		3		4		3

		Training		576_Training_1		Practice Services		Operational		BMC		IG		Statutory		Required																																				13		14		6		6		7		8		8		8		8		7		7		9		10		11		13		14		15		14

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		IG		Statutory		Required																																				20		23		20		18		18		16		16		6		6		6		6		6		8		10		10		12		10		8

		Training		576_Training_1		Practice Services		Operational		BMC WIC		IG		Statutory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		IG		Statutory		Required																																				25		19		11		9		8		5		5		4		4		3		3		5		7		8		11		12		4		17

		Training		576_Training_1		Practice Services		Operational		CKMP		IG		Statutory		Required																																				22		11		4		1		1		3		3		4		8		12		4		3		3		8		10		10		9		8

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		IG		Statutory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		IG		Statutory		Required																																				0		2		4		0		0		0		0		26		18		20		10		4		4		2		2		2		2		2

		Training		576_Training_1		Practice Services		Clinical		HHS		IG		Statutory		Required																																				10		8		7		6		5		3		3		5		4		4		6		2		2		2		2		2		4		7

		Training		576_Training_1		Practice Services		Operational		HHS		IG		Statutory		Required																																				2		3		2		1		1		1		1		0		0		0		0		1		0		0		1		0		0		1

		Training		576_Training_1		Urgent Care		Clinical		IUC		IG		Statutory		Required																																				61		74		63		64		54		41		41		19		21		18		22		22		11		13		20		20		32		45

		Training		576_Training_1		Urgent Care		Operational		IUC		IG		Statutory		Required																																				80		85		55		35		40		31		31		13		19		10		10		19		17		10		12		21		14		18

		Training		576_Training_1		Head Office		*		Osprey		IG		Statutory		Required																																				24		33		14		20		20		20		20		9		11		11		9		8		6		7		10		13		12		13

		Training		576_Training_1		Practice Services		Clinical		BMC		IPC		Mandatory		Required																																				3		2		2		2		2		2		2		2		2		2		2		2		2		2		2		2		1		1

		Training		576_Training_1		Practice Services		Operational		BMC		IPC		Mandatory		Required																																				5		8		3		3		4		3		3		2		2		5		5		5		6		6		8		7		8		7

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		IPC		Mandatory		Required																																				2		1		2		2		2		1		1		0		0		0		0		0		0		1		1		1		1		1

		Training		576_Training_1		Practice Services		Operational		BMC WIC		IPC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		IPC		Mandatory		Required																																				2		3		1		2		3		1		1		1		1		1		1		2		3		3		4		3		3		8

		Training		576_Training_1		Practice Services		Operational		CKMP		IPC		Mandatory		Required																																				2		1		1		0		0		1		1		1		3		2		2		0		0		0		1		2		3		3

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		IPC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		IPC		Mandatory		Required																																				0		1		2		0		0		0		0		12		9		8		7		6		5		5		5		5		5		3

		Training		576_Training_1		Practice Services		Clinical		HHS		IPC		Mandatory		Required																																				0		0		0		1		1		1		1		2		2		3		3		3		3		3		4		4		3		4

		Training		576_Training_1		Practice Services		Operational		HHS		IPC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		IPC		Mandatory		Required																																				8		14		10		6		7		5		5		4		7		10		9		11		11		12		15		17		17		17

		Training		576_Training_1		Urgent Care		Operational		IUC		IPC		Mandatory		Required																																				13		16		5		4		6		4		4		3		7		1		5		11		6		3		6		5		5		8

		Training		576_Training_1		Head Office		*		Osprey		IPC		Mandatory		Required																																				3		6		3		2		4		4		4		5		7		6		6		8		6		6		7		4		4		4

		Training		576_Training_1		Practice Services		Clinical		BMC		Moving & Handling		Mandatory		Required																																				5		4		3		2		3		4		4		2		2		2		2		2		2		3		3		3		2		3

		Training		576_Training_1		Practice Services		Operational		BMC		Moving & Handling		Mandatory		Required																																				6		8		5		4		5		3		3		3		3		3		3		4		4		7		6		3		3		2

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Moving & Handling		Mandatory		Required																																				10		8		12		9		11		8		8		4		4		4		5		5		5		8		5		6		6		8

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Moving & Handling		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Moving & Handling		Mandatory		Required																																				6		10		4		7		10		5		5		4		6		5		6		10		11		11		7		7		7		10

		Training		576_Training_1		Practice Services		Operational		CKMP		Moving & Handling		Mandatory		Required																																				3		2		1		0		0		1		1		2		4		3		3		3		6		7		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Moving & Handling		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Moving & Handling		Mandatory		Required																																				0		1		2		0		0		0		0		12		9		10		7		7		6		6		6		6		6		4

		Training		576_Training_1		Practice Services		Clinical		HHS		Moving & Handling		Mandatory		Required																																				6		5		5		5		5		5		5		8		8		8		8		10		7		7		5		7		6		8

		Training		576_Training_1		Practice Services		Operational		HHS		Moving & Handling		Mandatory		Required																																				0		0		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		Moving & Handling		Mandatory		Required																																				26		36		24		32		32		31		31		17		19		26		29		31		26		29		26		28		27		31

		Training		576_Training_1		Urgent Care		Operational		IUC		Moving & Handling		Mandatory		Required																																				15		21		7		12		7		7		7		4		7		1		7		18		16		7		3		3		4		5

		Training		576_Training_1		Head Office		*		Osprey		Moving & Handling		Mandatory		Required																																				8		14		6		5		9		10		10		6		6		5		6		7		5		5		4		3		3		5

		Training		576_Training_1		Practice Services		Clinical		BMC		Prevent		Mandatory		Required																																				2		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0

		Training		576_Training_1		Practice Services		Operational		BMC		Prevent		Mandatory		Required																																				5		7		2		2		3		3		3		3		3		3		4		5		5		5		8		6		7		5

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		Prevent		Mandatory		Required																																				3		2		2		2		2		1		1		0		0		0		0		0		0		1		1		1		1		1

		Training		576_Training_1		Practice Services		Operational		BMC WIC		Prevent		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		Prevent		Mandatory		Required																																				3		4		3		3		4		3		3		3		2		2		2		2		3		3		3		2		2		3

		Training		576_Training_1		Practice Services		Operational		CKMP		Prevent		Mandatory		Required																																				1		0		0		0		0		1		1		1		3		3		3		0		0		0		0		1		1		1

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		Prevent		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		Prevent		Mandatory		Required																																				0		1		2		0		0		0		0		12		9		8		7		7		7		6		6		6		6		4

		Training		576_Training_1		Practice Services		Clinical		HHS		Prevent		Mandatory		Required																																				1		2		2		2		2		2		2		3		4		4		4		4		4		4		5		4		4		7

		Training		576_Training_1		Practice Services		Operational		HHS		Prevent		Mandatory		Required																																				0		0		0		0		0		0		0		0		1		1		1		1		1		1		1		1		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		Prevent		Mandatory		Required																																				9		14		12		9		8		6		6		4		6		7		8		10		9		11		12		15		17		17

		Training		576_Training_1		Urgent Care		Operational		IUC		Prevent		Mandatory		Required																																				12		18		7		4		6		5		5		2		3		0		4		8		9		5		6		5		5		8

		Training		576_Training_1		Head Office		*		Osprey		Prevent		Mandatory		Required																																				2		5		2		3		5		5		5		3		6		5		7		9		7		7		7		6		5		4

		Training		576_Training_1		Practice Services		Clinical		BMC		SSC		Mandatory		Required																																				0		20		0		0		2		2		2		2		2		2		2		2		2		2		2		2		0		0

		Training		576_Training_1		Practice Services		Operational		BMC		SSC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		SSC		Mandatory		Required																																				0		15		0		0		6		4		4		2		2		1		1		1		1		1		1		1		1		1

		Training		576_Training_1		Practice Services		Operational		BMC WIC		SSC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		SSC		Mandatory		Required																																				0		21		0		0		2		2		2		1		1		1		1		2		3		3		3		3		0		0

		Training		576_Training_1		Practice Services		Operational		CKMP		SSC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		SSC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		SSC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		HHS		SSC		Mandatory		Required																																				0		4		0		0		1		1		1		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Operational		HHS		SSC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		SSC		Mandatory		Required																																				0		84		0		0		20		20		20		18		9		10		11		14		10		11		16		14		13		15

		Training		576_Training_1		Urgent Care		Operational		IUC		SSC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Head Office		*		Osprey		SSC		Mandatory		Required																																				0		4		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		BMC		SVA		Mandatory		Required																																				5		9		4		4		4		4		4		2		37		15		5		6		7		7		8		7		5		6

		Training		576_Training_1		Practice Services		Operational		BMC		SVA		Mandatory		Required																																				5		6		2		3		3		3		3		3		3		3		3		4		5		5		7		5		6		5

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		SVA		Mandatory		Required																																				7		7		7		7		6		5		5		3		36		23		7		7		6		5		6		5		4		5

		Training		576_Training_1		Practice Services		Operational		BMC WIC		SVA		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		SVA		Mandatory		Required																																				4		8		2		4		6		4		4		2		88		61		23		25		24		22		23		21		19		10

		Training		576_Training_1		Practice Services		Operational		CKMP		SVA		Mandatory		Required																																				3		2		1		3		2		1		1		1		3		5		3		0		0		0		0		2		1		1

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		SVA		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		SVA		Mandatory		Required																																				0		1		2		0		0		0		0		12		9		8		7		7		6		6		6		6		6		4

		Training		576_Training_1		Practice Services		Clinical		HHS		SVA		Mandatory		Required																																				2		1		2		3		3		3		3		2		42		18		7		9		6		6		7		6		5		5

		Training		576_Training_1		Practice Services		Operational		HHS		SVA		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		SVA		Mandatory		Required																																				12		14		13		13		11		8		8		6		218		116		34		38		31		30		29		29		31		37

		Training		576_Training_1		Urgent Care		Operational		IUC		SVA		Mandatory		Required																																				10		12		4		7		7		5		5		3		6		1		5		7		6		5		5		4		5		7

		Training		576_Training_1		Head Office		*		Osprey		SVA		Mandatory		Required																																				7		13		9		9		18		15		15		11		17		15		10		12		9		8		10		6		7		6

		Training		576_Training_1		Practice Services		Clinical		BMC		SVC		Mandatory		Required																																				4		5		4		3		4		3		3		3		19		4		6		8		7		4		5		4		3		2

		Training		576_Training_1		Practice Services		Operational		BMC		SVC		Mandatory		Required																																				5		5		4		13		9		6		6		3		3		2		2		3		3		3		6		3		5		3

		Training		576_Training_1		Practice Services		Clinical		BMC WIC		SVC		Mandatory		Required																																				4		4		3		2		2		2		2		1		25		11		6		7		7		7		8		8		7		7

		Training		576_Training_1		Practice Services		Operational		BMC WIC		SVC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Practice Services		Clinical		CKMP		SVC		Mandatory		Required																																				5		8		6		7		6		5		5		2		37		21		8		11		12		10		15		12		11		10

		Training		576_Training_1		Practice Services		Operational		CKMP		SVC		Mandatory		Required																																				4		3		2		8		5		5		5		2		4		2		4		1		0		0		0		1		1		1

		Training		576_Training_1		Urgent Care		Clinical		COVID-19		SVC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Operational		COVID-19		SVC		Mandatory		Required																																				0		1		2		0		0		0		0		12		9		8		7		7		7		6		6		6		6		3

		Training		576_Training_1		Practice Services		Clinical		HHS		SVC		Mandatory		Required																																				1		1		0		1		1		1		1		2		6		1		2		5		2		2		5		2		2		4

		Training		576_Training_1		Practice Services		Operational		HHS		SVC		Mandatory		Required																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_1		Urgent Care		Clinical		IUC		SVC		Mandatory		Required																																				19		24		16		17		16		10		10		11		173		49		40		46		29		31		39		32		30		37

		Training		576_Training_1		Urgent Care		Operational		IUC		SVC		Mandatory		Required																																				10		13		6		5		6		5		5		1		4		0		6		8		6		3		4		6		5		6

		Training		576_Training_1		Head Office		*		Osprey		SVC		Mandatory		Required																																				3		9		6		6		16		16		16		11		13		3		8		11		7		7		11		7		6		7

		Training		576_Training_2		Urgent Care		Clinical		IUC		Awareness of Mental Capacity Act		Mandatory		Completed		ECP																																		6		7		7		7		7		7		7		6		6		5		5		5		5		5		5		5		5		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		Awareness of Mental Capacity Act		Mandatory		Completed		GP																																		12		23		12		11		11		12		12		13		11		12		11		11		12		12		11		11		11		11

		Training		576_Training_2		Urgent Care		Clinical		IUC		Awareness of Mental Capacity Act		Mandatory		Completed		Nurse																																		34		41		34		34		34		32		32		38		35		34		34		36		34		32		32		32		31		31

		Training		576_Training_2		Urgent Care		Operational		IUC		Awareness of Mental Capacity Act		Mandatory		Completed		Operational																																		0		0		0		0		0		0		0		1		0		1		1		1		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		BLS		Mandatory		Completed		ECP																																		5		6		7		7		7		7		7		5		7		6		6		6		6		6		5		5		3		3

		Training		576_Training_2		Urgent Care		Clinical		IUC		BLS		Mandatory		Completed		GP																																		10		21		11		10		9		12		12		12		10		10		10		10		10		10		12		11		11		11

		Training		576_Training_2		Urgent Care		Clinical		IUC		BLS		Mandatory		Completed		Nurse																																		32		36		29		28		35		38		38		43		43		43		43		44		37		37		36		35		17		17

		Training		576_Training_2		Urgent Care		Operational		IUC		BLS		Mandatory		Completed		Operational																																		95		156		104		105		104		102		102		105		105		101		100		100		99		100		98		98		94		86

		Training		576_Training_2		Urgent Care		Clinical		IUC		Chaperone 		Mandatory		Completed		ECP																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Chaperone 		Mandatory		Completed		GP																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Chaperone 		Mandatory		Completed		Nurse																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Operational		IUC		Chaperone 		Mandatory		Completed		Operational																																		77		126		86		99		102		105		105		104		106		102		103		102		104		104		105		103		103		104

		Training		576_Training_2		Urgent Care		Clinical		IUC		Conflict Resolution		Mandatory		Completed		ECP																																		5		6		6		6		6		7		7		6		7		6		6		6		6		6		5		5		5		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		Conflict Resolution		Mandatory		Completed		GP																																		9		19		9		8		9		11		11		13		12		13		12		12		13		12		13		13		13		13

		Training		576_Training_2		Urgent Care		Clinical		IUC		Conflict Resolution		Mandatory		Completed		Nurse																																		36		41		36		37		39		44		44		44		43		42		42		40		34		35		36		35		33		31

		Training		576_Training_2		Urgent Care		Operational		IUC		Conflict Resolution		Mandatory		Completed		Operational																																		99		157		103		106		109		106		106		106		107		105		104		102		106		104		107		104		102		98

		Training		576_Training_2		Urgent Care		Clinical		IUC		Customer Service		Mandatory		Completed		ECP																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Customer Service		Mandatory		Completed		GP																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Customer Service		Mandatory		Completed		Nurse																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Operational		IUC		Customer Service		Mandatory		Completed		Operational																																		89		139		90		84		83		81		81		83		95		101		101		100		105		105		105		99		98		100

		Training		576_Training_2		Urgent Care		Clinical		IUC		E&D		Mandatory		Completed		ECP																																		5		6		6		6		5		6		6		5		6		5		5		6		6		6		5		5		5		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		E&D		Mandatory		Completed		GP																																		12		22		12		11		11		13		13		14		12		13		12		12		13		11		13		13		13		13

		Training		576_Training_2		Urgent Care		Clinical		IUC		E&D		Mandatory		Completed		Nurse																																		35		41		33		36		38		43		43		45		44		43		41		42		37		37		37		38		37		36

		Training		576_Training_2		Urgent Care		Operational		IUC		E&D		Mandatory		Completed		Operational																																		103		167		106		106		109		106		106		106		108		104		105		104		108		108		107		104		104		102

		Training		576_Training_2		Urgent Care		Clinical		IUC		FGM		Mandatory		Completed		ECP																																		4		4		6		6		7		5		5		5		6		5		5		5		5		5		4		4		4		4

		Training		576_Training_2		Urgent Care		Clinical		IUC		FGM		Mandatory		Completed		GP																																		10		19		10		8		7		11		11		13		11		12		11		11		12		12		12		12		12		12

		Training		576_Training_2		Urgent Care		Clinical		IUC		FGM		Mandatory		Completed		Nurse																																		35		41		35		36		36		40		40		42		42		43		42		41		37		37		39		39		38		37

		Training		576_Training_2		Urgent Care		Operational		IUC		FGM		Mandatory		Completed		Operational																																		0		0		0		0		0		0		0		1		0		1		1		1		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Fire Safety		Statutory		Completed		ECP																																		6		7		7		7		7		7		7		6		7		6		6		6		6		6		5		5		5		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		Fire Safety		Statutory		Completed		GP																																		12		23		12		11		11		12		12		13		12		12		12		12		13		13		13		13		13		13

		Training		576_Training_2		Urgent Care		Clinical		IUC		Fire Safety		Statutory		Completed		Nurse																																		33		38		35		36		40		42		42		45		45		43		43		43		38		38		39		38		35		33

		Training		576_Training_2		Urgent Care		Operational		IUC		Fire Safety		Statutory		Completed		Operational																																		102		160		107		104		106		107		107		106		108		105		103		106		108		110		107		105		103		100

		Training		576_Training_2		Urgent Care		Clinical		IUC		Health, Safety & Welfare		Statutory		Completed		ECP																																		5		6		6		6		5		5		5		5		6		5		5		5		5		5		4		4		4		4

		Training		576_Training_2		Urgent Care		Clinical		IUC		Health, Safety & Welfare		Statutory		Completed		GP																																		12		23		12		11		11		13		13		14		12		13		12		12		13		13		13		13		13		13

		Training		576_Training_2		Urgent Care		Clinical		IUC		Health, Safety & Welfare		Statutory		Completed		Nurse																																		35		42		34		36		38		41		41		44		44		44		42		43		37		37		38		38		37		36

		Training		576_Training_2		Urgent Care		Operational		IUC		Health, Safety & Welfare		Statutory		Completed		Operational																																		104		170		106		106		109		107		107		104		107		105		105		106		109		110		108		106		103		102

		Training		576_Training_2		Urgent Care		Clinical		IUC		IG		Statutory		Completed		ECP																																		8		9		9		9		10		11		11		10		12		10		10		12		12		12		10		10		10		10

		Training		576_Training_2		Urgent Care		Clinical		IUC		IG		Statutory		Completed		GP																																		17		41		19		13		16		21		21		24		22		24		23		24		26		26		26		26		22		20

		Training		576_Training_2		Urgent Care		Clinical		IUC		IG		Statutory		Completed		Nurse																																		40		51		44		45		57		64		64		79		79		78		74		78		74		74		74		72		63		53

		Training		576_Training_2		Urgent Care		Operational		IUC		IG		Statutory		Completed		Operational																																		147		284		168		185		193		193		193		201		201		199		206		206		211		215		208		195		198		194

		Training		576_Training_2		Urgent Care		Clinical		IUC		IPC		Mandatory		Completed		ECP																																		6		7		7		7		7		7		7		6		7		6		6		6		6		6		5		5		5		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		IPC		Mandatory		Completed		GP																																		12		23		12		11		11		13		13		13		11		12		11		11		12		11		12		12		12		12

		Training		576_Training_2		Urgent Care		Clinical		IUC		IPC		Mandatory		Completed		Nurse																																		37		43		39		41		42		44		44		44		43		43		43		42		35		35		35		34		33		32

		Training		576_Training_2		Urgent Care		Operational		IUC		IPC		Mandatory		Completed		Operational																																		101		167		107		106		110		108		108		105		104		104		103		102		108		108		107		105		104		100

		Training		576_Training_2		Urgent Care		Clinical		IUC		Moving & Handling		Mandatory		Completed		ECP																																		10		12		12		12		11		11		11		10		12		10		10		11		11		11		9		9		9		9

		Training		576_Training_2		Urgent Care		Clinical		IUC		Moving & Handling		Mandatory		Completed		GP																																		22		44		22		16		19		23		23		24		22		24		24		24		25		24		25		24		23		23

		Training		576_Training_2		Urgent Care		Clinical		IUC		Moving & Handling		Mandatory		Completed		Nurse																																		55		67		61		57		54		57		57		66		66		66		60		59		53		53		59		60		56		51

		Training		576_Training_2		Urgent Care		Operational		IUC		Moving & Handling		Mandatory		Completed		Operational																																		99		164		105		98		108		104		104		104		103		105		101		97		99		105		107		106		104		104

		Training		576_Training_2		Urgent Care		Clinical		IUC		Prevent		Mandatory		Completed		ECP																																		5		6		6		6		6		6		6		5		6		5		5		5		5		4		3		3		3		3

		Training		576_Training_2		Urgent Care		Clinical		IUC		Prevent		Mandatory		Completed		GP																																		12		23		13		11		12		14		14		15		12		12		11		11		12		12		12		11		11		10

		Training		576_Training_2		Urgent Care		Clinical		IUC		Prevent		Mandatory		Completed		Nurse																																		37		44		39		39		42		45		45		45		44		44		42		42		37		37		38		37		35		33

		Training		576_Training_2		Urgent Care		Operational		IUC		Prevent		Mandatory		Completed		Operational																																		102		167		105		106		110		107		107		106		108		105		104		105		105		106		107		105		104		102

		Training		576_Training_2		Urgent Care		Clinical		IUC		SSC		Mandatory		Completed		ECP																																		0		0		0		0		6		6		6		5		6		2		3		4		2		2		3		1		1		1

		Training		576_Training_2		Urgent Care		Clinical		IUC		SSC		Mandatory		Completed		GP																																		0		1		0		0		11		13		13		13		11		5		7		11		3		3		11		3		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		SSC		Mandatory		Completed		Nurse																																		0		1		0		0		29		34		34		37		35		19		23		36		15		14		31		16		15		16

		Training		576_Training_2		Urgent Care		Operational		IUC		SSC		Mandatory		Completed		Operational																																		0		0		0		0		0		0		0		1		0		0		1		1		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVA		Mandatory		Completed		ECP																																		6		7		7		7		7		7		7		6		11		7		3		1		1		2		1		1		1		2

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVA		Mandatory		Completed		GP																																		12		23		12		11		11		13		13		12		20		18		6		6		7		8		11		10		10		8

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVA		Mandatory		Completed		Nurse																																		33		43		41		34		43		46		46		49		57		37		24		24		21		21		23		24		21		18

		Training		576_Training_2		Urgent Care		Operational		IUC		SVA		Mandatory		Completed		Operational																																		111		170		114		103		109		107		107		105		105		210		102		105		108		108		107		106		104		104

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVC		Mandatory		Completed		ECP																																		4		4		5		5		6		6		6		5		7		0		4		5		5		5		4		4		4		4

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVC		Mandatory		Completed		GP																																		11		22		10		5		5		9		9		11		25		5		8		8		8		8		9		9		9		6

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVC		Mandatory		Completed		Nurse																																		33		38		37		37		39		40		40		43		27		2		16		17		17		16		19		19		20		18

		Training		576_Training_2		Urgent Care		Operational		IUC		SVC		Mandatory		Completed		Operational																																		104		161		105		105		109		106		106		106		106		0		101		103		108		109		108		105		105		105

		Training		576_Training_2		Urgent Care		Clinical		IUC		Awareness of Mental Capacity Act		Mandatory		Required		ECP																																		0		1		0		0		0		0		0		0		1		2		2		3		3		2		2		2		2		2

		Training		576_Training_2		Urgent Care		Clinical		IUC		Awareness of Mental Capacity Act		Mandatory		Required		GP																																		0		0		0		0		0		1		1		1		1		2		2		2		1		1		3		3		3		2

		Training		576_Training_2		Urgent Care		Clinical		IUC		Awareness of Mental Capacity Act		Mandatory		Required		Nurse																																		11		11		13		12		13		14		14		8		11		13		12		10		7		9		12		13		13		14

		Training		576_Training_2		Urgent Care		Operational		IUC		Awareness of Mental Capacity Act		Mandatory		Required		Operational																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		BLS		Mandatory		Required		ECP																																		1		2		0		0		0		0		0		1		0		1		1		2		2		2		2		2		4		4

		Training		576_Training_2		Urgent Care		Clinical		IUC		BLS		Mandatory		Required		GP																																		2		2		1		1		3		1		1		2		2		4		3		3		3		3		2		3		3		2

		Training		576_Training_2		Urgent Care		Clinical		IUC		BLS		Mandatory		Required		Nurse																																		13		19		18		18		11		8		8		3		3		3		2		1		3		4		6		8		25		26

		Training		576_Training_2		Urgent Care		Operational		IUC		BLS		Mandatory		Required		Operational																																		19		18		8		5		11		9		9		2		5		4		7		12		15		12		13		10		13		20

		Training		576_Training_2		Urgent Care		Clinical		IUC		Chaperone 		Mandatory		Required		ECP																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Chaperone 		Mandatory		Required		GP																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Chaperone 		Mandatory		Required		Nurse																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Operational		IUC		Chaperone 		Mandatory		Required		Operational																																		37		48		26		11		13		6		6		2		4		1		4		8		10		7		8		8		7		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		Conflict Resolution		Mandatory		Required		ECP																																		1		2		1		1		1		0		0		0		0		1		1		2		2		2		2		2		2		2

		Training		576_Training_2		Urgent Care		Clinical		IUC		Conflict Resolution		Mandatory		Required		GP																																		3		4		3		3		3		3		3		1		0		1		1		1		0		1		1		1		1		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Conflict Resolution		Mandatory		Required		Nurse																																		9		14		11		9		7		2		2		2		3		4		3		5		6		6		6		8		9		12

		Training		576_Training_2		Urgent Care		Operational		IUC		Conflict Resolution		Mandatory		Required		Operational																																		15		19		9		4		7		5		5		1		3		0		3		10		7		5		3		4		5		10

		Training		576_Training_2		Urgent Care		Clinical		IUC		Customer Service		Mandatory		Required		ECP																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Customer Service		Mandatory		Required		GP																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Customer Service		Mandatory		Required		Nurse																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Operational		IUC		Customer Service		Mandatory		Required		Operational																																		25		36		22		26		35		33		33		24		15		3		5		11		7		6		6		10		10		9

		Training		576_Training_2		Urgent Care		Clinical		IUC		E&D		Mandatory		Required		ECP																																		1		2		1		1		2		1		1		1		1		2		2		2		2		2		2		2		2		2

		Training		576_Training_2		Urgent Care		Clinical		IUC		E&D		Mandatory		Required		GP																																		0		1		0		0		1		0		0		0		0		1		1		1		0		0		1		1		1		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		E&D		Mandatory		Required		Nurse																																		10		14		14		10		8		3		3		1		2		3		4		3		3		4		5		5		5		7

		Training		576_Training_2		Urgent Care		Operational		IUC		E&D		Mandatory		Required		Operational																																		11		16		6		4		7		6		6		2		3		1		3		9		5		2		5		5		4		7

		Training		576_Training_2		Urgent Care		Clinical		IUC		FGM		Mandatory		Required		ECP																																		2		4		1		1		0		2		2		1		1		2		2		3		3		3		3		3		3		3

		Training		576_Training_2		Urgent Care		Clinical		IUC		FGM		Mandatory		Required		GP																																		2		4		2		3		5		3		3		1		1		2		2		2		1		1		2		2		2		1

		Training		576_Training_2		Urgent Care		Clinical		IUC		FGM		Mandatory		Required		Nurse																																		10		14		12		10		10		6		6		4		4		3		3		4		3		4		3		4		4		6

		Training		576_Training_2		Urgent Care		Operational		IUC		FGM		Mandatory		Required		Operational																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		Fire Safety		Statutory		Required		ECP																																		0		1		0		0		0		0		0		0		0		1		1		2		2		2		2		2		2		2

		Training		576_Training_2		Urgent Care		Clinical		IUC		Fire Safety		Statutory		Required		GP																																		0		0		0		0		1		1		1		1		0		2		1		1		0		0		2		2		2		1

		Training		576_Training_2		Urgent Care		Clinical		IUC		Fire Safety		Statutory		Required		Nurse																																		12		17		12		10		6		4		4		1		1		3		2		2		2		3		3		5		7		10

		Training		576_Training_2		Urgent Care		Operational		IUC		Fire Safety		Statutory		Required		Operational																																		12		25		6		6		9		4		4		1		2		0		4		6		6		2		4		4		5		9

		Training		576_Training_2		Urgent Care		Clinical		IUC		Health, Safety & Welfare		Statutory		Required		ECP																																		1		2		1		1		2		2		2		1		1		2		2		3		3		3		3		3		3		3

		Training		576_Training_2		Urgent Care		Clinical		IUC		Health, Safety & Welfare		Statutory		Required		GP																																		0		0		0		0		1		1		1		0		0		1		1		1		0		0		2		2		2		1

		Training		576_Training_2		Urgent Care		Clinical		IUC		Health, Safety & Welfare		Statutory		Required		Nurse																																		10		13		13		10		8		5		5		2		2		2		3		2		3		4		4		5		5		7

		Training		576_Training_2		Urgent Care		Operational		IUC		Health, Safety & Welfare		Statutory		Required		Operational																																		10		15		6		4		7		5		5		4		4		0		3		7		5		3		5		4		6		8

		Training		576_Training_2		Urgent Care		Clinical		IUC		IG		Statutory		Required		ECP																																		4		7		5		5		4		3		3		2		2		3		4		4		4		4		4		4		4		4

		Training		576_Training_2		Urgent Care		Clinical		IUC		IG		Statutory		Required		GP																																		7		5		5		9		8		5		5		4		2		4		3		2		0		0		3		3		7		7

		Training		576_Training_2		Urgent Care		Clinical		IUC		IG		Statutory		Required		Nurse																																		50		59		50		47		38		29		29		13		13		7		11		12		2		4		10		10		18		30

		Training		576_Training_2		Urgent Care		Operational		IUC		IG		Statutory		Required		Operational																																		80		85		55		35		40		31		31		13		19		10		10		19		17		10		12		21		14		18

		Training		576_Training_2		Urgent Care		Clinical		IUC		IPC		Mandatory		Required		ECP																																		0		1		0		0		0		0		0		0		0		1		1		2		2		2		2		2		2		2

		Training		576_Training_2		Urgent Care		Clinical		IUC		IPC		Mandatory		Required		GP																																		0		0		0		0		1		1		1		1		1		2		2		2		2		2		3		3		3		1

		Training		576_Training_2		Urgent Care		Clinical		IUC		IPC		Mandatory		Required		Nurse																																		8		12		9		5		4		2		2		2		3		3		2		3		5		6		8		10		10		12

		Training		576_Training_2		Urgent Care		Operational		IUC		IPC		Mandatory		Required		Operational																																		13		16		5		4		6		4		4		3		7		1		5		11		6		3		6		5		5		8

		Training		576_Training_2		Urgent Care		Clinical		IUC		Moving & Handling		Mandatory		Required		ECP																																		2		4		2		2		3		3		3		2		2		4		4		5		5		5		5		5		5		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		Moving & Handling		Mandatory		Required		GP																																		2		2		2		6		5		5		5		4		2		4		2		2		2		3		4		5		6		4

		Training		576_Training_2		Urgent Care		Clinical		IUC		Moving & Handling		Mandatory		Required		Nurse																																		22		28		18		20		23		20		20		10		10		11		16		17		14		16		12		13		15		21

		Training		576_Training_2		Urgent Care		Operational		IUC		Moving & Handling		Mandatory		Required		Operational																																		15		21		7		12		7		7		7		4		7		1		7		18		16		7		3		3		4		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		Prevent		Mandatory		Required		ECP																																		1		2		1		1		1		1		1		1		1		1		1		3		3		4		4		4		4		4

		Training		576_Training_2		Urgent Care		Clinical		IUC		Prevent		Mandatory		Required		GP																																		0		0		0		0		1		1		1		1		0		2		2		2		1		1		2		3		4		3

		Training		576_Training_2		Urgent Care		Clinical		IUC		Prevent		Mandatory		Required		Nurse																																		8		11		10		7		5		2		2		2		2		2		3		3		3		4		4		6		7		10

		Training		576_Training_2		Urgent Care		Operational		IUC		Prevent		Mandatory		Required		Operational																																		12		18		7		4		6		5		5		2		3		0		4		8		9		5		6		5		5		8

		Training		576_Training_2		Urgent Care		Clinical		IUC		SSC		Mandatory		Required		ECP																																		0		8		0		0		1		1		1		1		1		1		2		4		2		2		4		2		2		2

		Training		576_Training_2		Urgent Care		Clinical		IUC		SSC		Mandatory		Required		GP																																		0		22		0		0		0		0		0		2		2		3		3		3		4		4		5		5		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		SSC		Mandatory		Required		Nurse																																		0		52		0		0		17		17		17		14		3		2		2		3		2		3		5		5		11		13

		Training		576_Training_2		Urgent Care		Operational		IUC		SSC		Mandatory		Required		Operational																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVA		Mandatory		Required		ECP																																		0		1		0		0		0		0		0		0		19		10		4		7		7		6		6		6		6		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVA		Mandatory		Required		GP																																		0		0		0		0		0		0		0		2		38		20		7		7		6		5		3		4		4		5

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVA		Mandatory		Required		Nurse																																		12		12		12		12		10		7		7		4		140		72		20		21		17		18		19		17		19		24

		Training		576_Training_2		Urgent Care		Operational		IUC		SVA		Mandatory		Required		Operational																																		10		12		4		7		7		5		5		3		6		1		5		7		6		5		5		4		5		7

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVC		Mandatory		Required		ECP																																		2		3		2		2		1		1		1		1		15		4		3		3		3		3		3		3		3		3

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVC		Mandatory		Required		GP																																		1		1		2		6		6		4		4		3		19		8		7		9		7		7		9		7		7		9

		Training		576_Training_2		Urgent Care		Clinical		IUC		SVC		Mandatory		Required		Nurse																																		16		18		11		8		7		5		5		7		127		30		27		30		18		20		26		20		18		22

		Training		576_Training_2		Urgent Care		Operational		IUC		SVC		Mandatory		Required		Operational																																		10		13		6		5		6		5		5		1		4		1		6		9		6		3		4		6		5		6

		Rota		606_Hours_1		Practice Services		Operational		BMC		Total																																								2736		2736		2736		2736		2752		2758.5		2758.5		2758.5		2758.5		2758.5		2788.5		2788.5		2788.5		2788.5		3103.5		3103.5		3083.5		3076

		Rota		606_Hours_1		Practice Services		Clinical		BMC		Total																																								1436.5		1436		1468		1468		1478		1489.5		1699.5		1699.5		1704		1708.5		1692.5		1695.75		1695.75		1696.75		1696.75		1696.75		1696.75		1716.75

		Rota		606_Hours_1		Practice Services		Clinical		BMC WIC		Total																																								856		933		936		936		936		936		2426		2468		2468		2468		2468		2531		2531		2531		2531		2531		2531		2531

		Rota		606_Hours_1		Practice Services		Operational		CKMP		Total																																								3492.75		3492.75		3492.75		3492.75		2759		2759		2787		2787		2795.5		2977.25		2977.25		3097.25		3097.25		3135.25		3143.25		3143.25		3142.25		3335.25

		Rota		606_Hours_1		Practice Services		Clinical		CKMP		Total																																								4086.5		4118.5		4110.5		5804.5		4326		4326		5112.5		5128.5		5149		5153.27		5153.27		5151.77		5176.27		5172.27		5172.27		5221.27		5221.27		5202.27

		Rota		606_Hours_1		Urgent Care		Operational		COVID-19		Total																																								420		350		285		0		352		422		464		464		464		168		168		112		112		112		112		112		112		112

		Rota		606_Hours_1		Practice Services		Clinical		HHS		Total																																								940		940		998		998		1076		1076		1124		1138		1138		1224		1278		1335		1333		1335		1357		1357		1393		1397

		Rota		606_Hours_1		Practice Services		Operational		HHS		Total																																								178		178		178		178		185.5		185.5		185.5		185.5		185.5		185.5		185.5		185.5		185.5		185.5		185.5		185.5		185.5		185.5

		Rota		606_Hours_1		Urgent Care		Clinical		IUC		Total																																								5913.75		5750.5		5529		5529		5381		5012		7643.75		7658.07		7676.07		7671.82		7684.82		7720.82		7720.82		7718.82		7726.32		7750.07		9661.57		9661.57

		Rota		606_Hours_1		Urgent Care		Operational		IUC		Total																																								5655.78		5655.78		5655.78		5677.78		5628.78		4981.53		7027.06		7023.06		7023.06		7023.06		7023.06		7001.53		7016.55		7016.03		7064.03		7066.53		6928.78		9025.78

		Rota		606_Hours_1		Head Office		*		Osprey		Total																																								6482.02		6548.52		6463.52		6518.52		6320.27		6499.77		6675.27		6671.52		6671.52		6540.52		6725.94		6889.94		6898		6902.25		6906.75		6851.75		6851.75		7006.25

		Rota		606_Hours_1		Practice Services		Operational		BMC		Unfilled																																								295		295		295		295		310.5		398.5		398.5		398.5		398.5		398.5		428.5		428.5		428.5		428.5		717		717		717		709.5

		Rota		606_Hours_1		Practice Services		Clinical		BMC		Unfilled																																								207		207		239		239		316.5		296.5		296.5		296.5		301		305.5		337.5		340.75		340.75		341.75		341.75		341.75		377.75		403.75

		Rota		606_Hours_1		Practice Services		Clinical		BMC WIC		Unfilled																																								126		100		100		100		100		188		1678		1718		1718		1718		1718		1757		1757		1757		1757		1757		1757		1757

		Rota		606_Hours_1		Practice Services		Operational		CKMP		Unfilled																																								800.75		1010.75		1010.75		1010.75		289		289		317		317		325.5		208.25		208.25		208.25		208.25		208.25		230.25		230.25		254.25		272.25

		Rota		606_Hours_1		Practice Services		Clinical		CKMP		Unfilled																																								937		965		925		1199.5		1052.5		1052.5		1493.5		1501.5		1460		1466.27		1466.27		1615.77		1631.77		1631.77		1721.77		1730.77		1972.77		1867.77

		Rota		606_Hours_1		Urgent Care		Operational		COVID-19		Unfilled																																								420		350		285		0		352		422		464		464		464		168		168		112		112		112		112		112		112		112

		Rota		606_Hours_1		Practice Services		Clinical		HHS		Unfilled																																								128		84		150		240		210		180		196		244		244		244		244		271		271		273		273		273		305		371

		Rota		606_Hours_1		Practice Services		Operational		HHS		Unfilled																																								28		28		28		28		35.5		35.5		35.5		35.5		35.5		35.5		35.5		35.5		35.5		35.5		35.5		35.5		35.5		35.5

		Rota		606_Hours_1		Urgent Care		Clinical		IUC		Unfilled																																								3584		3413.75		3381		3321.25		3221.75		3364.75		4090.75		4151.5		4151.25		4238		4263		4192.5		4380.5		4381.5		4442.5		4436		7436		7176

		Rota		606_Hours_1		Urgent Care		Operational		IUC		Unfilled																																								316.53		372.78		411.78		462.03		541.53		337.03		1770.56		1794.56		1858.31		1942.81		1930.31		1985.28		1970.28		1992.03		2193.03		2181.28		2142.28		3909.03

		Rota		606_Hours_1		Head Office		*		Osprey		Unfilled																																								148		299		277		289		172		351.5		530		505.25		551.25		550.25		733.19		737.19		601.25		651.25		860.75		895.75		895.75		910.25

		Rota		606_Hours_1		Practice Services		Operational		BMC		Filled																																								2441		2441		2441		2441		2441.5		2360		2360		2360		2360		2360		2360		2360		2360		2360		2386.5		2386.5		2366.5		2366.5

		Rota		606_Hours_1		Practice Services		Clinical		BMC		Filled																																								1229.5		1229		1229		1229		1161.5		1193		1403		1403		1403		1403		1355		1355		1355		1355		1355		1355		1319		1313

		Rota		606_Hours_1		Practice Services		Clinical		BMC WIC		Filled																																								730		833		836		836		836		748		748		750		750		750		750		774		774		774		774		774		774		774

		Rota		606_Hours_1		Practice Services		Operational		CKMP		Filled																																								2692		2482		2482		2482		2470		2470		2470		2470		2470		2769		2769		2889		2889		2927		2913		2913		2888		3063

		Rota		606_Hours_1		Practice Services		Clinical		CKMP		Filled																																								3149.5		3153.5		3185.5		4605		3273.5		3273.5		3619		3627		3689		3687		3687		3536		3544.5		3540.5		3450.5		3490.5		3248.5		3334.5

		Rota		606_Hours_1		Urgent Care		Operational		COVID-19		Filled																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Rota		606_Hours_1		Practice Services		Clinical		HHS		Filled																																								812		856		848		758		866		896		928		894		894		980		1034		1064		1062		1062		1084		1084		1088		1026

		Rota		606_Hours_1		Practice Services		Operational		HHS		Filled																																								150		150		150		150		150		150		150		150		150		150		150		150		150		150		150		150		150		150

		Rota		606_Hours_1		Urgent Care		Clinical		IUC		Filled																																								2329.75		2336.75		2148		2207.75		2159.25		1647.25		3553		3506.57		3524.82		3433.82		3421.82		3528.32		3340.32		3337.32		3283.82		3314.07		2225.57		2485.57

		Rota		606_Hours_1		Urgent Care		Operational		IUC		Filled																																								5339.25		5283		5244		5215.75		5087.25		4644.5		5256.5		5228.5		5164.75		5080.25		5092.75		5016.25		5046.27		5024		4871		4885.25		4786.5		5116.75

		Rota		606_Hours_1		Head Office		*		Osprey		Filled																																								6334.02		6249.52		6186.52		6229.52		6148.27		6148.27		6145.27		6166.27		6120.27		5990.27		5992.75		6152.75		6296.75		6251		6046		5956		5956		6096

		PDRs		681_PDRs_1		Practice Services		Clinical		BMC		*																																								8		7		7		7		8		8		11		11		9		8		9		9		9		9		38		0		0		0

		PDRs		681_PDRs_1		Practice Services		Operational		BMC		*																																								13		13		10		9		9		6		17		17		16		16		16		16		17		17		0		0		0		0

		PDRs		681_PDRs_1		Practice Services		Clinical		BMC WIC		*																																								0		4		4		5		5		4		6		6		6		6		6		6		4		4		0		0		0		0

		PDRs		681_PDRs_1		Practice Services		Operational		BMC WIC		*																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		PDRs		681_PDRs_1		Practice Services		Clinical		CKMP		*																																								19		14		20		21		22		22		29		28		26		26		26		26		27		27		0		0		0		0

		PDRs		681_PDRs_1		Practice Services		Operational		CKMP		*																																								15		15		19		19		19		11		19		19		19		19		18		18		19		19		0		0		0		0

		PDRs		681_PDRs_1		Head Office		*		Osprey		*																																								25		24		25		24		22		22		33		30		28		26		25		25		26		24		0		0		0		0

		PDRs		681_PDRs_1		Practice Services		Clinical		HHS		*																																								9		8		8		8		7		8		11		10		11		10		10		10		10		10		0		0		0		0

		PDRs		681_PDRs_1		Practice Services		Operational		HHS		*																																								2		2		2		2		2		1		2		2		2		2		2		2		2		2		0		0		0		0

		PDRs		681_PDRs_1		Urgent Care		Clinical		IUC		ANP																																								26		21		24		25		26		28		32		32		30		29		30		30		28		26		0		0		0		0

		PDRs		681_PDRs_1		Urgent Care		Clinical		IUC		ECP																																								2		2		2		4		4		2		5		5		5		5		5		5		5		5		0		0		0		0

		PDRs		681_PDRs_1		Urgent Care		Clinical		IUC		GP & Pharm																																								10		10		10		7		7		7		10		10		8		8		8		10		9		10		0		0		0		0

		PDRs		681_PDRs_1		Urgent Care		Operational		IUC		*																																								81		79		82		84		80		86		91		98		93		90		89		92		86		83		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Clinical		BMC		Local Induction																0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Clinical		BMC		Corporate Induction																0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Operational		BMC		Local Induction																0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Operational		BMC		Corporate Induction																0		0		0		0		0		0		0		0		0		0		1		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		2		0		0		0

		Inductions		780_Inductions_1		Practice Services		Clinical		BMC WIC		Local Induction																0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Clinical		BMC WIC		Corporate Induction																0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Operational		BMC WIC		Local Induction																0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Operational		BMC WIC		Corporate Induction																0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Clinical		CKMP		Local Induction																1		1		1		0		0		0		1		0		0		0		1		0		1		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Clinical		CKMP		Corporate Induction																1		1		1		0		0		0		1		0		0		0		1		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Operational		CKMP		Local Induction																0		0		0		0		0		0		1		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Operational		CKMP		Corporate Induction																0		0		0		1		0		0		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Clinical		HHS		Local Induction																0		0		0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Clinical		HHS		Corporate Induction																0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Operational		HHS		Local Induction																0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Practice Services		Operational		HHS		Corporate Induction																0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Urgent Care		Clinical		IUC		Local Induction																0		1		1		1		0		1		0		1		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Urgent Care		Clinical		IUC		Corporate Induction																0		1		1		1		0		1		1		0		0		1		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Urgent Care		Operational		IUC		Local Induction																1		2		0		0		0		0		2		1		1		4		1		3		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_1		Urgent Care		Operational		IUC		Corporate Induction																1		2		0		0		0		0		2		1		1		0		1		1		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0

		Inductions		780_Inductions_1		Head Office		*		Osprey		Local Induction																0		1		0		0		0		0		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0

		Inductions		780_Inductions_1		Head Office		*		Osprey		Corporate Induction																0		1		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		1		0		0

		Inductions		780_Inductions_2		Practice Services		Clinical		BMC																		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_2		Practice Services		Operational		BMC																		0		0		0		0		0		0		0		0		0		0		1		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		2		0		0		0

		Inductions		780_Inductions_2		Practice Services		Clinical		BMC WIC																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_2		Practice Services		Operational		BMC WIC																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_2		Practice Services		Clinical		CKMP																		1		1		1		0		0		0		1		0		0		0		1		0		1		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_2		Practice Services		Operational		CKMP																		0		0		0		1		0		0		1		3		0		0		0		0		0		0		0		0		0		1		0		0		0		2		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_2		Practice Services		Clinical		HHS																		0		0		0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0

		Inductions		780_Inductions_2		Practice Services		Operational		HHS																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Inductions		780_Inductions_2		Urgent Care		Clinical		IUC																		1		3		1		1		0		3		3		2		1		3		1		0		0		0		2		0		0		2		1		1		1		1		0		1		0		0		0		0		0		0

		Inductions		780_Inductions_2		Urgent Care		Operational		IUC																		4		7		0		0		2		0		3		3		2		7		2		4		0		0		0		0		0		1		1		0		0		3		0		2		1		0		0		0		0		0

		Inductions		780_Inductions_2		Head Office		*		Osprey																		0		1		0		0		0		0		2		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		1		0		0

		Staff		782_Staff_Count_1		Practice Services		Clinical		BMC		FALSE																																								22		12		12		12		13		12		12		12		13		13		13		13		13		13		14		14		13		13

		Staff		782_Staff_Count_1		Practice Services		Clinical		BMC		TRUE																																								4		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Staff		782_Staff_Count_1		Practice Services		Operational		BMC		FALSE																																								22		22		22		22		22		23		22		22		21		21		21		21		21		21		23		23		23		22

		Staff		782_Staff_Count_1		Practice Services		Operational		BMC		TRUE																																								2		2		2		2		2		1		1		1		1		1		1		1		1		1		1		1		1		1

		Staff		782_Staff_Count_1		Practice Services		Clinical		BMC WIC		FALSE																																								0		8		9		9		9		8		8		8		8		8		8		8		8		8		8		8		8		8

		Staff		782_Staff_Count_1		Practice Services		Clinical		BMC WIC		TRUE																																								0		5		4		4		4		4		3		3		3		3		3		3		3		3		3		3		3		3

		Staff		782_Staff_Count_1		Practice Services		Operational		BMC WIC		FALSE																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Staff		782_Staff_Count_1		Practice Services		Operational		BMC WIC		TRUE																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Staff		782_Staff_Count_1		Practice Services		Clinical		CKMP		FALSE																																								33		33		33		35		35		35		33		34		34		34		34		34		34		34		32		31		30		30

		Staff		782_Staff_Count_1		Practice Services		Clinical		CKMP		TRUE																																								5		5		5		5		5		4		4		4		4		4		4		5		5		5		5		5		5		5

		Staff		782_Staff_Count_1		Practice Services		Operational		CKMP		FALSE																																								25		23		22		21		21		23		24		21		23		23		23		24		24		24		28		28		28		29

		Staff		782_Staff_Count_1		Practice Services		Operational		CKMP		TRUE																																								6		8		9		5		5		5		4		4		4		4		4		2		0		0		0		0		0		1

		Staff		782_Staff_Count_1		Urgent Care		Clinical		COVID-19		FALSE																																								1		1		1		1		1		1		1		1		1		1		0		1		1		1		1		1		1		1

		Staff		782_Staff_Count_1		Urgent Care		Clinical		COVID-19		TRUE																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Staff		782_Staff_Count_1		Urgent Care		Operational		COVID-19		FALSE																																								15		12		12		14		4		6		6		6		6		6		4		4		4		4		1		1		1		0

		Staff		782_Staff_Count_1		Urgent Care		Operational		COVID-19		TRUE																																								13		13		13		13		7		7		7		7		6		6		5		3		1		1		1		1		1		0

		Staff		782_Staff_Count_1		Practice Services		Clinical		HHS		FALSE																																								13		13		13		12		11		11		12		12		12		12		11		11		11		11		11		11		11		11

		Staff		782_Staff_Count_1		Practice Services		Clinical		HHS		TRUE																																								0		0		0		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1

		Staff		782_Staff_Count_1		Practice Services		Operational		HHS		FALSE																																								3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3

		Staff		782_Staff_Count_1		Practice Services		Operational		HHS		TRUE																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Staff		782_Staff_Count_1		Urgent Care		Clinical		IUC		FALSE																																								61		58		54		54		53		54		59		59		60		60		59		59		59		58		59		59		58		58

		Staff		782_Staff_Count_1		Urgent Care		Clinical		IUC		TRUE																																								6		9		13		14		15		16		14		14		14		14		14		14		8		10		9		9		10		10

		Staff		782_Staff_Count_1		Urgent Care		Operational		IUC		FALSE																																								106		109		106		105		101		100		100		102		102		98		98		100		99		100		98		98		97		94

		Staff		782_Staff_Count_1		Urgent Care		Operational		IUC		TRUE																																								9		8		7		8		14		13		12		11		10		10		10		12		12		11		11		9		9		10

		Staff		782_Staff_Count_1		Head Office		*		Osprey		FALSE																																								48		41		40		45		45		44		45		45		46		47		47		46		45		41		41		39		39		39

		Staff		782_Staff_Count_1		Head Office		*		Osprey		TRUE																																								3		4		5		5		4		4		4		4		4		3		3		3		4		3		1		1		1		1

		Staff		782_Staff_Count_2		Practice Services		Clinical		BMC		*																																								17		10		10		10		12		11		11		11		13		13		13		13		13		13		14		14		13		13

		Staff		782_Staff_Count_2		Practice Services		Operational		BMC		*																																								18		19		19		19		19		20		22		22		21		21		21		21		21		21		21		23		21		20

		Staff		782_Staff_Count_2		Practice Services		Clinical		BMC WIC		*																																								0		6		7		7		7		7		8		8		8		8		8		8		8		8		8		8		8		8

		Staff		782_Staff_Count_2		Practice Services		Operational		BMC WIC		*																																								0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Staff		782_Staff_Count_2		Practice Services		Clinical		CKMP		*																																								30		31		31		33		33		33		33		33		33		33		33		32		32		32		31		30		29		29

		Staff		782_Staff_Count_2		Practice Services		Operational		CKMP		*																																								18		21		22		21		21		21		22		20		20		20		20		21		22		22		26		28		28		29

		Staff		782_Staff_Count_2		Practice Services		Clinical		HHS		*																																								12		12		13		12		11		11		12		12		12		12		10		10		10		10		10		10		10		11

		Staff		782_Staff_Count_2		Practice Services		Operational		HHS		*																																								3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3

		Staff		782_Staff_Count_2		Urgent Care		Clinical		IUC		ANP																																								36		34		32		32		34		33		36		36		36		36		36		35		36		37		37		37		37		37

		Staff		782_Staff_Count_2		Urgent Care		Clinical		IUC		ECP																																								4		5		5		5		5		5		5		6		6		5		5		5		5		5		5		5		6		6

		Staff		782_Staff_Count_2		Urgent Care		Clinical		IUC		GP & Pharm																																								10		10		11		11		12		12		13		13		13		13		13		13		14		13		14		15		14		14

		Staff		782_Staff_Count_2		Urgent Care		Operational		IUC		*																																								88		91		91		91		94		96		98		100		102		98		98		97		95		96		94		94		94		91

		Staff		782_Staff_Count_2		Head Office		*		Osprey		*																																								40		36		36		41		42		41		44		45		45		46		46		45		44		40		40		39		39		39

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		Under 25																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		25 to 29																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		30 to 34																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		35 to 39																																																												0		0		0		15		0		0		15

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		40 to 44																																																												0		0		0		16		0		0		16

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		45 to 49																																																												0		0		0		5		0		0		4

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		50 to 54																																																												0		0		0		15		0		0		14

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		55 to 59																																																												0		0		0		12		0		0		10

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		60 to 64																																																												0		0		0		4		0		0		5

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		65 to 69																																																												0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		70+																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Age Group		Unknown																																																												0		0		0		2		0		0		3

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		Under 25																																																												0		0		0		19		0		0		8

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		25 to 29																																																												0		0		0		8		0		0		6

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		30 to 34																																																												0		0		0		7		0		0		8

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		35 to 39																																																												0		0		0		10		0		0		10

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		40 to 44																																																												0		0		0		13		0		0		11

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		45 to 49																																																												0		0		0		6		0		0		7

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		50 to 54																																																												0		0		0		11		0		0		11

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		55 to 59																																																												0		0		0		10		0		0		10

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		60 to 64																																																												0		0		0		14		0		0		13

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		65 to 69																																																												0		0		0		16		0		0		14

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		70+																																																												0		0		0		8		0		0		8

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Age Group		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		Under 25																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		25 to 29																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		30 to 34																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		35 to 39																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		40 to 44																																																												0		0		0		3		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		45 to 49																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		50 to 54																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		55 to 59																																																												0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		60 to 64																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		65 to 69																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		70+																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Age Group		Unknown																																																												0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		Under 25																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		25 to 29																																																												0		0		0		1		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		30 to 34																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		35 to 39																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		40 to 44																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		45 to 49																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		50 to 54																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		55 to 59																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		60 to 64																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		65 to 69																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		70+																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Age Group		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		Under 25																																																												0		0		0		4		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		25 to 29																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		30 to 34																																																												0		0		0		5		0		0		5

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		35 to 39																																																												0		0		0		7		0		0		7

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		40 to 44																																																												0		0		0		2		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		45 to 49																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		50 to 54																																																												0		0		0		4		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		55 to 59																																																												0		0		0		6		0		0		6

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		60 to 64																																																												0		0		0		6		0		0		5

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		65 to 69																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		70+																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Age Group		Unknown																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		Under 25																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		25 to 29																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		30 to 34																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		35 to 39																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		40 to 44																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		45 to 49																																																												0		0		0		1		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		50 to 54																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		55 to 59																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		60 to 64																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		65 to 69																																																												0		0		0		1		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		70+																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Age Group		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		Under 25																																																												0		0		0		4		0		0		7

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		25 to 29																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		30 to 34																																																												0		0		0		5		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		35 to 39																																																												0		0		0		3		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		40 to 44																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		45 to 49																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		50 to 54																																																												0		0		0		5		0		0		5

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		55 to 59																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		60 to 64																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		65 to 69																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		70+																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Age Group		Unknown																																																												0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		Under 25																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		25 to 29																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		30 to 34																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		35 to 39																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		40 to 44																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		45 to 49																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		50 to 54																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		55 to 59																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		60 to 64																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		65 to 69																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		70+																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Age Group		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		Under 25																																																												0		0		0		3		0		0		8

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		25 to 29																																																												0		0		0		1		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		30 to 34																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		35 to 39																																																												0		0		0		2		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		40 to 44																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		45 to 49																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		50 to 54																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		55 to 59																																																												0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		60 to 64																																																												0		0		0		3		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		65 to 69																																																												0		0		0		2		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		70+																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Age Group		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		Under 25																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		25 to 29																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		30 to 34																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		35 to 39																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		40 to 44																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		45 to 49																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		50 to 54																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		55 to 59																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		60 to 64																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		65 to 69																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		70+																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Age Group		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		Under 25																																																												0		0		0		4		0		0		3

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		25 to 29																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		30 to 34																																																												0		0		0		5		0		0		4

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		35 to 39																																																												0		0		0		6		0		0		5

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		40 to 44																																																												0		0		0		7		0		0		6

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		45 to 49																																																												0		0		0		6		0		0		6

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		50 to 54																																																												0		0		0		3		0		0		2

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		55 to 59																																																												0		0		0		8		0		0		7

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		60 to 64																																																												0		0		0		3		0		0		2

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		65 to 69																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		70+																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Age Group		Unknown																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		1		0		0		2

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Mixed		White and Asian																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		White		Other White Background																																																										0		0		0		2		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		White		British																																																										0		0		0		61		0		0		58

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		White		Irish																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Any Other		Any Other																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Not Stated		Not Stated																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Ethnicity		Unknown		Unknown																																																										0		0		0		5		0		0		5

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		1		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		White		Other White Background																																																										0		0		0		3		0		0		4

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		White		British																																																										0		0		0		109		0		0		94

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		White		Irish																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Any Other		Any Other																																																										0		0		0		2		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Not Stated		Not Stated																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Ethnicity		Unknown		Unknown																																																										0		0		0		3		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		1		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		White		Other White Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		White		British																																																										0		0		0		10		0		0		10

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		White		Irish																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Any Other		Any Other																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Not Stated		Not Stated																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Ethnicity		Unknown		Unknown																																																										0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		White		Other White Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		White		British																																																										0		0		0		12		0		0		11

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		White		Irish																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Any Other		Any Other																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Not Stated		Not Stated																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Ethnicity		Unknown		Unknown																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		1		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		White		Other White Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		White		British																																																										0		0		0		30		0		0		25

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		White		Irish																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Any Other		Any Other																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Not Stated		Not Stated																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Ethnicity		Unknown		Unknown																																																										0		0		0		3		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		White		Other White Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		White		British																																																										0		0		0		11		0		0		11

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		White		Irish																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Any Other		Any Other																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Not Stated		Not Stated																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Ethnicity		Unknown		Unknown																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		White		Other White Background																																																										0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		White		British																																																										0		0		0		14		0		0		15

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		White		Irish																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Any Other		Any Other																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Not Stated		Not Stated																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Ethnicity		Unknown		Unknown																																																										0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		White		Other White Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		White		British																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		White		Irish																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Any Other		Any Other																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Not Stated		Not Stated																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Ethnicity		Unknown		Unknown																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		1		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Mixed		White and Black African																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		White		Other White Background																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		White		British																																																										0		0		0		15		0		0		18

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		White		Irish																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Any Other		Any Other																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Not Stated		Not Stated																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Ethnicity		Unknown		Unknown																																																										0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		White		Other White Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		White		British																																																										0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		White		Irish																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Any Other		Any Other																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Not Stated		Not Stated																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Ethnicity		Unknown		Unknown																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Asian or Asian British		Other Asian Background																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Asian or Asian British		Bangladeshi																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Asian or Asian British		Chinese																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Asian or Asian British		Indian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Asian or Asian British		Pakistani																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Black or Black British		African/Caribbean																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Mixed		Other Mixed Background																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Mixed		White and Asian																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Mixed		White and Black African																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Mixed		White and Black Caribbean																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		White		Other White Background																																																										0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		White		British																																																										0		0		0		38		0		0		31

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		White		Gypsy or Irish Traveller																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		White		Irish																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Other Ethnic Group		Arab																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Any Other		Any Other																																																										0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Not Stated		Not Stated																																																										0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Ethnicity		Unknown		Unknown																																																										0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Gender		Female																																																												0		0		0		58		0		0		59

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Gender		Male																																																												0		0		0		15		0		0		11

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Gender		Unknown																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Gender		Female																																																												0		0		0		73		0		0		65

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Gender		Male																																																												0		0		0		49		0		0		41

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Gender		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Gender		Female																																																												0		0		0		7		0		0		7

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Gender		Male																																																												0		0		0		6		0		0		5

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Gender		Unknown																																																												0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Gender		Female																																																												0		0		0		8		0		0		8

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Gender		Male																																																												0		0		0		4		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Gender		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Gender		Female																																																												0		0		0		34		0		0		29

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Gender		Male																																																												0		0		0		5		0		0		5

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Gender		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Gender		Female																																																												0		0		0		11		0		0		11

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Gender		Male																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Gender		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Gender		Female																																																												0		0		0		17		0		0		19

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Gender		Male																																																												0		0		0		6		0		0		7

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Gender		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Gender		Female																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Gender		Male																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Gender		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Gender		Female																																																												0		0		0		23		0		0		25

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Gender		Male																																																												0		0		0		3		0		0		7

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Gender		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Gender		Female																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Gender		Male																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Gender		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Gender		Female																																																												0		0		0		35		0		0		29

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Gender		Male																																																												0		0		0		11		0		0		10

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Gender		Unknown																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Disability		Not Disabled																																																												0		0		0		72		0		0		68

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Disability		Disabled																																																												0		0		0		2		0		0		3

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Disability		Not Disabled																																																												0		0		0		117		0		0		102

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Disability		Disabled																																																												0		0		0		5		0		0		4

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Disability		Not Disabled																																																												0		0		0		13		0		0		13

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Disability		Disabled																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Disability		Not Disabled																																																												0		0		0		12		0		0		11

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Disability		Disabled																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Disability		Not Disabled																																																												0		0		0		39		0		0		34

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Disability		Disabled																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Disability		Not Disabled																																																												0		0		0		13		0		0		13

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Disability		Disabled																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Disability		Not Disabled																																																												0		0		0		22		0		0		25

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Disability		Disabled																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Disability		Not Disabled																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Disability		Disabled																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Disability		Not Disabled																																																												0		0		0		24		0		0		30

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Disability		Disabled																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Disability		Not Disabled																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Disability		Disabled																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Disability		Not Disabled																																																												0		0		0		42		0		0		35

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Disability		Disabled																																																												0		0		0		5		0		0		5

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Disability		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Atheism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Buddhism																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Christianity																																																												0		0		0		30		0		0		30

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Hinduism																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Islam																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Not Disclosed																																																												0		0		0		9		0		0		7

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Unknown																																																												0		0		0		8		0		0		9

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Sikhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		Other																																																												0		0		0		3		0		0		2

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Religion		No Religion																																																												0		0		0		21		0		0		20

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Atheism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Buddhism																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Christianity																																																												0		0		0		42		0		0		39

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Hinduism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Islam																																																												0		0		0		2		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Not Disclosed																																																												0		0		0		15		0		0		10

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Unknown																																																												0		0		0		16		0		0		16

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Sikhism																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		Other																																																												0		0		0		4		0		0		3

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Religion		No Religion																																																												0		0		0		41		0		0		35

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Atheism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Buddhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Christianity																																																												0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Hinduism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Islam																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Not Disclosed																																																												0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Unknown																																																												0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Sikhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		Other																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Religion		No Religion																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Atheism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Buddhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Christianity																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Hinduism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Islam																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Not Disclosed																																																												0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Unknown																																																												0		0		0		2		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Sikhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		Other																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Religion		No Religion																																																												0		0		0		4		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Atheism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Buddhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Christianity																																																												0		0		0		9		0		0		8

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Hinduism																																																												0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Islam																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Not Disclosed																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Unknown																																																												0		0		0		5		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Sikhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		Other																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Religion		No Religion																																																												0		0		0		22		0		0		18

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Atheism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Buddhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Christianity																																																												0		0		0		2		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Hinduism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Islam																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Not Disclosed																																																												0		0		0		5		0		0		5

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Unknown																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Sikhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		Other																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Religion		No Religion																																																												0		0		0		3		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Atheism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Buddhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Christianity																																																												0		0		0		6		0		0		7

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Hinduism																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Islam																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Not Disclosed																																																												0		0		0		3		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Unknown																																																												0		0		0		4		0		0		7

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Sikhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		Other																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Religion		No Religion																																																												0		0		0		8		0		0		7

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Atheism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Buddhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Christianity																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Hinduism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Islam																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Not Disclosed																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Sikhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		Other																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Religion		No Religion																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Atheism																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Buddhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Christianity																																																												0		0		0		8		0		0		9

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Hinduism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Islam																																																												0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Not Disclosed																																																												0		0		0		5		0		0		5

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Unknown																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Sikhism																																																												0		0		0		2		0		0		4

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		Other																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Religion		No Religion																																																												0		0		0		8		0		0		10

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Atheism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Buddhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Christianity																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Hinduism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Islam																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Not Disclosed																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Unknown																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Sikhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		Other																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Religion		No Religion																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Atheism																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Buddhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Christianity																																																												0		0		0		18		0		0		16

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Hinduism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Islam																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Judaism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Not Disclosed																																																												0		0		0		5		0		0		5

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Unknown																																																												0		0		0		12		0		0		10

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Sikhism																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		Other																																																												0		0		0		2		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Religion		No Religion																																																												0		0		0		8		0		0		6

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		58		0		0		55

		Equality and Diversity		ED_Staff_1		Urgent Care		Clinical		IUC		Sexual Orientation		Unknown																																																												0		0		0		15		0		0		15

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		4		0		0		3

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		91		0		0		82

		Equality and Diversity		ED_Staff_1		Urgent Care		Operational		IUC		Sexual Orientation		Unknown																																																												0		0		0		27		0		0		21

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		6		0		0		6

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC		Sexual Orientation		Unknown																																																												0		0		0		7		0		0		7

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		8		0		0		8

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		BMC WIC		Sexual Orientation		Unknown																																																												0		0		0		4		0		0		3

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		2		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		28		0		0		25

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		CKMP		Sexual Orientation		Unknown																																																												0		0		0		9		0		0		8

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		10		0		0		10

		Equality and Diversity		ED_Staff_1		Practice Services		Clinical		HHS		Sexual Orientation		Unknown																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		1		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		17		0		0		18

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC		Sexual Orientation		Unknown																																																												0		0		0		5		0		0		8

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		BMC WIC		Sexual Orientation		Unknown																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		0		0		0		1

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		21		0		0		25

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		CKMP		Sexual Orientation		Unknown																																																												0		0		0		5		0		0		6

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		2		0		0		2

		Equality and Diversity		ED_Staff_1		Practice Services		Operational		HHS		Sexual Orientation		Unknown																																																												0		0		0		1		0		0		1

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Sexual Orientation		Gay / Lesbian / Bisexual																																																												0		0		0		0		0		0		0

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Sexual Orientation		Heterosexual / Straight																																																												0		0		0		33		0		0		28

		Equality and Diversity		ED_Staff_1		Head Office		*		Osprey		Sexual Orientation		Unknown																																																												0		0		0		14		0		0		12

		Staff Wellbeing		WBS_1		Urgent Care		*		IUC		Response		High																																																												6		0		0		6		0		0		10

		Staff Wellbeing		WBS_1		Urgent Care		*		IUC		Response		Moderate																																																												48		0		0		24		0		0		43

		Staff Wellbeing		WBS_1		Urgent Care		*		IUC		Response		Low																																																												16		0		0		10		0		0		14

		Staff Wellbeing		WBS_1		Practice Services		*		BMC		Response		High																																																												3		0		0		3		0		0		5

		Staff Wellbeing		WBS_1		Practice Services		*		BMC		Response		Moderate																																																												16		0		0		3		0		0		6

		Staff Wellbeing		WBS_1		Practice Services		*		BMC		Response		Low																																																												6		0		0		0		0		0		4

		Staff Wellbeing		WBS_1		Practice Services		*		BMC WIC		Response		High																																																												0		0		0		2		0		0		0

		Staff Wellbeing		WBS_1		Practice Services		*		BMC WIC		Response		Moderate																																																												0		0		0		1		0		0		1

		Staff Wellbeing		WBS_1		Practice Services		*		BMC WIC		Response		Low																																																												0		0		0		0		0		0		0

		Staff Wellbeing		WBS_1		Practice Services		*		CKMP		Response		High																																																												3		0		0		3		0		0		2

		Staff Wellbeing		WBS_1		Practice Services		*		CKMP		Response		Moderate																																																												20		0		0		11		0		0		18

		Staff Wellbeing		WBS_1		Practice Services		*		CKMP		Response		Low																																																												8		0		0		3		0		0		7

		Staff Wellbeing		WBS_1		Practice Services		*		HHS		Response		High																																																												0		0		0		0		0		0		0

		Staff Wellbeing		WBS_1		Practice Services		*		HHS		Response		Moderate																																																												2		0		0		0		0		0		1

		Staff Wellbeing		WBS_1		Practice Services		*		HHS		Response		Low																																																												1		0		0		1		0		0		1

		Staff Wellbeing		WBS_1		Head Office		*		Osprey		Response		High																																																												1		0		0		7		0		0		7

		Staff Wellbeing		WBS_1		Head Office		*		Osprey		Response		Moderate																																																												30		0		0		20		0		0		26

		Staff Wellbeing		WBS_1		Head Office		*		Osprey		Response		Low																																																												9		0		0		4		0		0		10

		Staff Wellbeing		WBS_1		Urgent Care		*		IUC		Total Score																																																														1782		0		0		1019		0		0		1742

		Staff Wellbeing		WBS_1		Practice Services		*		BMC		Total Score																																																														652		0		0		180		0		0		406

		Staff Wellbeing		WBS_1		Practice Services		*		BMC WIC		Total Score																																																														0		0		0		92		0		0		27

		Staff Wellbeing		WBS_1		Practice Services		*		CKMP		Total Score																																																														780		0		0		433		0		0		680

		Staff Wellbeing		WBS_1		Practice Services		*		HHS		Total Score																																																														72		0		0		17		0		0		47

		Staff Wellbeing		WBS_1		Head Office		*		Osprey		Total Score																																																														987		0		0		840		0		0		1100

		Staff Wellbeing		WBS_1		Urgent Care		*		IUC		Respondants																																																														70		0		0		40		0		0		67

		Staff Wellbeing		WBS_1		Practice Services		*		BMC		Respondants																																																														25		0		0		6		0		0		15

		Staff Wellbeing		WBS_1		Practice Services		*		BMC WIC		Respondants																																																														0		0		0		3		0		0		1

		Staff Wellbeing		WBS_1		Practice Services		*		CKMP		Respondants																																																														31		0		0		17		0		0		27

		Staff Wellbeing		WBS_1		Practice Services		*		HHS		Respondants																																																														3		0		0		1		0		0		2

		Staff Wellbeing		WBS_1		Head Office		*		Osprey		Respondants																																																														40		0		0		31		0		0		43

		PDRs		580_PDRs_1		Urgent Care		Clinical		IUC		Staff		ANP																																						36		34		33		32		34		33		36		36		36		36		36		36		37		39		38		38		39		39

		PDRs		580_PDRs_1		Urgent Care		Clinical		IUC		Staff		ECP																																						4		5		5		5		5		5		5		5		5		5		5		5		5		6		6		6		6		6

		PDRs		580_PDRs_1		Urgent Care		Clinical		IUC		Staff		GP & Pharm																																						10		10		11		11		12		12		13		13		13		13		13		13		14		12		12		12		13		13

		PDRs		580_PDRs_1		Urgent Care		Operational		IUC		Staff		*																																						88		91		92		91		94		96		98		100		102		100		98		97		95		107		107		104		103		104

		PDRs		580_PDRs_1		Practice Services		Clinical		BMC		Staff		*																																						17		10		10		10		12		11		11		11		13		13		13		13		13		11		11		11		10		11

		PDRs		580_PDRs_1		Practice Services		Operational		BMC		Staff		*																																						18		19		19		19		19		20		23		23		22		22		22		22		22		17		15		15		16		15

		PDRs		580_PDRs_1		Practice Services		Clinical		BMC WIC		Staff		*																																						0		6		7		7		7		7		8		8		8		8		8		8		8		11		11		11		11		11

		PDRs		580_PDRs_1		Practice Services		Operational		BMC WIC		Staff		*																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		PDRs		580_PDRs_1		Practice Services		Clinical		CKMP		Staff		*																																						30		31		31		33		33		33		34		34		34		33		33		32		32		34		34		32		31		30

		PDRs		580_PDRs_1		Practice Services		Operational		CKMP		Staff		*																																						18		21		22		21		21		21		22		21		21		20		20		21		22		23		24		24		23		23

		PDRs		580_PDRs_1		Practice Services		Clinical		HHS		Staff		*																																						12		12		13		12		11		11		13		13		13		13		11		11		11		10		10		10		9		8

		PDRs		580_PDRs_1		Practice Services		Operational		HHS		Staff		*																																						3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3		3

		PDRs		580_PDRs_1		Head Office		*		Osprey		Staff		*																																						40		36		36		41		42		41		45		46		46		47		47		47		46		40		39		26		25		26

		PDRs		580_PDRs_1		Urgent Care		Clinical		IUC		Completed		ANP																																						26		21		24		25		26		28		32		32		30		29		30		30		28		32		30		28		27		25

		PDRs		580_PDRs_1		Urgent Care		Clinical		IUC		Completed		ECP																																						2		2		2		4		4		2		5		5		5		5		5		5		5		4		4		4		5		4

		PDRs		580_PDRs_1		Urgent Care		Clinical		IUC		Completed		GP & Pharm																																						10		10		10		7		7		7		10		10		8		8		8		10		9		10		10		10		11		11

		PDRs		580_PDRs_1		Urgent Care		Operational		IUC		Completed		*																																						81		79		82		84		80		86		91		98		93		90		89		92		86		102		102		96		98		86

		PDRs		580_PDRs_1		Practice Services		Clinical		BMC		Completed		*																																						8		7		7		7		8		8		11		11		9		8		9		9		9		10		10		10		9		8

		PDRs		580_PDRs_1		Practice Services		Operational		BMC		Completed		*																																						13		13		10		9		9		6		17		17		16		16		16		16		17		17		15		15		16		15

		PDRs		580_PDRs_1		Practice Services		Clinical		BMC WIC		Completed		*																																						0		4		4		5		5		4		6		6		6		6		6		6		4		5		5		6		6		5

		PDRs		580_PDRs_1		Practice Services		Operational		BMC WIC		Completed		*																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		PDRs		580_PDRs_1		Practice Services		Clinical		CKMP		Completed		*																																						19		14		20		21		22		22		29		28		26		26		26		26		27		28		28		29		29		26

		PDRs		580_PDRs_1		Practice Services		Operational		CKMP		Completed		*																																						15		15		19		19		19		11		19		19		19		19		18		18		19		21		23		23		21		18

		PDRs		580_PDRs_1		Practice Services		Clinical		HHS		Completed		*																																						9		8		8		8		7		8		11		10		11		10		10		10		10		10		10		10		9		6

		PDRs		580_PDRs_1		Practice Services		Operational		HHS		Completed		*																																						2		2		2		2		2		1		2		2		2		2		2		2		2		3		3		3		3		3

		PDRs		580_PDRs_1		Head Office		*		Osprey		Completed		*																																						25		24		25		24		22		22		33		30		28		26		25		25		26		30		28		26		25		26





Calc Monthly

						Prev years values												Apr-16		May-16		Jun-16		Jul-16		Aug-16		Sep-16		Oct-16		Nov-16		Dec-16		Jan-17		Feb-17		Mar-17		Apr-17		May-17		Jun-17		Jul-17		Aug-17		Sep-17		Oct-17		Nov-17		Dec-17		Jan-18		Feb-18		Mar-18		Apr-18		May-18		Jun-18		Jul-18		Aug-18		Sep-18		Oct-18		Nov-18		Dec-18		Jan-19		Feb-19		Mar-19		Apr-19		May-19		Jun-19		Jul-19		Aug-19		Sep-19		Oct-19		Nov-19		Dec-19		Jan-20		Feb-20		Mar-20		Apr-20		May-20		Jun-20		Jul-20		Aug-20		Sep-20		Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21		Oct-21		Nov-21		Dec-21		Jan-22		Feb-22		Mar-22		Apr-22		May-22		Jun-22		Jul-22		Aug-22		Sep-22		Oct-22		Nov-22		Dec-22		Jan-23		Feb-23		Mar-23

						Copy/paste values at year end												2016		2016		2016		2016		2016		2016		2016		2016		2016		2017		2017		2017		2017		2017		2017		2017		2017		2017		2017		2017		2017		2018		2018		2018		2018		2018		2018		2018		2018		2018		2018		2018		2018		2019		2019		2019		2019		2019		2019		2019		2019		2019		2019		2019		2019		2020		2020		2020		2020		2020		2020		2020		2020		2020		2020		2020		2020		2021		2021		2021		2021		2021		2021		2021		2021		2021		2021		2021		2021		2022		2022		2022		2022		2022		2022		2022		2022		2022		2022		2022		2022		2023		2023		2023

																		2016-17		2016-17		2016-17		2016-17		2016-17		2016-17		2016-17		2016-17		2016-17		2016-17		2016-17		2016-17		2017-18		2017-18		2017-18		2017-18		2017-18		2017-18		2017-18		2017-18		2017-18		2017-18		2017-18		2017-18		2018-19		2018-19		2018-19		2018-19		2018-19		2018-19		2018-19		2018-19		2018-19		2018-19		2018-19		2018-19		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2019-20		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2020-21		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2021-22		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23		2022-23

																		2016/17		2016/17		2016/17		2016/17		2016/17		2016/17		2016/17		2016/17		2016/17		2016/17		2016/17		2016/17		2017/18		2017/18		2017/18		2017/18		2017/18		2017/18		2017/18		2017/18		2017/18		2017/18		2017/18		2017/18		2018/19		2018/19		2018/19		2018/19		2018/19		2018/19		2018/19		2018/19		2018/19		2018/19		2018/19		2018/19		2019/20		2019/20		2019/20		2019/20		2019/20		2019/20		2019/20		2019/20		2019/20		2019/20		2019/20		2019/20		2020/21		2020/21		2020/21		2020/21		2020/21		2020/21		2020/21		2020/21		2020/21		2020/21		2020/21		2020/21		2021/22		2021/22		2021/22		2021/22		2021/22		2021/22		2021/22		2021/22		2021/22		2021/22		2021/22		2021/22		2022/23		2022/23		2022/23		2022/23		2022/23		2022/23		2022/23		2022/23		2022/23		2022/23		2022/23		2022/23

																		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar

		Scene		Source		Type		LOB		Group		Division		Cat1		Cat2		4/1/16		5/1/16		6/1/16		7/1/16		8/1/16		9/1/16		10/1/16		11/1/16		12/1/16		1/1/17		2/1/17		3/1/17		4/1/17		5/1/17		6/1/17		7/1/17		8/1/17		9/1/17		10/1/17		11/1/17		12/1/17		1/1/18		2/1/18		3/1/18		4/1/18		5/1/18		6/1/18		7/1/18		8/1/18		9/1/18		10/1/18		11/1/18		12/1/18		1/1/19		2/1/19		3/1/19		4/1/19		5/1/19		6/1/19		7/1/19		8/1/19		9/1/19		10/1/19		11/1/19		12/1/19		1/1/20		2/1/20		3/1/20		4/1/20		5/1/20		6/1/20		7/1/20		8/1/20		9/1/20		10/1/20		11/1/20		12/1/20		1/1/21		2/1/21		3/1/21		4/1/21		5/1/21		6/1/21		7/1/21		8/1/21		9/1/21		10/1/21		11/1/21		12/1/21		1/1/22		2/1/22		3/1/22		4/1/22		5/1/22		6/1/22		7/1/22		8/1/22		9/1/22		10/1/22		11/1/22		12/1/22		1/1/23		2/1/23		3/1/23

		Resourcing		Resourcing_1		Establishment		Practice Services		Clinical		BMC																																																																																																						9.5733333333		9.7866666667		9.7866666667		9.8533333333		9.93		11.33		11.33		11.36		11.39		11.2833333333		11.305		11.305		11.305		11.3116666667		11.3116666667		11.3116666667		11.3116666667		11.445		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Practice Services		Operational		BMC																																																																																																						18.24		18.24		18.24		18.3466666667		18.39		18.39		18.39		18.39		18.39		18.59		18.59		18.59		18.59		18.59		20.69		20.69		20.5566666667		20.5066666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Practice Services		Clinical		BMC WIC																																																																																																						6.22		6.24		6.24		6.24		6.24		16.1733333333		16.4533333333		16.4533333333		16.4533333333		16.4533333333		16.8733333333		16.8733333333		16.8733333333		16.8733333333		16.8733333333		16.8733333333		16.8733333333		16.8733333333		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Practice Services		Clinical		CKMP																																																																																																						27.4566666667		27.4033333333		38.6966666667		28.84		28.84		34.0833333333		34.19		34.3266666667		34.3551333333		34.3551333333		34.3451333333		34.3451333333		34.5084666667		34.4818		34.4818		34.8084666667		34.8084666667		34.6818		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Practice Services		Operational		CKMP																																																																																																						23.285		23.285		23.285		18.3933333333		18.3933333333		18.58		18.58		18.6366666667		19.8483333333		19.8483333333		20.6483333333		20.6483333333		20.6483333333		20.9016666667		20.955		20.955		20.9483333333		22.235		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Urgent Care		Operational		COVID-19																																																																																																						2.3333333333		1.9		0		2.3466666667		2.8133333333		3.0933333333		3.0933333333		3.0933333333		1.12		1.12		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Urgent Care		Clinical		COVID-19																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Practice Services		Clinical		HHS																																																																																																						6.2666666667		6.6533333333		6.6533333333		7.1733333333		7.1733333333		7.4933333333		7.5866666667		7.5866666667		8.16		8.52		8.9		8.9		8.8866666667		8.9		9.0466666667		9.0466666667		9.2866666667		9.3133333333		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Practice Services		Operational		HHS																																																																																																						1.1866666667		1.1866666667		1.1866666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		1.2366666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Urgent Care		Clinical		IUC																																																																																																						38.3366666667		36.86		36.86		35.8733333333		33.4133333333		50.9583333333		51.0538		51.1738		51.1454666667		51.2321333333		51.4721333333		51.4721333333		51.4721333333		51.4588		51.5088		51.6671333333		64.4104666667		64.4104666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Urgent Care		Clinical - SE		IUC																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Urgent Care		Operational		IUC																																																																																																						37.7052		37.7052		37.8518666667		37.5252		33.2102		46.8470666667		46.8204		46.8204		46.8204		46.8204		46.6768666667		46.6768666667		46.777		46.7735333333		47.0935333333		47.1102		46.1918666667		60.1718666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		Establishment		Head Office		*		Osprey																																																																																																						43.6568		43.0901333333		43.4568		42.1351333333		43.3318		44.5018		44.4768		44.4768		43.6034666667		44.8396		45.9329333333		45.9329333333		45.9866666667		46.015		46.045		45.6783333333		45.6783333333		46.7083333333		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Practice Services		Clinical		BMC																																																																																																						8.1933333333		8.1933333333		8.1933333333		7.7433333333		7.9533333333		9.3533333333		9.3533333333		9.3533333333		9.3533333333		9.0333333333		9.0333333333		9.0333333333		9.0333333333		9.0333333333		9.0333333333		9.0333333333		8.7933333333		8.7533333333		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Practice Services		Operational		BMC																																																																																																						16.2733333333		16.2733333333		16.2733333333		16.2766666667		15.7333333333		15.7333333333		15.7333333333		15.7333333333		15.7333333333		15.7333333333		15.7333333333		15.7333333333		15.7333333333		15.7333333333		15.91		15.91		15.7766666667		15.7766666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Practice Services		Clinical		BMC WIC																																																																																																						5.5533333333		5.5733333333		5.5733333333		5.5733333333		4.9866666667		4.9866666667		5		5		5		5		5.16		5.16		5.16		5.16		5.16		5.16		5.16		5.16		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Practice Services		Clinical		CKMP																																																																																																						21.0233333333		21.2366666667		30.7		21.8233333333		21.8233333333		24.1266666667		24.18		24.5933333333		24.58		24.58		23.5733333333		23.5733333333		23.63		23.6033333333		23.0033333333		23.27		21.6566666667		22.23		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Practice Services		Operational		CKMP																																																																																																						16.5466666667		16.5466666667		16.5466666667		16.4666666667		16.4666666667		16.4666666667		16.4666666667		16.4666666667		18.46		18.46		19.26		19.26		19.26		19.5133333333		19.42		19.42		19.2533333333		20.42		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Urgent Care		Operational		COVID-19																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Practice Services		Clinical		HHS																																																																																																						5.7066666667		5.6533333333		5.0533333333		5.7733333333		5.9733333333		6.1866666667		5.96		5.96		6.5333333333		6.8933333333		7.0933333333		7.0933333333		7.08		7.08		7.2266666667		7.2266666667		7.2533333333		6.84		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Practice Services		Operational		HHS																																																																																																						1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		1		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Urgent Care		Clinical		IUC																																																																																																						15.5783333333		14.32		14.7183333333		14.395		10.9816666667		23.6866666667		23.3771333333		23.4988		22.8921333333		22.8121333333		23.5221333333		23.5221333333		22.2688		22.2488		21.8921333333		22.0938		14.8371333333		16.5704666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Urgent Care		Operational		IUC																																																																																																						35.22		34.96		34.7716666667		33.915		30.9633333333		35.0433333333		34.8566666667		34.4316666667		33.8683333333		33.9516666667		33.4416666667		33.4416666667		33.6418		33.4933333333		32.4733333333		32.5683333333		31.91		34.1116666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Urgent Care		Clinical - SE		IUC																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE In Post		Head Office		*		Osprey																																																																																																						41.6634666667		41.2434666667		41.5301333333		40.9884666667		40.9884666667		40.9684666667		41.1084666667		40.8018		39.9351333333		39.9516666667		41.0183333333		41.0183333333		41.9783333333		41.6733333333		40.3066666667		39.7066666667		39.7066666667		40.64		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Practice Services		Clinical		BMC																																																																																																						1.38		1.5933333333		1.5933333333		2.11		1.9766666667		1.9766666667		1.9766666667		2.0066666667		2.0366666667		2.25		2.2716666667		2.2716666667		2.2716666667		2.2783333333		2.2783333333		2.2783333333		2.5183333333		2.6916666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Practice Services		Operational		BMC																																																																																																						1.9666666667		1.9666666667		1.9666666667		2.07		2.6566666667		2.6566666667		2.6566666667		2.6566666667		2.6566666667		2.8566666667		2.8566666667		2.8566666667		2.8566666667		2.8566666667		4.78		4.78		4.78		4.73		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Practice Services		Clinical		BMC WIC																																																																																																						0.6666666667		0.6666666667		0.6666666667		0.6666666667		1.2533333333		11.1866666667		11.4533333333		11.4533333333		11.4533333333		11.4533333333		11.7133333333		11.7133333333		11.7133333333		11.7133333333		11.7133333333		11.7133333333		11.7133333333		11.7133333333		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Practice Services		Clinical		CKMP																																																																																																						6.4333333333		6.1666666667		7.9966666667		7.0166666667		7.0166666667		9.9566666667		10.01		9.7333333333		9.7751333333		9.7751333333		10.7718		10.7718		10.8784666667		10.8784666667		11.4784666667		11.5384666667		13.1518		12.4518		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Practice Services		Operational		CKMP																																																																																																						6.7383333333		6.7383333333		6.7383333333		1.9266666667		1.9266666667		2.1133333333		2.1133333333		2.17		1.3883333333		1.3883333333		1.3883333333		1.3883333333		1.3883333333		1.3883333333		1.535		1.535		1.695		1.815		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Urgent Care		Operational		COVID-19																																																																																																						2.3333333333		1.9		0		2.3466666667		2.8133333333		3.0933333333		3.0933333333		3.0933333333		1.12		1.12		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0.7466666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Practice Services		Clinical		HHS																																																																																																						0.56		1		1.6		1.4		1.2		1.3066666667		1.6266666667		1.6266666667		1.6266666667		1.6266666667		1.8066666667		1.8066666667		1.8066666667		1.82		1.82		1.82		2.0333333333		2.4733333333		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Practice Services		Operational		HHS																																																																																																						0.1866666667		0.1866666667		0.1866666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0.2366666667		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Urgent Care		Clinical		IUC																																																																																																						22.7583333333		22.54		22.1416666667		21.4783333333		22.4316666667		27.2716666667		27.6766666667		27.675		28.2533333333		28.42		27.95		27.95		29.2033333333		29.21		29.6166666667		29.5733333333		49.5733333333		47.84		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Urgent Care		Operational		IUC																																																																																																						2.4852		2.7452		3.0802		3.6102		2.2468666667		11.8037333333		11.9637333333		12.3887333333		12.9520666667		12.8687333333		13.2352		13.2352		13.1352		13.2802		14.6202		14.5418666667		14.2818666667		26.0602		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Urgent Care		Clinical - SE		IUC																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Resourcing		Resourcing_1		WTE Vacancies		Head Office		*		Osprey																																																																																																						1.9933333333		1.8466666667		1.9266666667		1.1466666667		2.3433333333		3.5333333333		3.3683333333		3.675		3.6683333333		4.8879333333		4.9146		4.9146		4.0083333333		4.3416666667		5.7383333333		5.9716666667		5.9716666667		6.0683333333		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Urgent Care		*		IUC		Extremely Likely																																																																																																				0		1		18		23		12		21		12		13		31		13		6		18		34		20		11		20		10		6		2		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Urgent Care		*		IUC		Likely																																																																																																				0		1		4		7		5		4		4		4		10		7		0		6		13		8		4		6		3		6		1		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Urgent Care		*		IUC		Neither Likely nor Unlikely																																																																																																				0		0		2		3		1		1		0		0		2		2		0		1		1		2		2		2		1		2		1		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Urgent Care		*		IUC		Unlikely																																																																																																				0		0		0		0		0		0		1		0		0		0		0		0		3		0		1		0		1		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Urgent Care		*		IUC		Extremely Unlikely																																																																																																				0		0		0		1		0		0		1		0		0		2		0		0		0		2		0		1		1		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Urgent Care		*		IUC		Don't know																																																																																																				0		0		0		1		0		0		1		0		1		0		2		0		1		0		0		0		0		1		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		BMC		Extremely Likely																																																																																																				0		7		16		18		20		22		20		61		79		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		BMC		Likely																																																																																																				0		2		0		2		2		4		2		6		8		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		BMC		Neither Likely nor Unlikely																																																																																																				0		0		0		0		1		1		0		2		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		BMC		Unlikely																																																																																																				0		0		0		1		4		0		0		0		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		BMC		Extremely Unlikely																																																																																																				0		0		1		1		2		0		4		7		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		BMC		Don't know																																																																																																				0		0		1		0		0		6		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		CKMP		Extremely Likely																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		CKMP		Likely																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		CKMP		Neither Likely nor Unlikely																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		CKMP		Unlikely																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		CKMP		Extremely Unlikely																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_1		FriendsFamily		Practice Services		*		CKMP		Don't know																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_2		Recommended		Urgent Care		*		IUC		Recommended																																																																																																				0		0		92		86		94		96		84		100		93		83		75		96		96		88		83		90		82		80		75		0		0		0		0		0

		Patient Experience		Pt_Experience_2		Recommended		Urgent Care		*		IUC		Not Recommended																																																																																																				0		0		0		3		0		0		11		0		0		8		0		0		4		6		6		3		12		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_2		Recommended		Practice Services		*		BMC		Recommended																																																																																																				0		0		0		0		76		79		85		87		91		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_2		Recommended		Practice Services		*		BMC		Not Recommended																																																																																																				0		0		0		0		0		0		15		9		5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_2		Recommended		Practice Services		*		CKMP		Recommended																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_2		Recommended		Practice Services		*		CKMP		Not Recommended																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Patient Experience		Pt_Experience_3		PSQ		Urgent Care		*		IUC		Sent																																																																																																				0		162		192		256		148		148		144		139		274		135		160		172		268		206		149		180		193		212		126		0		0		0		0		0

		Patient Experience		Pt_Experience_3		PSQ		Urgent Care		*		IUC		Returned																																																																																																				0		2		24		35		18		26		20		17		44		24		8		26		54		32		18		30		18		15		5		0		0		0		0		0

		Patient Experience		Pt_Experience_3		PSQ		Urgent Care		*		IUC		Satisfied																																																																																																				16		18		20		22		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Compliments		Compliments_1		Compliments		Urgent Care		*		IUC																																																																																																						1		1		0		2		1		0		1		2		2		4		2		1		4		2		0		1		0		0		0		0		0		0		0		0

		Compliments		Compliments_1		Compliments		Practice Services		*		BMC																																																																																																						0		0		0		1		1		1		0		1		0		0		0		0		0		0		0		3		0		0		0		0		0		0		0		0

		Compliments		Compliments_1		Compliments		Practice Services		*		BMC WIC																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Compliments		Compliments_1		Compliments		Practice Services		*		CKMP																																																																																																						1		0		1		2		0		1		5		1		3		3		3		5		2		3		1		3		2		0		0		0		0		0		0		0

		Compliments		Compliments_1		Compliments		Practice Services		*		HHS																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Compliments		Compliments_1		Compliments		Head Office		*		Osprey																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Complaints		Complaints_1		Complaints		Urgent Care		*		IUC																																																																																																						2		4		2		3		0		6		3		1		2		0		3		8		3		1		3		2		5		8		0		0		0		0		0		0

		Complaints		Complaints_1		Complaints		Practice Services		*		BMC																																																																																																						0		1		0		0		1		1		1		0		0		0		1		0		1		1		1		1		0		0		0		0		0		0		0		0

		Complaints		Complaints_1		Complaints		Practice Services		*		BMC WIC																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Complaints		Complaints_1		Complaints		Practice Services		*		CKMP																																																																																																						0		0		1		4		2		0		2		2		1		0		2		3		1		1		2		1		0		0		0		0		0		0		0		0

		Complaints		Complaints_1		Complaints		Practice Services		*		HHS																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0

		Complaints		Complaints_1		Complaints		Head Office		*		Osprey																																																																																																						0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Incidents		Incidents_1		Incidents		Urgent Care		*		IUC		IUC																																																																												55		55		55		55		55		55		55		55		55		55		55		55		65		57		61		67		59		64		74		73		56		55		69		41		81		66		57		49		63		38		0		0		0		0		0		0

		Incidents		Incidents_1		Incidents		Practice Services		*		BMC		BMC																																																																												4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		4.1666666667		1		0		3		1		0		1		1		3		1		1		0		2		3		3		3		2		1		3		0		0		0		0		0		0

		Incidents		Incidents_1		Incidents		Practice Services		*		BMC WIC		WIC																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		3		0		0		0		0		0		0		0

		Incidents		Incidents_1		Incidents		Practice Services		*		CKMP		CKMP																																																																																																				2		1		1		3		0		3		5		0		3		2		5		3		1		5		4		1		2		0		0		0		0		0		0		0

		Incidents		Incidents_1		Incidents		Practice Services		*		HHS		HHS																																																																																																				0		1		0		4		0		2		0		1		1		2		0		1		1		1		0		1		0		1		0		0		0		0		0		0

		Incidents		Incidents_1		Incidents		Head Office		*		Osprey		Corporate																																																																												4.75		4.75		4.75		4.75		4.75		4.75		4.75		4.75		4.75		4.75		4.75		4.75		4		0		1		1		3		1		1		1		2		3		0		0		9		2		4		2		0		2		0		0		0		0		0		0

		IG		IG_1		Information Requests		Urgent Care		*		IUC		IUC																																																																																																				0		2		4		1		2		5		1		1		2		4		2		1		7		3		5		0		2		4		0		0		0		0		0		0

		IG		IG_1		Information Requests		Practice Services		*		BMC		BMC																																																																																																				0		0		0		0		0		1		0		0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		0		0

		IG		IG_1		Information Requests		Practice Services		*		BMC WIC		WIC																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		IG		IG_1		Information Requests		Practice Services		*		CKMP		CKMP																																																																																																				0		0		0		1		0		0		1		0		0		0		1		0		1		0		0		1		0		1		0		0		0		0		0		0

		IG		IG_1		Information Requests		Practice Services		*		HHS		HHS																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		IG		IG_1		Information Requests		Head Office		*		Osprey		Osprey																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		IG		IG_2		IG Incidents		*		*		*		Data Security																																																																																																				0		0		13		4		2		0		3		3		7		5		6		8		0		4		1		1		2		0		0		0		0		0		0		0

		IG		IG_2		IG Incidents		*		*		*		Confidentiality																																																																																																				1		8		0		0		3		4		8		6		0		1		0		1		4		4		5		2		1		0		0		0		0		0		0		0

		IG		IG_2		IG Incidents		*		*		*		Records Management																																																																																																				2		2		1		3		6		5		4		4		0		2		7		4		2		3		4		3		2		0		0		0		0		0		0		0

		IG		IG_2		IG Incidents		*		*		*		Phishing email																																																																																																				2		1		0		0		1		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Finance		Finance_1		Finance		Urgent Care		*		*		Income																																																																																																				1235462.99		1180475.92		1378586.6		1167777.41		1207210.36		1307213.87		1157460.85		1216652.87		1846536.51		1182280.73		1264410.46		0		1294600.85		1293591.17		1295617.43		1293601.93		1293610.4		0		0		0		0		0		0		0

		Finance		Finance_1		Finance		Urgent Care		*		*		Expediture																																																																																																				1348205.079		1210234.092		1180388.25		1034472.391		1129577.986		1140927.417		1099177.605		1141868.747		1484660.111		1397086.943		1265849.286		0		1245625.795		1286180.097		1224861.393		1209577.603		1150896.08		0		0		0		0		0		0		0

		Finance		Finance_1		Finance		Practice Services		*		*		Income																																																																																																				500605.246666667		359679.626666667		448532.096666667		483862.55		419130.52		681299.93		420666.49		439489.91		479751.35		482989.49		445743.31		0		397033.42		409541.626666667		470705.626666667		557137.666666667		457126.276666667		0		0		0		0		0		0		0

		Finance		Finance_1		Finance		Practice Services		*		*		Expediture																																																																																																				442286.463466667		419341.431866667		425687.129666667		387845.6126		578411.3264		495987.2714		450174.7246		418428.3354		470931.7802		473098.725		429770.7106		0		481469.538		448599.366666667		498986.552666667		521044.996266667		388288.869266667		0		0		0		0		0		0		0

		Finance		Finance_1		Finance		Head Office		*		*		Contribution (10%)																																																																																																				165601.412466667		145870.523866667		174937.689666667		156591.8836		154977.8724		181690.7094		150211.0196		156865.5524		223395.4512		156202.593		160645.2966		0		0		0		0		0		0		0		0		0		0		0		0		0

		Finance		Finance_1		Finance		Head Office		*		*		Expediture																																																																																																				132026.47		119121.84		166434.09		114171.34		112434.68		114295.82		134006.75		121378.87		167637.2		45351.486		111724.13		0		113655.84		110631.42		112540.59		120139.54		109880.86		0		0		0		0		0		0		0

		ISO14001		ISO14001_1		Paper Use		*		*		*		Paper Ordered				80		60		0		30		50		27		50		0		60		80		30		30																																																																										15		20		85		75		40		90		70		100		60		90		60		140		65		125		70		0		0		0		0		0		0		0		0		0

		ISO14001		ISO14001_1		Paper Use		*		*		*		Variance to target				37		17		0		-13		7		-16		7		0		17		37		-13		-13																																																																										32		32		32		32		32		32		32		32		32		32		32		32		60		60		60		60		60		60		60		60		60		60		60		60

		ISO14001		ISO14001_2		Reams		*		*		Osprey		Osprey																																																																												20		20		20		20		20		20		20		20		20		20		20		20		11		19		15		29		8		13		11		23		18		4		15		17		6		17		15		20		8		15		0		0		0		0		0		0

		ISO14001		ISO14001_2		Reams		*		*		IUC		IUC TCs																																																																												0		0		0		0		0		0		0		0		0		0		0		0		4		1		5		1		2		2		9		7		2		6		5		8		9		3		0		5		2		0		0		0		0		0		0		0

		ISO14001		ISO14001_2		Reams		*		*		HHS		HHS																																																																												5		5		5		5		5		5		5		5		5		5		5		5		0		0		0		0		0		0		25		0		0		10		0		15		0		20		20		0		0		10		0		0		0		0		0		0

		ISO14001		ISO14001_2		Reams		*		*		BMC		BMC																																																																												40		40		40		40		40		40		40		40		40		40		40		40		25		10		20		20		0		50		5		25		40		15		40		35		50		40		15		0		30		0		0		0		0		0		0		0

		ISO14001		ISO14001_2		Reams		*		*		CKMP		CKMP																																																																												40		40		40		40		40		40		40		40		40		40		40		40		0		40		45		25		30		25		20		45		0		55		0		65		0		45		20		0		35		0		0		0		0		0		0		0

		ISO14001		ISO14001_3		Shred-It		*		*		Osprey																																																																																																						100		100		200		0		200		100		100		100		148		100		100		100		100		100		100		200		100		100		0		0		0		0		0		0

		ISO14001		ISO14001_3		Shred-It		*		*		BMC																																																																																																						150		150		150		150		150		225		150		150		150		150		1150		225		150		150		150		150		150		225		0		0		0		0		0		0

		ISO14001		ISO14001_3		Shred-It		*		*		CKMP																																																																																																						75		75		75		75		75		150		75		75		75		75		75		75		75		75		75		75		75		0		0		0		0		0		0		0

		ISO14001		ISO14001_3		Shred-It		*		*		HHS																																																																																																						25		25		25		25		25		25		25		25		32		25		25		50		25		25		30		37		25		25		0		0		0		0		0		0

		ISO14001		ISO14001_3		Shred-It		*		*		*		Total Kg shredded																																																																												765.1		500		500		600		500		575		725		446		350		350		0		0		350		350		450		250		450		500		350		350		410		350		350		450		350		350		362		462		425		350		0		0		0		0		0		0

		ISO14001		ISO14001_3		Shred-It		*		*		*		Tons of recycled fibre produced																																																																												0.9		0.6		0.6		0.7		0.6		0.7		0.9		0.5		0.4		0.4		0		0		0.4		0.4		0.5		0.3		0.5		0.6		0.4		0.4		0.5		0.4		0.4		0.5		0.4		0.4		0.4		0.5		0.5		0.4		0		0		0		0		0		0

		ISO14001		ISO14001_3		Shred-It		*		*		*		Trees saved																																																																												15.302		10		10		12		10		11.5		14.5		8.92		7		7		0		0		7		7		9		5		9		10		7		7		8.2		7		7		9		7		7		7.2		9.24		8.5		7		0		0		0		0		0		0

		ISO14001		ISO14001_3		BrisDoc Totals		*		*		*		Tons of recycled fibre produced																																																																																																				0.4117647059		0.4117647059		0.5		0.3		0.5		0.6		0.4		0.4		0.5		0.4		0.4		0.5		0.4		0.4		0.4		0.5		0.5		0.5		0		0		0		0		0		0

		ISO14001		ISO14001_3		BrisDoc Totals		*		*		*		Trees saved				2.18		4.36		2.18		0		7.88		0.53		0.53		0.53		0.53		0		2.18		2.18																																																		15.302		10		10		12		10		11.5		14.5		8.92		7		7		7		9		7		7		9		5		9		10		7		7		8.2		7		7		9		7		7		7.2		9.2		8.5		7		0		0		0		0		0		0

		ISO14001		ISO14001_3		BrisDoc Totals		*		*		*		Toner spend				155.28		246		180		549.6		162		185.4		512.4		72		106.8		120		349.2		120

		ISO14001		ISO14001_3		BrisDoc Totals		*		*		*		Cubic meters landfill saved																																																																																																				1.0294117647		1.0294117647		1.3		0.7		1.3		1.5		1		1		1.2		1		1		1.3		1		1		2.5		1.4		1.3		2.5		0		0		0		0		0		0

		ISO14001		ISO14001_3		BrisDoc Totals		*		*		*		Litres of water saved																																																																																																				561.2352941176		561.2352941176		721.6		400.9		721.6		801.8		561		561.2		657.4		561.2		561.2		721.6		561.2		561.2		580.5		740.8		681.5		561.2		0		0		0		0		0		0

		ISO14001		ISO14001_3		BrisDoc Totals		*		*		*		Litres of petrol saved																																																																																																				155.6470588235		155.6470588235		200.1		111.2		200.1		222.4		155.6		155.6		182.3		155.6		155.6		200.1		155.6		155.6		161		205.5		189		155.6		0		0		0		0		0		0

		ISO14001		ISO14001_3		BrisDoc Totals		*		*		*		Kilos of air pollutants saved																																																																																																				11.2		11.2		14.4		8		14.4		16		11.2		11.2		13.1		11.2		11.2		14.4		11.2		11.2		11.6		14.8		13.6		11.2		0		0		0		0		0		0

		ISO14001		ISO14001_3		BrisDoc Totals		*		*		*		Kilowatts of electricity saved																																																																																																				4282.7647058824		4282.7647058824		5506.4		3059.1		5506.4		6118.2		4282.8		4282.8		5017		4282.8		4282.8		5506.4		4282.8		4282.8		4429.6		5653.2		5200.5		4282.8		0		0		0		0		0		0

		ISO14001		ISO14001_3		BrisDoc Totals		*		*		*		Tonnes of carbon equivalent																																																																																																				9.24		9.24		11.9		6.6		11.9		13.2		9.2		9.2		10.8		9.2		9.2		11.9		9.2		9.2		9.6		12.2		11.2		9.2		0		0		0		0		0		0

		ISO14001		ISO14001_5		Fossil Fuel Use		*		*		*		21 kWh				3594		3594		3594		2806		2806		2806		3624		3624		3625		3256.3333333333		3256		3256																																																		1,373		1,461		1,321		1,313		1,599		1,402		1,887		0		0		0		0		0		0		0		5643		2463		3564		4002		4518		3806		5975		7047		7409		0		0		3209		7469		0		3844		4946		0		0		0		0		0		0

		ISO14001		ISO14001_5		Fossil Fuel Use		*		*		*		19a/20 kWh		20 kWh		1013		1013		1013		1733		1733		1734		1008		1008		1008		1388.6666666667		1389		1389

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WV10EEJ		Spare																																																																																																		33.38		77.19		44.99		0		26.62		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WN62ZXD		Spare																																																																																																		0		30.6		0		26.83		31.5		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WN62ZXC																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WU64JVA		W9																																																																																																		0		0		34.27		0		34.54		0		30.12		14.3		32.25		81.56		24.59		26.06		103		0		29.47		40		0		0		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WU64JVD		K2																																																																																																		42.79		61.1		26.76		20.76		23		46.47		33.97		42.96		53.88		42		63		58.59		63.23		94.97		62.05		64.02		48.662		52.92		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WU64JVC		Support																																																																																																		35.16		52.47		26.5		22.27		25		64.14		90.22		137.96		140.85		35		117.25		113.74		103.67		125.25		140.93		116.62		142.56		35.15		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WV17AVY		S5																																																																																																		87.54		64.82		0		99.29		30.49		36.97		0		0		42		33		0		42.31		0		56.53		0		41.28		26.93		23		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WN69PKZ		K1																																																																																																		193.9		24.96		147.69		101.43		106.57		93.64		113.52		124.07		192.04		129.21		145.11		126.19		117.09		129.37		136.24		65		111.21		141.67		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WN69PKJ		F6																																																																																																		178.97		35.1		235.77		99.59		141.51		119.1		141.55		117.29		215.22		96.47		119.22		118.31		152.37		167.68		109.18		112.78		95.57		130.49		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WN69PLV		W8																																																																																																		117.39		133.63		100.48		88.36		84		95.18		56.18		121.19		151.13		105.61		142.13		82.18		117.81		144.54		117.66		106.98		79.18		97.9		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		WN69PKC		F7																																																																																																		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		Taxi ABU																																																																																																				0		81.63		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		Taxi EUW																																																																																																				0		163.78		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		ISO14001		ISO14001_6		Litres Bought		*		*		*		Total		1843.61		2170.51		2550.93		1627.17		1986		1654.09		1825.08		2236.11		2095.53		2648.62		1774.14		2484.78

		IUC Performance		IUC_Performance_1		Performance		Urgent Care		*		IUC		Urgent PCC																																																																																																				0.8342245989		0.8857142857		0.9714285714		0.9431818182		0.9166666667		0.8950617284		0.9550561798		0.9597701149		0.9175257732		0.9689440994		0.9695121951		0.9473684211		0.9636363636		0.9353448276		0.9636363636		0.9162995595		0.9450549451		0.9547169811		0		0		0		0		0		0																										check

		IUC Performance		IUC_Performance_1		Performance		Urgent Care		*		IUC		Urgent Home Visit																																																																																																				0.8641975309		0.95		0.9230769231		0.9452054795		0.9318181818		0.9577464789		0.96		0.9104477612		0.8901098901		0.88		0.9333333333		0.9420289855		0.9066666667		0.9298245614		0.9066666667		0.8863636364		0.8409090909		0.9189189189		0		0		0		0		0		0

		IUC Performance		IUC_Performance_1		Performance		Urgent Care		*		IUC		Urgent Advice																																																																																																				0.8794117647		0.8921757771		0.8520710059		0.8327444052		0.7770491803		0.8190259285		0.8655720883		0.8017817372		0.8176110753		0.8854056344		0.9058469475		0.7626191592		0.7433685573		0.7387730553		0.7433685573		0.5404861434		0.6368864243		0.57		0		0		0		0		0		0

		IUC Performance		IUC_Performance_1		Performance		Urgent Care		*		IUC		Routine PCC																																																																																																				0.9932432432		0.9968152866		1		1		1		0.9976689977		0.9975308642		1		0.9815157116		1		0.9971181556		0.9983361065		1		0.9962476548		1		1		1		0.9938398357		0		0		0		0		0		0

		IUC Performance		IUC_Performance_1		Performance		Urgent Care		*		IUC		Routine Home Visit																																																																																																				0.9578544061		0.9945355191		0.9655172414		0.994011976		1		0.9898989899		0.9942196532		0.9805194805		0.9666666667		0.9931034483		0.9928057554		1		0.9870967742		0.9865771812		0.9870967742		0.984		1		0.9503546099		0		0		0		0		0		0

		IUC Performance		IUC_Performance_1		Performance		Urgent Care		*		IUC		Routine Advice																																																																																																				0.9177350427		0.9406342183		0.9252525253		0.904400607		0.8663515256		0.856595337		0.9076212471		0.8744752309		0.9067264574		0.9422400804		0.9858290033		0.8729898261		0.8426966292		0.7318217357		0.8426966292		0.663644889		0.6704260652		0.5918644068		0		0		0		0		0		0

		IUC Performance		IUC_Performance_1		Performance		Urgent Care		*		IUC		POTS																																																																																																				0.8912652558		0.8914458345		0.8046875		0.8122395509		0.7415625		0.778		0.83134		0.664		0.84		0.8541365591		0.864275		0.858		0.86		0.815825		0.86		0.7665670899		0.64576		0.7984675969		0		0		0		0		0		0

		IUC Performance		IUC_Performance_1		Performance		Urgent Care		*		IUC		Average																																																																																																				0.9083967372		0.9433125145		0.9132775053		0.9365907143		0.9153142591		0.9193329101		0.9466666721		0.9211657208		0.9133592624		0.9449488771		0.9640742317		0.9116203569		0.9072441652		0.8864315027		0.9072441652		0.831799038		0.8488794209		0.8299491254		0		0		0		0		0		0

		IUC Performance		IUC_Performance_2		Demand		Urgent Care		*		IUC		Forecast																																																																																																				9440		10122		10787		7855		8570		10374		8804		8578		8545		10047		8123		8221		8542		9951		9042		10285		10050		9025		0		0		0		0		0		0

		IUC Performance		IUC_Performance_2		Demand		Urgent Care		*		IUC		Actual																																																																																																				9287		9868		7762		7643		9500		8153		8772		8881		9467		9834		7740		8423		10082		11170		9389		10467		10069		8947		0		0		0		0		0		0

		IUC Performance		IUC_Performance_2		Demand		Urgent Care		*		IUC		Variance																																																																																																				0.9837923729		0.974906145		0.7195698526		0.9730108211		1.1085180863		0.7859070754		0.9963652885		1.0353229191		1.1078993563		0.9787996417		0.9528499323		1.02457122		1.1802856474		1.1225002512		1.0383764654		1.0176956733		1.0018905473		0.9913573407		0		0		0		0		0		0

		PS Performance		PS_Performance_1		List Size		Practice Services		*		BMC																																																																																																						11178		11103		11057		10957		10902		10824		10908		10964		10933		10878		10626		10537		10501		10543		10698		10767		10797		10957		0		0		0		0		0		0

		PS Performance		PS_Performance_1		List Size		Practice Services		*		CKMP																																																																																																						17021		17032		17038		17011		17033		17079		17146		17175		17246		17245		17328		17354		17421		17491		17589		17664		17751		17868		0		0		0		0		0		0

		PS Performance		PS_Performance_1		List Size		Practice Services		*		HHS																																																																																																						9		9		13		27		40		42		40		52		53		54		52		49		48		46		49		52		54		54		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		BMC		Triage Calls																																																																																																				1578		1582		2068		2133		1984		2059		2080		1225		1753		1970		1682		2238		1807		1520		1592		1443		1375		1355		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		CKMP		Triage Calls																																																																																																				4000		4438		5355		5544		4326		4952		5037		4854		4520		4582		4685		5640		4821		4270		4795		4760		4273		4970		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		HHS		Triage Calls																																																																																																				610		727		808		772		569		404		76		50		49		81		122		109		50		41		37		93		164		187		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		BMC		Appts - Urgent																																																																																																				7		56		60		108		86		101		105		114		89		100		82		112		79		82		96		111		104		155		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		CKMP		Appts - Urgent																																																																																																				771		1021		1298		1117		495		346		514		433		458		390		420		440		408		378		448		501		384		434		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		HHS		Appts - Urgent																																																																																																				2		8		3		5		8		3		7		2		2		2		0		2		66		2		3		0		0		2		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		BMC		Appts - Routine																																																																																																				200		319		463		684		665		926		1013		954		962		784		800		1028		1021		984		1241		1117		997		1236		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		CKMP		Appts - Routine																																																																																																				350		604		1041		1591		1397		1643		3039		2177		2158		1711		1868		2233		2106		2116		2540		2462		2303		2694		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		HHS		Appts - Routine																																																																																																				135		139		177		229		146		441		825		812		730		875		863		995		857		842		936		773		701		801		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		BMC		Visits																																																																																																				13		17		11		13		10		9		4		6		12		5		11		15		5		2		7		8		4		16		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		CKMP		Visits																																																																																																				10		10		11		10		13		19		79		25		21		25		21		29		14		20		18		16		18		25		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Activity		Practice Services		*		HHS		Visits																																																																																																				0		0		0		0		2		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		BMC		Triage Calls																																																																																																				2356		2460		3069		3050		2846		2762		2693		2440		2451		2638		2468		2845		2345		2103		2227		2112		1956		1956		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		CKMP		Triage Calls																																																																																																				18105		23090		26401		26805		23673		16759		13838		13345		13572		12313		12856		17701		14254		11377		11377		12869		11408		12443		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		HHS		Triage Calls																																																																																																				716		814		953		892		647		462		76		70		51		83		128		109		50		41		37		93		180		214		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		BMC		Appts - Urgent																																																																																																				7		60		61		132		90		104		106		116		89		105		82		113		81		82		97		116		104		156		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		CKMP		Appts - Urgent																																																																																																				6304		7298		7529		7386		1590		1436		879		774		776		542		586		646		556		559		660		670		550		613		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		HHS		Appts - Urgent																																																																																																				12		61		66		67		62		66		66		61		61		59		46		70		66		54		66		66		63		64		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		BMC		Appts - Routine																																																																																																				662		648		805		832		826		1212		1140		1028		1121		846		849		1070		1073		1034		1279		1166		1041		1311		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		CKMP		Appts - Routine																																																																																																				5022		4603		5414		5663		3340		3530		5611		4127		4327		3287		3517		3816		3575		3535		3913		3658		2951		3381		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		HHS		Appts - Routine																																																																																																				1269		686		1044		1008		898		1182		1637		1438		1411		1427		1572		1762		1505		1658		1904		1700		1644		1768		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		BMC		Visits																																																																																																				13		18		11		19		11		22		14		7		12		5		13		15		8		5		8		8		4		22		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		CKMP		Visits																																																																																																				234		203		229		232		217		228		300		227		232		215		212		248		212		198		230		228		219		232		0		0		0		0		0		0

		PS Performance		PS_Performance_1		Capacity		Practice Services		*		HHS		Visits																																																																																																				0		0		0		0		2		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Policy Management		*		*		*		Red																																																																																																				0.4		0.4		0.4		0.27		0		0		0.3		0		0		0.25		0.25		0.26		0.25		0.21		0.23		0.19		0.21		0.12		0		0		0		0		0		0

		Compliance		Compliance_1		Policy Management		*		*		*		Amber																																																																																																				0.01		0.02		0.06		0		0		0		0.1		0		0		0.06		0.05		0.05		0.06		0		0.01		0.15		0.15		0.15		0		0		0		0		0		0

		Compliance		Compliance_1		Policy Management		*		*		*		Green																																																																														0.65		0.62		0.64		0.54		0.5		0.59		0.64		0.63		0.55		0.57		0.59		0.59		0.58		0.54		0.73		0		0		0.6		0		0		0.69		0.7		0.69		0.69		0.79		0.76		0.66		0.64		0.72		0		0		0		0		0		0

		Compliance		Compliance_2		Payroll Errors		*		*		*		Total Errors																																																																																																				58		76		52		35		40		61		40		47		48		60		46		24		29		53		32		38		66		43		0		0		0		0		0		0

		Compliance		Compliance_2		Payroll Errors		*		*		*		Employees Paid																																																																																																				342		340		350		338		334		342		334		331		347		336		332		344		332		330		331		334		323		326		0		0		0		0		0		0

		Compliance		Compliance_2		Payroll Errors		*		*		*		Error % 																																																																																																				0.17		0.22		0.15		0.1		0.12		0.18		0.12		0.14		0.14		0.18		0.14		0.07		0.09		0.16		0.1		0.11		0.2		0.13		0		0		0		0		0		0

		Compliance		Compliance_3		Payroll Errors		Practice Services		*		*		Percentage																																																																																																				0.4138		0.4868		0.5		0.4706		0.475		0.475		0.35		0.4894		0.38		0.45		0.37		0		0.64		0.41		0.34		0.36		0.46		0		0		0		0		0		0		0.62

		Compliance		Compliance_3		Payroll Errors		Urgent Care		*		*		Percentage																																																																																																				0.569		0.4474		0.4423		0.5294		0.425		0.49		0.65		0.4681		0.58		0.4667		0.39		0		0.32		0.47		0.5		0.49		0.418		0		0		0		0		0		0		0.31

		Compliance		Compliance_3		Payroll Errors		Head Office				Osprey		Percentage																																																																																																				0.0172		0.0658		0.05777		0		0.1		0.03		0		0.0425		0.04		0.0833		0.24		0.1		0.04		0.12		0.16		0.15		0.116		0		0		0		0		0		0		0.07

		Compliance		Compliance_3		Payroll Errors		Practice Services		*		*		Value																																																																																																				24		37		26		16		19		29		14		23		18		27		17		17		34		13		13		24		20		0		0		0		0		0		0		18

		Compliance		Compliance_3		Payroll Errors		Urgent Care		*		*		Value																																																																																																				33		34		23		18		17		30		26		22		28		28		18		9		17		15		19		32		18		0		0		0		0		0		0		9

		Compliance		Compliance_3		Payroll Errors		Head Office				Osprey		Value																																																																																																				1		5		3		0		4		2		0		2		2		5		11		3		2		4		6		10		5		0		0		0		0		0		0		2

		Compliance		Compliance_4		Transaction Errors		*		*		*																																																								0.0113742599		0.0134668508		0.0117587771		0.0116240995		0.0147601476		0.0106382979		0.0111723294		0.0131456851		0.0138847858		0.0142262318		0.0068221482		0.0128748094		0.01		0.013		0.008		0.008		0.009		0.009		0.008		0.007		0.008		0.009		0		0.0172		0.0658		0.05777		0		0.1		0.03		0		0.0425		0.04		0.0833		0.24		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		Service Consultations																																																																																																				9868		7762		7643		9500		8153		8772		8881		9467		9834		7740		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		White (B)																																																																																																				2		21		35		17		21		15		15		38		21		7		21		0		47		26		14		22		15		14		5		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		% of Consultations																																																																																																				0.0002026753		0.0027054883		0.0045793537		0.0017894737		0.002575739		0.0017099863		0.001688999		0.0040139432		0.0021354484		0.0009043928		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		White (O)																																																																																																				0		0		1		0		1		1		1		1		1		0		3		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		% of Consultations																																																																																																				0.0002026753		0.0027054883		0.0045793537		0.0017894737		0.002575739		0.0017099863		0.001688999		0.0040139432		0.0021354484		0.0009043928		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		BAME																																																																																																				0		1		0		1		1		1		1		1		1		1		1		0		3		2		1		3		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		% of Consultations																																																																																																				0.0002026753		0.0027054883		0.0045793537		0.0017894737		0.002575739		0.0017099863		0.001688999		0.0040139432		0.0021354484		0.0009043928		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		Not disclosed																																																																																																				0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		% of Consultations																																																																																																				0.0002026753		0.0027054883		0.0045793537		0.0017894737		0.002575739		0.0017099863		0.001688999		0.0040139432		0.0021354484		0.0009043928		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		Not answered																																																																																																				0		3		1		0		1		1		0		0		1		0		1		0		1		2		2		2		2		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_1		Ethnicity		*		*		*		% of Consultations																																																																																																				0.0002026753		0.0027054883		0.0045793537		0.0017894737		0.002575739		0.0017099863		0.001688999		0.0040139432		0.0021354484		0.0009043928		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_2		Religion		*		*		*		Christianity																																																																																																				0		3		12		4		8		0		6		10		9		3		4		0		11		16		2		12		5		4		2		0		0		0		0		0

		EDI - Patients		EDI_Patients_2		Religion		*		*		*		Islam																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_2		Religion		*		*		*		Sikhism																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_2		Religion		*		*		*		Hinduism																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		1		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_2		Religion		*		*		*		Buddhism																																																																																																				0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_2		Religion		*		*		*		Other																																																																																																				0		6		4		3		3		4		2		2		3		0		2		0		9		4		0		1		1		2		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_2		Religion		*		*		*		No religion																																																																																																				0		2		4		2		2		4		2		8		1		0		3		0		7		4		3		6		3		1		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_2		Religion		*		*		*		Not disclose																																																																																																				0		0		0		0		1		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_2		Religion		*		*		*		Not answered																																																																																																				2		14		0		9		1		11		7		20		15		5		17		0		25		7		10		9		9		8		3		0		0		0		0		0

		EDI - Patients		EDI_Patients_3		Sexual Orientation		*		*		*		Heterosexual																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_3		Sexual Orientation		*		*		*		Gay/Lesbian																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_3		Sexual Orientation		*		*		*		Bisexual																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_3		Sexual Orientation		*		*		*		Transgender																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_3		Sexual Orientation		*		*		*		Not disclosed																																																																																																				0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_3		Sexual Orientation		*		*		*		Not answered																																																																																																				2		14		0		9		1		11		7		20		15		5		17		0		25		7		10		9		9		8		3		0		0		0		0		0

		EDI - Patients		EDI_Patients_4		Gender		*		*		*		Male																																																																																																				0		6		15		7		11		7		4		10		8		1		14		0		24		7		7		13		8		8		1		0		0		0		0		0

		EDI - Patients		EDI_Patients_4		Gender		*		*		*		Female																																																																																																				2		19		22		11		14		12		13		30		16		7		12		0		35		25		9		15		10		7		4		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		<18																																																																																																				0		3		5		1		6		5		4		10		1		2		2		0		4		3		0		4		1		1		1		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		18-24																																																																																																				0		1		2		0		0		1		1		1		1		0		1		0		4		1		1		0		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		25-34																																																																																																				0		2		1		1		2		0		1		1		1		0		2		0		2		0		4		2		0		0		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		35-44																																																																																																				0		0		3		1		2		1		1		5		2		1		0		0		1		5		1		1		2		2		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		45-54																																																																																																				0		1		1		3		0		1		0		2		2		0		3		0		7		4		2		2		3		1		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		55-64																																																																																																				0		1		5		3		2		3		3		3		3		1		6		0		7		3		2		4		1		2		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		65-74																																																																																																				0		2		3		4		1		0		3		3		4		2		0		0		7		5		2		4		3		2		2		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		75-84																																																																																																				0		2		6		0		4		1		1		1		0		0		5		0		6		3		0		5		2		1		1		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		85-90																																																																																																				0		0		1		0		1		1		1		3		1		0		1		0		3		2		0		1		1		1		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		>91																																																																																																				0		1		0		0		2		0		0		0		2		0		0		0		0		2		2		2		1		1		0		0		0		0		0		0

		EDI - Patients		EDI_Patients_5		Age		*		*		*		Not answered																																																																																																				2		12		10		5		5		6		2		11		7		2		6		0		13		4		4		4		4		4		1		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Consumables		*		*		*		Target																																																																																																				4250		4250		4250		4250		4250		4250		4250		4250		4250		4250		4250		4250		3333		3333		3333		3333		3333		3333		3333		3333		3333		3333		3333		3333

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		Medicines spend 20/21																																																																												2878.55		4479		2714.76		3391.26		3367.02		3069.85		5435.74		3521.97		9958.26		1621		2023		2626		1101		2719		1153		1244		1181.21		1804.12		1445.51		2135.98		1547.5		608.52		1146.16		1350.39		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		Target																																																																												4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		4667		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		variance																																																																												-1788.45		-188		-1952.24		-1275.74		-1299.98		-1597.15		768.74		-1145.03		34149		-3046		-2644		-2041		-3566		-1948		-3514		-3423		-3485.79		-2862.88		-3221.49		-2531.02		-3119.5		-4058.48		-3520.84		-3316.61		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		No. OOD drugs 20/21																																																																												5		7		16		13		36		18		1		7		1		3		61		224		84		128		139		147		153		174		82		13		94		46		59		0		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		cost of out of dates																																																																												16.56		78.34		207.08		44.13		306.01		205.07		44.42		17.2		0.98		10.83		389.47		1127.02		158.81		500.18		76.57		1414.23		1379.59		457.76		261.38		57.95		401.33		175.27		783.1		572.97		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		% OOD of monthly spend																																																																												0.0057528964		0.0174905113		0.0762793028		0.0130128625		0.090884521		0.0668013095		0.0081718404		0.0048836305		0.0000252473		0.0066810611		0.1925210084		0.4291774562		0.1442415985		0.1839573373		0.0664093669		1.136840836		1.1679464278		0.2537303505		0.1808219936		0.0271304038		0.2593408724		0.2880266877		0.6832379423		0.4242996468		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		% OOD of budget																																																																												0.003548318		0.0167859439		0.0443711163		0.0094557532		0.0655688879		0.0439404328		0.0095178916		0.003685451		0.000209985		0.0023205485		0.0834518963		0.2414870366		0.0340282837		0.1071737733		0.0164066852		0.3030276409		0.2956053139		0.0980844225		0.0560059996		0.0124169702		0.0859931433		0.0375551746		0.1677951575		0.1227705164		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		No open packs																																																																												1		2		1		7		0		5		3		5		2		9		5		3		10		14		8		15		8		7		4		0		0		0		0		2		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		cost open packs																																																																												0.8		18.79		0.84		64.96		0		2.76		64.34		46.96		8.44		7.03		4.21		3.34		2.6		55.76		6.1		50.01		7.57		44.42		10.88		49.24		44.42		4.57		45.51		1.89		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		% open of monthly spend																																																																												0.0002779177		0.0041951328		0.0003094196		0.0191551223		0		0.0008990667		0.0118364749		0.0133334469		0.0002174361		0.0043368291		0.0020810677		0.0012718964		0.0023614896		0.0205075395		0.0052905464		0.0402009646		0.0064086826		0.0246214221		0.0075267553		0.0230526503		0.0287043619		0.0075100243		0.0397064982		0.0013995957		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		% open of budget																																																																												0.0001714163		0.004026141		0.0001799871		0.0139190058		0		0.0005913863		0.0137861581		0.0100621384		0.0018084423		0.001506321		0.0009020784		0.0007156632		0.0005571031		0.011947718		0.0013070495		0.0107156632		0.001622027		0.0095178916		0.0023312621		0.010550675		0.0095178916		0.0009792158		0.0097514463		0.0004049711		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		Cost of wasted meds																																																																												0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		% wasted of monthly spend																																																																												0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Stock Management		Stock_Mgmt_1		Medicines		*		*		*		% wasted of budget																																																																												0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0





Calc Quarterly

																				Apr-19		Jul-19		Oct-19		Jan-20		Apr-20		Jul-20		Oct-20		Jan-21		Apr-21		Jul-21		Oct-21		Jan-22		Apr-22		Jul-22		Oct-22		Jan-23

								Prev years values												1		2		3		4		1		2		3		4		1		2		3		4		1		2		3		4

								Copy/paste values at year end												2019		2019		2019		2020		2020		2020		2020		2021		2021		2021		2021		2022		2022		2022		2022		2023

																				2019-20		2019-20		2019-20		2019-20		2020-21		2020-21		2020-21		2020-21		2021-2022		2021-2022		2021-2022		2021-2022		2022-23		2022-23		2022-23		2022-23

																		Yquarter		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Q1

		Scene		Source		Type		LOB		Group		Division		Cat1		Cat2		Fquarter		Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Corporate		1												3		3		5		4		5		5		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Corporate		2												6		6		7		7		3		3		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Corporate		3												1		1		1		2		2		1		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Corporate		4												1		1		1		0		0		0		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Business		1												1		1		1		1		1		1		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Business		2												1		1		1		1		1		3		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Business		3												0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Business		4												1		1		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Urgent Care		1												1		1		1		1		2		3		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Urgent Care		2												3		3		4		3		3		3		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Urgent Care		3												3		4		3		4		3		4		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Urgent Care		4												1		1		1		1		1		0		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Practice Services		1												0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Practice Services		2												1		1		2		4		6		7		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Practice Services		3												3		2		2		1		1		1		0		0

		Risk Management		Risk_Mgmt_1		Risks		*		*		*		Practice Services		4												0		1		1		1		2		2		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Corporate		1												0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Corporate		2												4		3		5		5		4		3		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Corporate		3												1		4		2		2		3		1		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Corporate		4												0		0		0		0		0		1		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Business		1												2		2		2		2		2		2		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Business		2												0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Business		3												0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Business		4												0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Urgent Care		1												2		2		2		1		2		2		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Urgent Care		2												3		5		6		7		6		5		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Urgent Care		3												4		4		4		3		3		3		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Urgent Care		4												1		1		0		2		1		1		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Practice Services		1												0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Practice Services		2												2		2		2		3		3		7		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Practice Services		3												3		3		3		4		6		4		0		0

		Risk Management		Risk_Mgmt_2		Issues		*		*		*		Practice Services		4												0		0		2		2		1		0		0		0

		Risk Management		Risk_Mgmt_3		Accidents		Urgent Care		*		IUC		IUC														1		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_3		Accidents		Practice Services		*		BMC		BMC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_3		Accidents		Practice Services		*		BMC WIC		WIC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_3		Accidents		Practice Services		*		CKMP		CKMP														0		1		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_3		Accidents		Practice Services		*		HHS		HHS														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_3		Accidents		Head Office		*		Osprey		Osprey Court														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_4		RIDDOR		Urgent Care		*		IUC		IUC														0		1		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_4		RIDDOR		Practice Services		*		BMC		BMC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_4		RIDDOR		Practice Services		*		BMC WIC		WIC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_4		RIDDOR		Practice Services		*		CKMP		CKMP														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_4		RIDDOR		Practice Services		*		HHS		HHS														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_4		RIDDOR		Head Office		*		Osprey		Osprey Court														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_5		CQC		Urgent Care		*		IUC		IUC														1		0		0		1		1		1		0		0

		Risk Management		Risk_Mgmt_5		CQC		Practice Services		*		BMC		BMC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_5		CQC		Practice Services		*		BMC WIC		WIC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_5		CQC		Practice Services		*		CKMP		CKMP														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_5		CQC		Practice Services		*		HHS		HHS														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_5		CQC		Head Office		*		Osprey		Osprey Court														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_6		Insurance		Urgent Care		*		IUC		IUC														1		0		1		3		1		0		0		0

		Risk Management		Risk_Mgmt_6		Insurance		Practice Services		*		BMC		BMC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_6		Insurance		Practice Services		*		BMC WIC		WIC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_6		Insurance		Practice Services		*		CKMP		CKMP														2		0		1		2		2		0		0		0

		Risk Management		Risk_Mgmt_6		Insurance		Practice Services		*		HHS		HHS														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_6		Insurance		Head Office		*		Osprey		Osprey Court														0		0		0		0		0		1		0		0

		Risk Management		Risk_Mgmt_7		Duty of Candour		Urgent Care		*		IUC		IUC														0		0		1		3		0		0		0		0

		Risk Management		Risk_Mgmt_7		Duty of Candour		Practice Services		*		BMC		BMC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_7		Duty of Candour		Practice Services		*		BMC WIC		WIC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_7		Duty of Candour		Practice Services		*		CKMP		CKMP														1		0		1		2		0		0		0		0

		Risk Management		Risk_Mgmt_7		Duty of Candour		Practice Services		*		HHS		HHS														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_7		Duty of Candour		Head Office		*		Osprey		Osprey Court														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_8		Notifications		Urgent Care		*		IUC		IUC														2		1		2		4		2		1		0		0

		Risk Management		Risk_Mgmt_8		Notifications		Practice Services		*		BMC		BMC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_8		Notifications		Practice Services		*		BMC WIC		WIC														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_8		Notifications		Practice Services		*		CKMP		CKMP														2		0		1		2		2		0		0		0

		Risk Management		Risk_Mgmt_8		Notifications		Practice Services		*		HHS		HHS														0		0		0		0		0		0		0		0

		Risk Management		Risk_Mgmt_8		Notifications		Head Office		*		Osprey		Osprey Court														0		0		0		0		0		1		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		12m Denominator										53		37		43		54		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		12m DTaP/IPV/Hib/HepB %										90.5660377358		94.5945945946		74.4186046512		87.037037037		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		12m MenB%										90.5660377358		94.5945945946		81.3953488372		90.7407407407		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		12m PCV2%										90.5660377358		94.5945945946		79.0697674419		88.8888888889		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		12m Rota%										88.679245283		89.1891891892		55.8139534884		83.3333333333		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		24m Denominator										46		53		51		52		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		24m DTaP/IPV/Hib/HepB%										95.652173913		98.1132075472		100		96.1538461538		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		24m MMR1%										82.6086956522		92.4528301887		88.2352941176		88.4615384615		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		24m Hib/MenC%										84.7826086957		92.4528301887		88.2352941176		94.2307692308		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		24m PCV Booster%										80.4347826087		92.4528301887		88.2352941176		96.1538461538		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		24m MenB Booster%										78.2608695652		90.5660377358		86.2745098039		94.2307692308		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		5y Denominator										53		72		54		57		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		5y DTaP/IPV/Hib%										86.7924528302		98.6111111111		94.4444444444		94.7368421053		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		5y Hib/MenC%										90.5660377358		94.4444444444		94.4444444444		94.7368421053		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		5y DTaPIPV%										79.2452830189		91.6666666667		94.4444444444		80.701754386		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		5y MMR1%										90.5660377358		94.4444444444		88.8888888889		96.4912280702		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		L81015		5y MMR2%										77.358490566		88.8888888889		0		82.4561403509		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		12m Denominator										13		19		12		14		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		12m DTaP/IPV/Hib/HepB %										76.9230769231		78.9473684211		100		92.8571428571		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		12m MenB%										84.6153846154		84.2105263158		91.6666666667		92.8571428571		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		12m PCV2%										76.9230769231		89.4736842105		100		100		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		12m Rota%										84.6153846154		73.6842105263		91.6666666667		92.8571428571		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		24m Denominator										11		20		16		15		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		24m DTaP/IPV/Hib/HepB%										81.8181818182		80		100		73.3333333333		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		24m MMR1%										36.3636363636		70		75		46.6666666667		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		24m Hib/MenC%										36.3636363636		70		87.5		46.6666666667		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		24m PCV Booster%										36.3636363636		70		75		46.6666666667		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		24m MenB Booster%										45.4545454545		70		81.25		60		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		5y Denominator										10		5		16		10		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		5y DTaP/IPV/Hib%										80		100		93.75		90		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		5y Hib/MenC%										80		100		93.75		80		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		5y DTaPIPV%										50		80		93.75		80		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		5y MMR1%										90		100		93.75		90		0		0		0		0

		PS Performance		PS_Performance_3		Immunisation		Practice Services		*		*		Y02578		5y MMR2%										50		80		56.25		80		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Green		All Clinicians												0.99		0.9975		0.96		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Yellow		All Clinicians												0.005		0.0025		0.04		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Amber		All Clinicians												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Red		All Clinicians												0.005		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		WIC		Green		Nurses												0		1		0.95		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		WIC		Yellow		Nurses												0		0		0.05		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		WIC		Amber		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		WIC		Red		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		BMC		Green		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		BMC		Yellow		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		BMC		Amber		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		BMC		Red		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		BMC		Green		GPs												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		BMC		Yellow		GPs												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		BMC		Amber		GPs												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		BMC		Red		GPs												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		CKMP		Green		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		CKMP		Yellow		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		CKMP		Amber		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		CKMP		Red		Nurses												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		CKMP		Green		GPs												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		CKMP		Yellow		GPs												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		CKMP		Amber		GPs												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		CKMP		Red		GPs												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Green		Pharmacists												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Yellow		Pharmacists												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Amber		Pharmacists												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Red		Pharmacists												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		IUC		Green		IUC Clinicians												0.99		0.995		0.995		0.995		0.995		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		IUC		Yellow		IUC Clinicians												0.005		0.005		0.005		0.005		0.005		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		IUC		Amber		IUC Clinicians												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		IUC		Red		IUC Clinicians												0.005		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Green		CAS/F2F												0.98		0.99		0.99		0.99		0.995		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Yellow		CAS/F2F												0.01		0.01		0.01		0.01		0.005		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Amber		CAS/F2F												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Red		CAS/F2F												0.01		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Green		WDPL												1		1		1		1		1		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Yellow		WDPL												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Amber		WDPL												0		0		0		0		0		0		0		0

		Compliance		Compliance_1		Clinical Governance		*		*		*		Red		WDPL												0		0		0		0		0		0		0		0







Calc Yearly

		Source		Type		LOB		Group		Division		Cat1		Cat2		2015/16		2016/17		2017/18		2018/19		2019/20		2020/21		2021/22





Workforce

		1

																																												🔒

				Workforce: Oct-20 to Sep-21		Aug		Sep		0		1		2		3		4		5		6		7		8		9		10		11				0										Last 12 months				*				*				*

		All		Profile - [All] - [All] - [All]						10/1/20		11/1/20		12/1/20		1/1/21		2/1/21		3/1/21		4/1/21		5/1/21		6/1/21		7/1/21		8/1/21		9/1/21																																																										Year						LOB						Staff Group						Division		Div

		GP		All						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																								Diff		Aug		Sep		2019/20		2019/20				2019/20				Last 12 months						[All]		*				[All]		*				[All]		*

				Regular		6				318		318		322		319		317		319		317		313		317		314		310		307		-300%																																								-3		310		307								327				2019-20						Urgent Care		Urgent Care				Operational		Operational				IUC		IUC

				Casual		5				43		42		41		40		40		41		34		34		31		29		30		32		200%																																								2		30		32								39				2020-21						Practice Services		Practice Services				Clinical		Clinical				BMC		BMC

		86_Resourcing_2		COVID-19		6				14		14		13		13		9		8		6		6		3		3		3		1		-200%																																								-2		3		1								12				2021-22						Head Office		Head Office				Clinical - SE		Clinical - SE				WIC		BMC WIC

		782_Staff_Count_1		Total		6				375		374		376		372		366		368		357		353		351		346		343		340																																										-3		343		340								378																						Osprey		Osprey

										682		683		688		680		672		671		660		653		654		652		645		640																																						3				1		310		307																		1		*				1		*				CKMP		CKMP

				Headcount - [All] - [All]																																																																																																								HHS		HHS

										Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																								Diff		Aug		Sep		2019/20		2019/20		2019/20																								COVID-19		COVID-19

				IUC		6				185		186		186		182		181		185		178		179		177		175		174		172		-200%																																								-2		174		172						FALSE						1		Last 12 months

				BMC		6				35		35		35		35		35		35		35		35		38		38		37		36		-100%																																								-1		37		36						FALSE																								1		*

				BMC WIC		3				11		11		11		11		11		11		11		11		11		11		11		11		0%																																								0		11		11						FALSE

				HHS		3				16		16		16		16		15		15		15		15		15		15		15		15		0%																																								0		15		15						FALSE

				CKMP		5				65		63		65		65		65		65		63		63		65		64		63		65		200%																																								2		63		65						FALSE

				Osprey		3				49		49		50		50		50		49		49		44		42		40		40		40		0%																																								0		40		40						FALSE

				COVID-19		6				14		14		13		13		9		8		6		6		3		3		3		1		-200%																																								-2		3		1						FALSE

				Total		6				375		374		376		372		366		368		357		353		351		346		343		340																																										-3		343		340				0		0

																																																																														Total				0		0

				Rota - [All] - [All]

				Filled Hours in Default rota						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																								Diff		Aug		Sep		2019/20		2019/20		Filled Hours in Default rota

				IUC		5				8,810		8,735		8,690		8,514		8,515		8,545		8,387		8,361		8,155		8,199		7,012		7,602		59025%																																								590		7012		7602

				BMC		6				3,763		3,763		3,763		3,763		3,715		3,715		3,715		3,715		3,742		3,742		3,686		3,680		-600%																																								-6		3686		3680

				BMC WIC		3				748		750		750		750		750		774		774		774		774		774		774		774		0%																																								0		774		774

				HHS		6				1,078		1,044		1,044		1,130		1,184		1,214		1,212		1,212		1,234		1,234		1,238		1,176		-6200%																																								-62		1238		1176

				CKMP		5				6,089		6,097		6,159		6,456		6,456		6,425		6,434		6,468		6,364		6,404		6,137		6,398		26100%																																								261		6137		6398

				Osprey		5				6,145		6,166		6,120		5,990		5,993		6,153		6,297		6,251		6,046		5,956		5,956		6,096		14000%																																								140		5956		6096

				COVID-19		3				0		0		0		0		0		0		0		0		0		0		0		0		0%																																								0		0		0

				Total		5				26,633		26,555		26,526		26,603		26,612		26,825		26,818		26,781		26,314		26,308		24,802		25,725																																										923		24802		25725

																																Total																																												24802		25725

				WTE - [All] - [All]

										Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																								Diff		Aug		Sep		2019/20		2019/20

				IUC		5				98		98		98		98		98		98		98		98		99		99		111		125		1398%																																								14		111		125

				BMC		3				30		30		30		30		30		30		30		30		32		32		32		32		8%																																								0		32		32

				BMC WIC		3				16		16		16		16		16		17		17		17		17		17		17		17		0%																																								0		17		17

				HHS		3				9		9		9		9		10		10		10		10		10		10		11		11		3%																																								0		11		11

				CKMP		5				53		53		53		54		54		55		55		55		55		56		56		57		116%																																								1		56		57

				Osprey		5				45		44		44		44		45		46		46		46		46		46		46		47		103%																																								1		46		47

				COVID-19		3				3		3		3		1		1		1		1		1		1		1		1		1		0%																																								0		1		1

				Total		5				253		253		254		253		254		257		257		257		260		260		272		288																																										16		272		288

																																Total																																												272		288

				Starters & Leavers - [All] - [All]

				Starters						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																								Diff		Aug		Sep		2019/20		2019/20

				IUC		5				1		1		1		2		4		4		1		0		0		5		0		3		300%																																								3		0		3

				BMC		3				0		0		0		0		0		0		0		0		2		1		0		0		0%																																								0		0		0

				BMC WIC		3				0		0		0		0		0		0		0		0		0		0		0		0		0%																																								0		0		0

				HHS		6				0		0		1		2		1		0		0		0		0		0		1		0		-100%																																								-1		1		0

				CKMP		6				0		0		1		0		0		0		1		0		0		1		2		1		-100%																																								-1		2		1

				Osprey		5				0		0		0		1		0		0		0		0		0		0		0		2		200%																																								2		0		2

				COVID-19		3				0		0		0		0		0		0		0		0		0		0		0		0		0%																																								0		0		0

				Total		5				1		1		3		5		5		4		2		0		2		7		3		6																																										3		3		6





Total	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	375	374	376	372	366	368	357	353	351	346	343	340	Regular	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	318	318	322	319	317	319	317	313	317	314	310	307	Casual	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	43	42	41	40	40	41	34	34	31	29	30	32	COVID-19	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	14	14	13	13	9	8	6	6	3	3	3	1	









Sep	

IUC	BMC	BMC WIC	HHS	CKMP	Osprey	COVID-19	172	36	11	15	65	40	1	



Rota - [All] - [All]	

IUC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	8809.5	8735.07	8689.57	8514.07	8514.57	8544.57	8386.59	8361.32	8154.82	8199.32	7012.07	7602.3199999999979	BMC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	3763	3763	3763	3763	3715	3715	3715	3715	3741.5	3741.5	3685.5	3679.5	BMC WIC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	748	750	750	750	750	774	774	774	774	774	774	774	HHS	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	1078	1044	1044	1130	1184	1214	1212	1212	1234	1234	1238	1176	CKMP	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	6089	6097	6159	6456	6456	6425	6433.5	6467.5	6363.5	6403.5	6136.5	6397.5	Osprey	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	6145.2699999999986	6166.2699999999986	6120.2699999999986	5990.2699999999986	5992.7499999999991	6152.7499999999991	6296.75	6251	6046	5956	5956	6096	COVID-19	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	0	0	0	0	0	0	0	0	0	0	0	





WTE - [All] - [All]	

IUC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	97.805399999999992	97.874199999999988	97.994199999999992	97.965866666666656	98.052533333333329	98.148999999999987	98.249133333333333	98.23233333333333	98.60233333333332	98.777333333333317	110.60233333333332	124.58233333333332	BMC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	29.72	29.72	29.75	29.78	29.873333333333335	29.895	29.895	29.901666666666667	32.001666666666665	32.001666666666665	31.868333333333332	31.951666666666668	BMC WIC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	16.173333333333332	16.453333333333333	16.453333333333333	16.453333333333333	16.453333333333333	16.873333333333335	16.873333333333335	16.873333333333335	16.873333333333335	16.873333333333335	16.873333333333335	16.873333333333335	HHS	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	8.73	8.8233333333333341	8.8233333333333341	9.3966666666666665	9.7566666666666659	10.136666666666667	10.123333333333333	10.136666666666667	10.283333333333333	10.283333333333333	10.523333333333333	10.55	CKMP	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	52.663333333333334	52.77	52.963333333333331	54.203466666666671	54.203466666666671	54.99346666666667	55.156800000000004	55.383466666666671	55.436800000000005	55.763466666666666	55.756800000000005	56.916800000000002	Osprey	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	44.501799999999989	44.47679999999999	44.47679999999999	43.603466666666655	44.83959999999999	45.932933333333324	45.986666666666665	46.015000000000001	46.045000000000002	45.678333333333335	45.678333333333335	46.708333333333336	COVID-19	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	3.0933333333333333	3.0933333333333333	3.0933333333333333	1.1200000000000001	1.1200000000000001	0.7466666666666667	0.7466666666666667	0.7466666666666667	0.7466666666666667	0.7466666666666667	0.7466666666666667	0.7466666666666667	







Starters 	&	 Leavers - [All] - [All]	

IUC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	1	1	1	2	4	4	1	0	0	5	0	3	BMC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	0	0	0	0	0	0	0	2	1	0	0	BMC WIC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	0	0	0	0	0	0	0	0	0	0	0	HHS	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	0	1	2	1	0	0	0	0	0	1	0	CKMP	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	0	1	0	0	0	1	0	0	1	2	1	Osprey	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	0	0	1	0	0	0	0	0	0	0	2	COVID-19	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	0	0	0	0	0	0	0	0	0	0	0	







Filled Hours in Default rota

Workforce: Oct-20 to Sep-21

#'BrisDoc%20Corporate%20Dashboard'!A1

Workforce Absence

		1		Workforce Absence: Oct-20 to Sep-21

																																												🔒

				*		Aug		Sep		0		1		2		3		4		5		6		7		8		9		10		11														Last 12 months				*				*				*

				Absence (hrs) - [All] - [All] - [All]						Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21																																								12						Year						LOB						Staff Group						Division		Div

				All						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																		Aug		Sep		Sep						Last 12 months						[All]		*				[All]		*				[All]		*

				Sickness (Non Covid)		5				812		946		922		1025		712		651		542		698		999		834		784		1170		-6075%																																		783.75		1170		1170						2019-20						Urgent Care		Urgent Care				Operational		Operational				IUC		IUC

				Sickness (Covid)		6				58

tc={027BA716-829A-4720-9734-CC47033972B9}: [Threaded comment]

Your version of Excel allows you to read this threaded comment; however, any edits to it will get removed if the file is opened in a newer version of Excel. Learn more: https://go.microsoft.com/fwlink/?linkid=870924

Comment:
    Not availble for April 20		56		76		80		303		28		25		39		10		495		306		115		-27525%																																		306		115.25		115.25						2020-21						Practice Services		Practice Services				Clinical		Clinical				BMC		BMC

				All Sickness		5				870		1002		998		1105		1014		678		566		736		1009		1329		1090		1285																																				1089.75		1285.25								2021-22						Head Office		Head Office				Clinical - SE		Clinical - SE				WIC		BMC WIC

				Maternity & Paternity & Adoption		6				639		593		491		314		313		282		265		240		341		544		524		421		-3100%																																		524		420.5		420.5																								Osprey		Osprey

				Special leave		6				15		45		102		32		45		40		12		10		153		33		51		24		-475%																																		50.5		23.5		23.5												1		*				1		*				CKMP		CKMP

				Phased return		5				0		16		90		132		5		0		0		0		0		0		13		27		-525%																																		13		26.75		26.75																								HHS		HHS

				Other		6				46		51		88		12		8		18		0		44		66		50		132		37		1025%																																		131.75		36.5		36.5																								COVID-19		COVID-19

				Total		6				1570		1706		1769		1594		1385		1018		843		1029		1568		1956		1809		1793																																				1809		1792.5								1		Last 12 months

										1570.3333333333		1706.3533333333		1768.5		1593.8033333333		1384.75		1018		842.5		1029.25		1567.75		1955.5		1809		1792.5																																																																1		*

				% Absence - [All] - [All]																																																																Total - [All] - [All]

				All Absence						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																		Aug		Sep						Total				Total		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep

				IUC		6				6.2%		6.4%		6.5%		6.8%		8.7%		3.9%		3.1%		6.4%		7.3%		7.0%		7.2%		7.0%		-0%																																-0.0025676397		0.0724235083		0.0698558686				Absence		0.0650332046				Absence		0.0532564052		0.0599727379		0.0602188221		0.0541121642		0.0520341706		0.0342767158		0.0293212777		0.0347130955		0.0556070283		0.0671368626		0.0658789965		0.0650332046

				BMC		5				2.1%		6.3%		5.2%		7.0%		2.2%		3.7%		2.1%		0.9%		5.0%		8.6%		11.7%		12.7%		1%																																0.0098052685		0.1170235579		0.1268288264				Presence		0.9349667954				% Absence - All Absence - [All] - [All] - Total

				BMC WIC		3				0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0.0%		0%																																0		0		0

				HHS		5				1.3%		3.1%		8.3%		10.4%		3.5%		3.9%		1.4%		3.6%		7.4%		16.3%		3.4%		9.4%		6%																																0.0605187579		0.0339256866		0.0944444444

				CKMP		6				6.6%		6.0%		4.1%		3.9%		3.8%		4.2%		5.1%		2.7%		2.8%		5.3%		4.4%		4.2%		-0%																																-0.0013340191		0.0437151576		0.0423811385

				Osprey		6				5.8%		6.2%		7.8%		3.7%		4.4%		2.1%		1.6%		2.3%		6.4%		5.5%		5.4%		4.1%		-1%																																-0.0138312881		0.0544043415		0.0405730534

				Total		6				5.3%		6.0%		6.0%		5.4%		5.2%		3.4%		2.9%		3.5%		5.6%		6.7%		6.6%		6.5%																																				0.0658789965		0.0650332046



				% All Sickness - [All] - [All]						31.0		30.0		31.0		31.0		28.0		31.0		30.0		31.0		30.0		31.0		31.0		30.0

		1		Short Term						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																		Aug		Sep						Total				Total		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep

				IUC		0.04				2.1%		3.0%		2.6%		1.9%		2.4%		1.5%		1.5%		3.3%		1.7%		4.6%		3.3%		3.9%		1%																																0.0054776291		0.0330720067		0.0385496357										Absence		0.0174063999		0.0167913497		0.0171020093		0.0123414045		0.0101174945		0.0115574486		0.0139558841		0.0175041016		0.0197564119		0.0340668222		0.0268486955		0.0299497408

				BMC		0.00				1.0%		2.5%		0.4%		1.4%		0.0%		1.8%		2.1%		0.9%		2.2%		2.8%		2.3%		0.4%		-2%																																-0.0189785759		0.0230370983		0.0040585224										T1		3%		3%		3%		3%		3%		3%		3%		3%		3%		3%		3%		3%

				BMC WIC		0.06				2.8%		2.5%		2.4%		0.0%		1.6%		0.0%		0.0%		0.0%		2.9%		0.0%		7.2%		5.9%		-1%																																-0.0132644272		0.0723514212		0.059086994										T2		1%		1%		1%		1%		1%		1%		1%		1%		1%		1%		1%		1%

				HHS		0.09				0.0%		1.1%		3.4%		0.0%		0.6%		3.2%		1.4%		3.6%		4.9%		11.7%		2.7%		9.4%		7%																																0.0670850198		0.0273594247		0.0944444444										T3		0.0340668222		0.0340668222		0.0340668222		0.0340668222		0.0340668222		0.0340668222		0.0340668222		0.0340668222		0.0340668222		0.0340668222		0.0340668222		0.0340668222

				CKMP		0.04				3.5%		1.0%		1.0%		1.4%		0.5%		0.6%		2.2%		0.7%		1.1%		3.7%		3.7%		4.2%		1%																																0.0052894896		0.0370916489		0.0423811385										% All Sickness - Short Term - [All] - [All]

				Osprey		0.01				0.1%		0.0%		1.7%		0.5%		0.3%		0.6%		0.1%		1.1%		2.4%		0.6%		0.5%		0.6%		0%																																0.0011154249		0.004549492		0.0056649169

				Total		0.03				1.7%		1.7%		1.7%		1.2%		1.0%		1.2%		1.4%		1.8%		2.0%		3.4%		2.7%		3.0%																																				0.0268486955		0.0299497408















Not availble for April 20





Sep	

Values	Sickness (Non Covid)	Sickness (Covid)	Maternity 	&	 Paternity 	&	 Adoption	Special leave	Phased return	Other	1170	115.25	420.5	23.5	26.75	36.5	



Absence (hrs) - [All] - [All]	 - [All]	

Sickness (Non Covid)	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	811.83333333333326	946.08333333333337	922	1025.0833333333333	711.5	650.75	541.5	697.75	998.5	834	783.75	1170	Sickness (Covid)	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	58	56	75.5	79.5	302.75	27.5	24.5	38.5	10	495	306	115.25	Maternity 	&	 Paternity 	&	 Adoption	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	639.25	592.5	491	313.5	313	282	265	240	340.5	544	524	420.5	Special leave	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	15	45.25	102.08	32	44.75	40	11.5	9.5	153.25	32.5	50.5	23.5	Phased return	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	15.75	89.75	131.5	5.25	0	0	0	0	0	13	26.75	Other	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	46.25	50.769999999999996	88.17	12.22	7.5	17.75	0	43.5	65.5	50	131.75	36.5	All Sickness	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	869.83333333333326	1002.0833333333334	997.5	1104.5833333333333	1014.25	678.25	566	736.25	1008.5	1329	1089.75	1285.25	







Total - [All] - [All]	

Total	Absence	Presence	6.5033204640408737E-2	0.93496679535959126	



% Absence - All Absence - [All] - [All]	 - Total	

Absence	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	5.3256405225511644E-2	5.9972737854022767E-2	6.0218822050863527E-2	5.4112164152142886E-2	5.2034170639763837E-2	3.4276715840397876E-2	2.932127767684994E-2	3.4713095464975405E-2	5.5607028296664383E-2	6.7136862578687242E-2	6.5878996546295032E-2	6.5033204640408737E-2	





% All Sickness - Short Term - [All] - [All]	

T1	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	0.03	T2	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	1.0000000000000002E-2	T3	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	3.4066822214989544E-2	Absence	

Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	1.7406399903625885E-2	1.6791349687106251E-2	1.7102009259285386E-2	1.2341404524588316E-2	1.0117494453696634E-2	1.1557448636754982E-2	1.395588409307635E-2	1.7504101575246279E-2	1.9756411903200169E-2	3.4066822214989544E-2	2.6848695524464353E-2	2.9949740826029244E-2	





Workforce Absence: Oct-20 to Sep-21
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Workforce PDRs

		1

																																												🔒

				Workforce PDRs: Oct-20 to Sep-21		Aug		Sep		0		1		2		3		4		5		6		7		8		9		10		11														Last 12 Months				*				*				*																0		1		2		3		4		5		6		7		8		9		10		11				Year						LOB						Staff Group						Division		Div

				PDR Completion - [All] - [All]						44105		44136		44166		44197		44228		44256		44287		44317		44348		44378		44409		44440																																																																				Last 12 Months						[All]		*				[All]		*				[All]		*

		1		Percentage						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																		Aug		Sep				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep				2019-20						Urgent Care		Urgent Care				Operational		Operational				IUC		IUC

				IUC		0.78				91%		94%		87%		86%		87%		91%		85%		90%		90%		86%		88%		78%		-10%																																		0.8757763975		0.7777777778				91%		94%		87%		86%		87%		91%		85%		90%		90%		86%		88%		78%				2020-21						Practice Services		Practice Services				Clinical		Clinical				BMC		BMC

		Values		BMC		0.88				82%		82%		71%		69%		71%		71%		74%		96%		96%		96%		96%		88%		-8%																																		0.9615384615		0.8846153846				82%		82%		71%		69%		71%		71%		74%		96%		96%		96%		96%		88%				2021-22						Head Office		Head Office				Clinical - SE		Clinical - SE				WIC		BMC WIC

		Percentage		BMC WIC		0.45				75%		75%		75%		75%		75%		75%		50%		45%		45%		55%		55%		45%		-9%																																		0.5454545455		0.4545454545				75%		75%		75%		75%		75%		75%		50%		45%		45%		55%		55%		45%																						Osprey		Osprey

				HHS		0.82				81%		75%		81%		75%		86%		86%		86%		100%		100%		100%		100%		82%		-18%																																		1		0.8181818182				81%		75%		81%		75%		86%		86%		86%		100%		100%		100%		100%		82%										1		*				1		*				CKMP		CKMP

				CKMP		0.83				86%		85%		82%		85%		83%		83%		85%		86%		88%		93%		93%		83%		-10%																																		0.9259259259		0.8301886792				86%		85%		82%		85%		83%		83%		85%		86%		88%		93%		93%		83%																						HHS		HHS

				Osprey		1.00				73%		65%		61%		55%		53%		53%		57%		75%		72%		100%		100%		100%		0%																																		1		1				73%		65%		61%		55%		53%		53%		57%		75%		72%		100%		100%		100%																						COVID-19		COVID-19

				Total		0.81				86%		86%		80%		78%		79%		81%		79%		87%		86%		89%		90%		81%		-9%																																		0.8961937716		0.8062283737				86%		86%		80%		78%		79%		81%		79%		87%		86%		89%		90%		81%				1		Last 12 Months

										577		581		569		558		553		557		550		585		578		552		548		522																																																																																						1		*

				IUC Clinician PDRs

		1								Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																		Aug		Sep				Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep				ERROR:#VALUE!

				ANP		0.641025641				89%		89%		83%		81%		83%		83%		76%		82%		79%		74%		69%		64%		-5%																																		0.6923076923		0.641025641				89%		89%		83%		81%		83%		83%		76%		82%		79%		74%		69%		64%				ERROR:#N/A

				ECP		0.6666666667				100%		100%		100%		100%		100%		100%		100%		67%		67%		67%		83%		67%		-17%																																		0.8333333333		0.6666666667				100%		100%		100%		100%		100%		100%		100%		67%		67%		67%		83%		67%				ERROR:#N/A

				GP & Pharm		0.8461538462				77%		77%		62%		62%		62%		77%		64%		83%		83%		83%		85%		85%		0%																																		0.8461538462		0.8461538462				77%		77%		62%		62%		62%		77%		64%		83%		83%		83%		85%		85%				ERROR:#N/A



















PDR Completion - [All] - [All]	

IUC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.90789473684210531	0.94155844155844159	0.87179487179487181	0.8571428571428571	0.86842105263157898	0.9072847682119205	0.84768211920529801	0.90243902439024393	0.89570552147239269	0.86250000000000004	0.87577639751552794	0.77777777777777779	BMC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.82352941176470584	0.82352941176470584	0.7142857142857143	0.68571428571428572	0.7142857142857143	0.7142857142857143	0.74285714285714288	0.9642857142857143	0.96153846153846156	0.96153846153846156	0.96153846153846156	0.88461538461538458	BMC WIC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.75	0.75	0.75	0.75	0.75	0.75	0.5	0.45454545454545453	0.45454545454545453	0.54545454545454541	0.54545454545454541	0.45454545454545453	HHS	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.8125	0.75	0.8125	0.75	0.8571428571428571	0.8571428571428571	0.8571428571428571	1	1	1	1	0.81818181818181823	CKMP	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.8571428571428571	0.8545454545454545	0.81818181818181823	0.84905660377358494	0.83018867924528306	0.83018867924528306	0.85185185185185186	0.85964912280701755	0.87931034482758619	0.9285714285714286	0.92592592592592593	0.83018867924528306	Osprey	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.73333333333333328	0.65217391304347827	0.60869565217391308	0.55319148936170215	0.53191489361702127	0.53191489361702127	0.56521739130434778	0.75	0.71794871794871795	1	1	1	Total	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.85530546623794212	0.85623003194888181	0.80063291139240511	0.78274760383386577	0.78964401294498376	0.80844155844155841	0.7857142857142857	0.86900958466453671	0.86451612903225805	0.8904109589041096	0.89619377162629754	0.80622837370242217	







IUC Clinician PDRs	

ANP	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.88888888888888884	0.88888888888888884	0.83333333333333326	0.80555555555555547	0.83333333333333326	0.83333333333333326	0.7567567567567568	0.82051282051282048	0.78947368421052633	0.73684210526315785	0.69230769230769229	0.64102564102564097	ECP	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	1	1	1	1	1	1	1	0.66666666666666663	0.66666666666666663	0.66666666666666663	0.83333333333333326	0.66666666666666663	GP 	&	 Pharm	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.76923076923076927	0.76923076923076927	0.61538461538461542	0.61538461538461542	0.61538461538461542	0.76923076923076927	0.64285714285714279	0.83333333333333326	0.83333333333333326	0.83333333333333326	0.84615384615384626	0.84615384615384626	







Aug	IUC	BMC	BMC WIC	HHS	CKMP	Osprey	0.87577639751552794	0.96153846153846156	0.54545454545454541	1	0.92592592592592593	1	Sep	IUC	BMC	BMC WIC	HHS	CKMP	Osprey	0.77777777777777779	0.88461538461538458	0.45454545454545453	0.81818181818181823	0.83018867924528306	1	







Aug	ANP	ECP	GP 	&	 Pharm	0.69230769230769229	0.83333333333333326	0.84615384615384626	Sep	ANP	ECP	GP 	&	 Pharm	0.64102564102564097	0.66666666666666663	0.84615384615384626	







Workforce PDRs: Oct-20 to Sep-21
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Training

		1

																																												🔒

				Training: Oct-20 to Sep-21		Aug		Sep		0		1		2		3		12		5		6		7		8		9		10		11														Last 12 Months				*				*				*

																																												0		1		2		3		4		5		6		7		8		9		10		11

				Course - [All] - [All] - [All]						Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21						Totals - [All] - [All] - [All]																																												Year						LOB						Staff Group						Division		Div

										Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep										Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep										Aug		Sep				Last 12 Months						[All]		*				[All]		*				[All]		*

				Awareness of Mental Capacity Act		0.75				76%		84%		78%		72%		73%		74%		75%		76%		74%		74%		75%		75%		0%				Total		0.81				87%		88%		78%		83%		85%		83%		84%		84%		83%		83%		83%		81%										0.7480916031		0.7518796992				2019-20						Urgent Care		Urgent Care				Operational		Operational				IUC		IUC

				BLS		0.71				88%		89%		87%		86%		84%		77%		74%		78%		85%		85%		76%		71%		-5%				Statutory		0.82				86%		89%		89%		89%		90%		89%		90%		90%		87%		86%		85%		82%										0.7580645161		0.711038961				2020-21						Practice Services		Practice Services				Clinical		Clinical				BMC		BMC

				Chaperone 		0.91				90%		88%		88%		88%		89%		87%		88%		88%		87%		87%		87%		91%		4%				Mandatory		0.80				87%		88%		74%		80%		83%		81%		82%		82%		82%		82%		82%		80%										0.8715083799		0.9085714286				2021-22						Head Office		Head Office				Clinical - SE		Clinical - SE				WIC		BMC WIC

				Conflict Resolution		0.81				92%		91%		90%		90%		90%		88%		88%		87%		86%		86%		84%		81%		-3%				T1						0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8		0.8										0.8433333333		0.8127090301																						Osprey		Osprey

				Customer Service		0.82				67%		65%		73%		81%		80%		77%		81%		81%		80%		79%		79%		82%		3%				T2						0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1										0.7898089172		0.8193548387										1		*				1		*				CKMP		CKMP

				E&D		0.87				92%		92%		91%		90%		90%		88%		89%		89%		86%		87%		87%		87%		-0%				T3						0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1		0.1										0.8676470588		0.8672566372																						HHS		HHS

				FGM		0.79				80%		90%		88%		88%		88%		86%		86%		84%		81%		79%		81%		79%		-2%																																										0.8085106383		0.7872340426																						COVID-19		COVID-19

				Fire Safety		0.85				92%		92%		92%		91%		91%		89%		89%		90%		87%		87%		87%		85%		-2%																																										0.8688046647		0.8504398827				1		Last 12 Months

				Health, Safety & Welfare		0.84				92%		91%		91%		92%		91%		90%		90%		90%		87%		87%		86%		84%		-2%																																										0.8550724638		0.8396501458																						1		*

				IG		0.80				81%		86%		86%		87%		88%		89%		90%		89%		86%		84%		84%		80%		-5%																																										0.8434268833		0.7976190476

				IPC		0.83				93%		91%		88%		89%		88%		86%		88%		88%		84%		85%		85%		83%		-2%																																										0.8493975904		0.8292682927

				Moving & Handling		0.84				85%		87%		86%		86%		84%		81%		82%		81%		86%		86%		86%		84%		-3%																																										0.864118896		0.8379530917

				Prevent		0.85				92%		91%		89%		90%		88%		87%		86%		87%		85%		86%		85%		85%		-1%																																										0.8549848943		0.8475609756

				SSC		0.56				76%		81%		87%		77%		79%		82%		72%		71%		78%		67%		58%		56%		-2%																																										0.5757575758		0.5555555556

				SVA		0.75				87%		88%		44%		64%		71%		69%		71%		73%		71%		73%		74%		75%		1%																																										0.7366863905		0.7478005865

				SVC		0.75				84%		86%		54%		36%		74%		71%		76%		78%		72%		75%		77%		75%		-1%																																										0.7668711656		0.754601227

										4956		5099		5814		5183		4977		5147		4898		4836		4952		4845		4754		4734		0

				Division - [All] - [All]																																																																								IPC - [All] - [All] - [All]

				IPC						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																										Aug		Sep

				IUC		0.86				95%		96%		92%		94%		92%		88%		91%		92%		88%		88%		88%		86%		-2%																																										0.8764044944		0.8579545455

				BMC		0.77				86%		89%		89%		81%		81%		81%		78%		78%		74%		76%		75%		77%		2%																																										0.75		0.7714285714

				BMC WIC		0.91				92%		100%		100%		100%		100%		100%		100%		91%		91%		91%		91%		91%		0%																																										0.9090909091		0.9090909091

				Osprey		0.84				83%		82%		76%		77%		77%		70%		77%		77%		73%		84%		84%		84%		0%																																										0.84		0.84

				CKMP		0.82				97%		97%		94%		95%		95%		97%		95%		95%		92%		92%		90%		82%		-8%																																										0.9016393443		0.8166666667

				HHS		0.75				93%		88%		87%		80%		80%		80%		80%		80%		73%		73%		80%		75%		-5%																																										0.8		0.75

										0

				IUC Group - [All] - [All] - [All]																																		IUC Safeguarding - [All]

				Nurse						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep										Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep										Aug		Sep

				Awareness of Mental Capacity Act		0.69				70%		83%		76%		72%		74%		78%		83%		78%		73%		71%		70%		69%		-2%				SVA		0.75				93%		95%		47%		70%		78%		76%		79%		80%		81%		81%		79%		75%										0.7045454545		0.6888888889

				BLS		0.40				83%		93%		93%		93%		96%		98%		93%		90%		86%		81%		40%		40%		-1%				SVC		0.76				92%		93%		50%		14%		74%		72%		80%		81%		77%		78%		80%		76%										0.4047619048		0.3953488372

				Chaperone 						ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!				Prevent		0.86				94%		97%		95%		96%		93%		90%		90%		91%		90%		89%		88%		86%										ERROR:#DIV/0!		ERROR:#DIV/0!

				Conflict Resolution		0.72				96%		96%		93%		91%		93%		89%		85%		85%		86%		81%		79%		72%		-6%				FGM		0.82				81%		91%		89%		88%		88%		85%		86%		85%		85%		84%		84%		82%										0.7857142857		0.7209302326

				Customer Service						ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!																																										ERROR:#DIV/0!		ERROR:#DIV/0!

				E&D		0.84				93%		98%		96%		93%		91%		93%		93%		90%		88%		88%		88%		84%		-4%																																										0.880952381		0.8372093023

				FGM		0.86				87%		91%		91%		93%		93%		91%		93%		90%		93%		91%		90%		86%		-4%																																										0.9047619048		0.8604651163

				Fire Safety		0.77				91%		98%		98%		93%		96%		96%		95%		93%		93%		88%		83%		77%		-7%																																										0.8333333333		0.7674418605

				Health, Safety & Welfare		0.84				89%		96%		96%		96%		93%		96%		93%		90%		90%		88%		88%		84%		-4%																																										0.880952381		0.8372093023

				IG		0.64				69%		86%		86%		92%		87%		87%		97%		95%		88%		88%		78%		64%		-14%																																										0.7777777778		0.6385542169

				IPC		0.73				96%		96%		93%		93%		96%		93%		88%		85%		81%		77%		77%		73%		-4%																																										0.7674418605		0.7272727273

				Moving & Handling		0.71				74%		87%		87%		86%		79%		78%		79%		77%		83%		82%		79%		71%		-8%																																										0.7887323944		0.7083333333

				Prevent		0.77				96%		96%		96%		96%		93%		93%		93%		90%		90%		86%		83%		77%		-7%																																										0.8333333333		0.7674418605

				SSC		0.55				67%		73%		92%		90%		92%		92%		88%		82%		86%		76%		58%		55%		-3%																																										0.5769230769		0.5517241379

				SVA		0.43				87%		92%		29%		34%		55%		53%		55%		54%		55%		59%		53%		43%		-10%																																										0.525		0.4285714286

				SVC		0.45				89%		86%		18%		6%		37%		36%		49%		44%		42%		49%		53%		45%		-8%																																										0.5263157895		0.45





Totals - [All] - [All]	 - [All]	

T1	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	T2	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	T3	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	Total	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.86581920903954801	0.88056481663071196	0.77708978328173373	0.82770596179818634	0.85232067510548526	0.83019234505537209	0.83973050224581458	0.84367245657568235	0.8315831987075929	0.83281733746130027	0.82646192679848551	0.80925221799746516	Statutory	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.86103151862464178	0.89013296011196641	0.88593421973407982	0.88944011339475548	0.89701704545454541	0.89004149377593356	0.89628040057224612	0.89553314121037464	0.86757337151037939	0.85600578871201161	0.85274725274725272	0.82153392330383479	Mandatory	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.86769662921348312	0.87683923705722067	0.74161915621436714	0.8046129374337222	0.83468758755954053	0.80680897054850043	0.81714285714285717	0.82279582366589332	0.81744022503516178	0.82356338434883047	0.81587488934789021	0.80432208407341621	







IPC - [All] - [All]	 - [All]	

[CELLRANGE]
[CELLRANGE]
[CELLRANGE]
[CELLRANGE]
[CELLRANGE]
[CELLRANGE]

IUC	BMC	BMC WIC	Osprey	CKMP	HHS	0.85795454545454541	0.77142857142857146	0.90909090909090906	0.84	0.81666666666666665	0.75	1	1	1	1	1	1	IUC	BMC	BMC WIC	Osprey	CKMP	HHS	

IPC - [All] - [All]	 - [All]	
T1	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	T2	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	T3	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	IUC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.9505494505494505	0.96045197740112997	0.92349726775956287	0.93854748603351956	0.92222222222222228	0.88172043010752688	0.90607734806629836	0.9157303370786517	0.88461538461538458	0.87777777777777777	0.8764044943820225	0.85795454545454541	BMC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.86111111111111116	0.88571428571428568	0.88571428571428568	0.80555555555555558	0.80555555555555558	0.80555555555555558	0.77777777777777779	0.77777777777777779	0.73684210526315785	0.76315789473684215	0.75	0.77142857142857146	BMC WIC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.91666666666666663	1	1	1	1	1	1	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	Osprey	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.83333333333333337	0.8214285714285714	0.75862068965517238	0.76923076923076927	0.76923076923076927	0.70370370370370372	0.76923076923076927	0.76923076923076927	0.73076923076923073	0.84	0.84	0.84	CKMP	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.96825396825396826	0.96875	0.93846153846153846	0.95454545454545459	0.95454545454545459	0.96969696969696972	0.9538461538461539	0.95238095238095233	0.92063492063492058	0.91935483870967738	0.90163934426229508	0.81666666666666665	HHS	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.93333333333333335	0.875	0.8666666666666667	0.8	0.8	0.8	0.8	0.8	0.73333333333333328	0.73333333333333328	0.8	0.75	



IUC Safeguarding - [All]	
T1	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	0.8	T2	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	T3	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	0.1	SVA	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.93085106382978722	0.95108695652173914	0.47294117647058825	0.70454545454545459	0.77966101694915257	0.75543478260869568	0.79096045197740117	0.80225988700564976	0.8089887640449438	0.81142857142857139	0.79190751445086704	0.75	SVC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.91620111731843579	0.93333333333333335	0.49858356940509913	0.14035087719298245	0.7415730337078652	0.71578947368421053	0.80113636363636365	0.80571428571428572	0.76756756756756761	0.78409090909090906	0.79885057471264365	0.75568181818181823	Prevent	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.94021739130434778	0.96666666666666667	0.95081967213114749	0.96045197740112997	0.93258426966292129	0.9027027027027027	0.9	0.9101123595505618	0.9	0.88764044943820219	0.87570621468926557	0.85795454545454541	FGM	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0.81428571428571428	0.91428571428571426	0.88888888888888884	0.8783783783783784	0.875	0.84931506849315064	0.86363636363636365	0.85074626865671643	0.85074626865671643	0.83823529411764708	0.83582089552238803	0.82089552238805974	



Training: Oct-20 to Sep-21

#'BrisDoc%20Corporate%20Dashboard'!A1

Inductions

		1

																																										🔒

										Day 1				Week 1																																*				*				*				*																		Year						LOB						Staff Group						Division		Div

				Inductions - [All] - [All] - [All]																																																														Day 1		Week 1								2019-20						[All]		*				[All]		*				[All]		*

		0		Value				Starters		Local				Corporate																																																6		Starters		Local		Corporate								2020-21						Urgent Care		Urgent Care				Operational		Operational				IUC		IUC

		Value		Apr-20		0.75		2		1		0.5		2		1																																														Sep-20		4		0		0								2021-22						Practice Services		Practice Services				Clinical		Clinical				BMC		BMC

		Percentage		May-20		0		1		0		0		0		0																																														Rem				4		4														Head Office		Head Office				Clinical - SE		Clinical - SE				WIC		BMC WIC

				Jun-20		0		2		0		0		0		0																																														Sep-20 - Inductions - [All] - [All] - [All]																																Osprey		Osprey

				Jul-20				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																																																		1		*				1		*				CKMP		CKMP

				Aug-20		0.5		1		1		1		0		0																																																		Day 1		Week 1																										HHS		HHS

				Sep-20		0		4		0		0		0		0																																																Starters		Local		Corporate																										COVID-19		COVID-19

				Oct-20		0		2		0		0		0		0																																														Apr-20		2		1		2								1		2019-20

				Nov-20		0		1		0		0		0		0																																														May-20		1		0		0																										1		*

				Dec-20		0.5		1		0		0		1		1																																														Jun-20		2		0		0

				Jan-21		0		6		0		0		0		0																																														Jul-20		0		0		0

				Feb-21		0		1		0		0		0		0																																														Aug-20		1		1		0

				Mar-21		0.1666666667		3		0		0		1		0.3333333333																																														Sep-20		4		0		0

				Apr-21		0.25		2		0		0		1		0.5																																														Oct-20		2		0		0

				May-21				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																														Nov-20		1		0		0

				Jun-21		0.5		2		0		0		2		1																																														Dec-20		1		0		1

				Jul-21		1		1		1		1		1		1																																														Jan-21		6		0		0

				Aug-21				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																														Feb-21		1		0		0

				Sep-21				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																														Mar-21		3		0		1

				Oct-21				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																														Apr-21		2		0		1

				Nov-21				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																														May-21		0		0		0

				Dec-21				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																														Jun-21		2		0		2

				Jan-22				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																														Jul-21		1		1		1

				Feb-22				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																														Aug-21		0		0		0

				Mar-22				0		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!																																														Sep-21		0		0		0

																																																														Oct-21		0		0		0

																																																														Nov-21		0		0		0

																																																														Dec-21		0		0		0

																																																														Jan-22		0		0		0

																																																														Feb-22		0		0		0

																																																														Mar-22		0		0		0















Sep-20 - Inductions - [All] - [All]	 - [All]	

Local	Completed	Not Completed	0	4	Corporate	Completed	Not Completed	0	4	Starters	Completed	Not Completed	4	

Completed	Not Completed	



Inductions - [All] - [All]	 - [All]	

Local	43922	43952	43983	44013	44044	44075	44105	44136	44166	44197	44228	44256	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	1	0	0	0	1	0	0	0	0	0	0	0	0	0	0	1	0	0	0	0	0	0	0	0	Corporate	43922	43952	43983	44013	44044	44075	44105	44136	44166	44197	44228	44256	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	2	0	0	0	0	0	0	0	1	0	0	1	1	0	2	1	0	0	0	0	0	0	0	0	43922	43952	43983	44013	44044	44075	44105	44136	44166	44197	44228	44256	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	Starters	43922	43952	43983	44013	44044	44075	44105	44136	44166	44197	44228	44256	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	2	1	2	0	1	4	2	1	1	6	1	3	2	0	2	1	0	0	0	0	0	0	0	0	







 Inductions

#'BrisDoc%20Corporate%20Dashboard'!A1

Staff Wellbeing

		1

																														🔒																Last 12 months																												Year						LOB						Staff Group						Division		Div

				Staff Wellbeing: Dec-20 to Sep-21		Sep-21		Jun-21																																						*																												Last 12 months						[All]		*				[All]		*				[All]		*

				Average Warwick Score						12/1/20		3/1/21		6/1/21		9/1/21																														*																												2019-20						Urgent Care		Urgent Care				Operational		Operational				IUC		IUC

										Dec-20		Mar-21		Jun-21		Sep-21		Jun to Sep																																				Diff		Sep-21		Jun-21		RAG														2020-21						Practice Services		Practice Services				Clinical		Clinical				BMC		BMC

				Urgent Care		3				ERROR:#N/A		25.5		25.5		26.0		52%																																				0.525		26		25.475		3														2021-22						Head Office		Head Office				Clinical - SE		Clinical - SE				WIC		BMC WIC

				Practice Services		3				ERROR:#N/A		25.5		26.7		25.8		-96%																																				-0.962962963		25.7777777778		26.7407407407		3																																Osprey		Osprey

				Head Office		3				ERROR:#N/A		24.7		27.1		25.6		-152%																																				-1.5153788447		25.5813953488		27.0967741935		3																				1		*				1		*				CKMP		CKMP

				All		3				ERROR:#N/A		25.3		26.3		25.8																																						-0.5173798552		25.8193548387		26.3367346939		3																																HHS		HHS

										0		4611		2777		4312																																																																												COVID-19		COVID-19

																																																																										1		Last 12 months

				Average Warwick Score						12/1/20		3/1/21		6/1/21		9/1/21																																																																												1		*

										Dec-20		Mar-21		Jun-21		Sep-21		Jun to Sep																																				Diff		Sep-21		Jun-21

				IUC		3				ERROR:#N/A		25.5		25.5		26.0		0.525																																				0.525		26		25.475		3

				BMC		3				ERROR:#N/A		26.1		30.0		27.1		-2.9333333333																																				-2.9333333333		27.0666666667		30		3

				BMC WIC		3				ERROR:#N/A		ERROR:#N/A		30.7		27.0		-3.6666666667																																				-3.6666666667		27		30.6666666667		3

				HHS		2				ERROR:#N/A		24.0		17.0		23.5		6.5																																				6.5		23.5		17		2

				CKMP		3				ERROR:#N/A		25.2		25.5		25.2		-0.2854030501																																				-0.2854030501		25.1851851852		25.4705882353		3

				Osprey		3				ERROR:#N/A		24.7		27.1		25.6		-1.5153788447																																				-1.5153788447		25.5813953488		27.0967741935		3



				Level of Wellbeing - [All] - [All]						12/1/20		3/1/21		6/1/21		9/1/21

										Dec-20		Mar-21		Jun-21		Sep-21		Jun to Sep																																				Diff		Sep-21		Jun-21

				High		6				ERROR:#N/A		7.7%		21.4%		15.5%		-6%																																				-0.0594470046		0.1548387097		0.2142857143		1

				Moderate		5				ERROR:#N/A		68.6%		60.2%		61.3%		1%																																				0.0108624095		0.6129032258		0.6020408163		1

				Low		5				ERROR:#N/A		23.7%		18.4%		23.2%		5%																																				0.0485845951		0.2322580645		0.1836734694		1



				Baseline						25		25		25		25

















































Average Warwick Score	

Urgent Care	44166	44256	44348	44440	#N/A	25.457142857142856	25.475000000000001	26	Practice Services	44166	44256	44348	44440	#N/A	25.491525423728813	26.74074074074074	25.777777777777779	Head Office	44166	44256	44348	44440	#N/A	24.675000000000001	27.096774193548388	25.581395348837209	All	44166	44256	44348	44440	#N/A	25.284023668639055	26.336734693877553	25.819354838709678	Baseline	

44166	44256	44348	44440	25	25	25	25	







Average Warwick Score	

IUC	44166	44256	44348	44440	#N/A	25.457142857142856	25.475000000000001	26	BMC	44166	44256	44348	44440	#N/A	26.08	30	27.066666666666666	BMC WIC	44166	44256	44348	44440	#N/A	#N/A	30.666666666666668	27	HHS	44166	44256	44348	44440	#N/A	24	17	23.5	CKMP	44166	44256	44348	44440	#N/A	25.161290322580644	25.470588235294116	25.185185185185187	Osprey	44166	44256	44348	44440	#N/A	24.675000000000001	27.096774193548388	25.581395348837209	Baseline	

44166	44256	44348	44440	25	25	25	25	







Level of Wellbeing - [All] - [All]	

Low	44166	44256	44348	44440	#N/A	0.23668639053254437	0.18367346938775511	0.23225806451612904	Moderate	44166	44256	44348	44440	#N/A	0.68639053254437865	0.60204081632653061	0.61290322580645162	High	44166	44256	44348	44440	#N/A	7.6923076923076927E-2	0.21428571428571427	0.15483870967741936	







Staff Wellbeing: Dec-20 to Sep-21
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Compliments



				202/21		April		May		June		July		August		September		October		November		December		January		February		March		Total

		IUC		17		4		2		0		1		0																7

		WIC		0																										0

		UC Total		17		4		2		0		1		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		7

		BMC		4								3				0														3

		HHS		0												0														0

		CKMP		25		2		3		1		3		2		0														11

		PS Total		29		2		3		1		6		2		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		14

		Osprey Court		0																										0

		Total		46		6		5		1		7		2		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		21





Compliments

April	May	June	July	August	September	October	November	December	January	February	March	4	2	0	1	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

Compliments

April	May	June	July	August	September	October	November	December	January	February	March	2	3	1	6	2	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

Compliments

April	May	June	July	August	September	October	November	December	January	February	March	6	5	1	7	2	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

<< Dashboard



Resourcing

		1

																																												🔒

				Resourcing: Oct-20 to Sep-21		Aug		Sep		0		1		2		3		4		5		6		7		8		9		10		11														Last 12 Months				*				Clinical				*																																																		Year						LOB						Staff Group						Division		Div

				Hours - [All] - Clinical						Oct-20		Nov-20		Dec-20		Jan-21		Feb-21		Mar-21		Apr-21		May-21		Jun-21		Jul-21		Aug-21		Sep-21																																																Total		Hours - [All] - [All] - Total																										Last 12 Months						[All]		*				[All]		*				[All]		*

		Required		Unfilled						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																						Aug		Sep		UpDown				Value		Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep				2019-20						Urgent Care		Urgent Care				Operational		Operational				IUC		IUC

		Filled		IUC		5				269		214		997		622		332		290		526		810		860		1,309		1,571		1,830		259																																						1570.71		1830.13		5				Required		12006.19		11537.04		14150.25		12809.62		11851.12		13081.87		12847.76		13213.81		12791.68		13324.48		13364.22		13409.05				2020-21						Practice Services		Practice Services				Clinical		Clinical				BMC		BMC

		Unfilled		BMC		6				303		265		395		244		178		226		359		284		270		302		365		280		-86																																						365.37		279.65		6				Filled		8453.92		8192.5		9288.29		9815.52		9522.98		10585.85		9412.94		9674.25		9345.28		9169.08		8427.39		8709.77				2021-22						Head Office		Head Office				Clinical - SE		Clinical - SE				WIC		BMC WIC

				BMC WIC		6				1,260		1,164		1,189		435		479		370		508		512		446		397		594		512		-83																																						594.5		511.75		6				Unfilled		3552.27		3344.54		4861.96		2994.1		2328.14		2496.02		3434.82		3539.56		3446.4		4155.4		4936.83		4699.28																						Osprey		Osprey

				CKMP		6				1,465		1,426		1,804		1,258		1,014		1,220		1,505		1,451		1,373		1,500		1,901		1,553		-349																																						1901.25		1552.5		6																																						1		*				3		Clinical				CKMP		CKMP

				HHS		5				255		277		477		435		326		390		536		484		497		648		505		525		20																																						505		525.25		5																																																		HHS		HHS

				COVID-19		3				- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		0																																						0		0		3																																																		COVID-19		COVID-19

				Osprey		3				- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		- 0		0																																						0		0		3																																1		Last 12 Months

				Total		6				3,552		3,345		4,862		2,994		2,328		2,496		3,435		3,540		3,446		4,155		4,937		4,699																																								4936.83		4699.28		6																																																		1		*

										62,341		59,750		69,256		70,234		63,716		71,221		68,265		69,506		66,013		68,293		66,572		67,148																																								Hours - [All] - [All] - Unfilled

				Rota Fill - [All] - Clinical																																																																												12

										Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																						Aug		Sep				Total		Sep		Rota Fill

				IUC		6				89%		90%		74%		82%		88%		90%		84%		80%		74%		66%		62%		55%		-0																																						0.6167504392		0.5541325083		6				Filled		0.6495441512

				BMC		5				79%		81%		74%		83%		87%		85%		76%		80%		81%		79%		72%		79%		0																																						0.7239094131		0.7919503032		5				Unfilled		0.3504558488

				BMC WIC		5				32%		34%		38%		70%		64%		73%		67%		66%		68%		72%		57%		64%		0																																						0.5680918304		0.639802921		5				Sep - [All] - [All] - Total

				CKMP		5				71%		71%		67%		76%		80%		79%		70%		71%		73%		71%		62%		69%		0																																						0.6205847136		0.6929694453		5

				HHS		6				79%		76%		65%		65%		74%		74%		63%		65%		67%		56%		68%		65%		-0																																						0.6752411576		0.6458192852		6

				COVID-19						ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!																																						ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!

				Osprey						ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!																																						ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!

				Total		5				70%		71%		66%		77%		80%		81%		73%		73%		73%		69%		63%		65%																																								0.6305934802		0.6495441512		5

																																																																								Sep - Rota Fill- [All] - [All]

				WTE - [All] - Clinical																																																																												Sep-21

				WTE Vacancies						Oct		Nov		Dec		Jan		Feb		Mar		Apr		May		Jun		Jul		Aug		Sep		Aug to Sep																																						Aug		Sep						WTE In Post		WTE Vacancies

		WTE Vacancies		IUC		6				28		28		28		28		28		28		29		29		30		30		50		48		-2																																						49.5733333333		47.84		6				16.5704666667		47.84

		WTE In Post		BMC		5				2		2		2		2		2		2		2		2		2		2		3		3		0																																						2.5183333333		2.6916666667		5				8.7533333333		2.6916666667

		Establishment		BMC WIC		3				11		11		11		11		12		12		12		12		12		12		12		12		0																																						11.7133333333		11.7133333333		3				5.16		11.7133333333

				CKMP		6				10		10		10		10		11		11		11		11		11		12		13		12		-1																																						13.1518		12.4518		6				22.23		12.4518

				HHS		5				2		2		2		2		2		2		2		2		2		2		2		2		0																																						2.0333333333		2.4733333333		5				6.84		2.4733333333

				COVID-19		3				0		0		0		0		0		0		0		0		0		0		0		0		0																																						0		0		3				0		0

				Osprey		3				0		0		0		0		0		0		0		0		0		0		0		0		0																																						0		0		3				0		0

				Total		6				53		52		53		54		55		55		56		56		57		57		79		77																																								78.9901333333		77.1701333333		6				59.5538		77.1701333333

																																																																								WTE Vacancies - [All] - [All]								Sep - WTE - [All] - [All]





																																														 



Hours - [All] - [All]	 - Unfilled	

Aug	IUC	BMC	BMC WIC	CKMP	HHS	COVID-19	Osprey	1570.710000000005	365.36999999999989	594.49999999999977	1901.25	505	0	0	Sep	IUC	BMC	BMC WIC	CKMP	HHS	COVID-19	Osprey	1830.1300000000051	279.64999999999986	511.75	1552.5	525.25	0	0	







Hours - [All] - [All]	 - Total	

Filled	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	8453.92	8192.5	9288.2900000000009	9815.52	9522.98	10585.85	9412.94	9674.25	9345.2799999999988	9169.08	8427.39	8709.77	Unfilled	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	3552.2700000000004	3344.54	4861.9600000000046	2994.1000000000035	2328.140000000004	2496.0200000000004	3434.8200000000052	3539.5600000000077	3446.4000000000019	4155.400000000006	4936.8300000000054	4699.2800000000043	Required	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	12006.189999999999	11537.04	14150.250000000004	12809.620000000004	11851.120000000004	13081.87	12847.760000000006	13213.810000000007	12791.68	13324.480000000005	13364.220000000005	13409.050000000005	



K







Sep - Rota Fill- [All] - [All]	

Sep	IUC	BMC	BMC WIC	CKMP	HHS	COVID-19	Osprey	Total	0.55413250825283455	0.79195030316556936	0.63980292099243352	0.69296944526846638	0.64581928523263654	0	0	0.64954415115164743	





Sep - [All] - [All]	 - Total	

Rota Fill	

Filled	Unfilled	0.64954415115164743	0.35045584884835257	



WTE Vacancies - [All] - [All]	

IUC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	27.676666666666666	27.675000000000001	28.253333333333334	28.42	27.95	27.95	29.203333333333333	29.21	29.616666666666667	29.573333333333334	49.573333333333331	47.84	BMC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	1.9766666666666666	2.0066666666666668	2.0366666666666666	2.25	2.2716666666666665	2.2716666666666665	2.2716666666666665	2.2783333333333333	2.2783333333333333	2.2783333333333333	2.5183333333333335	2.6916666666666669	BMC WIC	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	11.453333333333333	11.453333333333333	11.453333333333333	11.453333333333333	11.713333333333333	11.713333333333333	11.713333333333333	11.713333333333333	11.713333333333333	11.713333333333333	11.713333333333333	11.713333333333333	CKMP	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	10.01	9.7333333333333325	9.7751333333333328	9.7751333333333328	10.771800000000001	10.771800000000001	10.878466666666666	10.878466666666666	11.478466666666666	11.538466666666666	13.1518	12.4518	HHS	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	1.6266666666666667	1.6266666666666667	1.6266666666666667	1.6266666666666667	1.8066666666666666	1.8066666666666666	1.8066666666666666	1.82	1.82	1.82	2.0333333333333332	2.4733333333333332	COVID-19	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	0	0	0	0	0	0	0	0	0	0	0	Osprey	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	0	0	0	0	0	0	0	0	0	0	0	0	







Sep - WTE - [All] - [All]	

WTE In Post	IUC	BMC	BMC WIC	CKMP	HHS	COVID-19	Osprey	Total	16.570466666666665	8.7533333333333339	5.16	22.230000000000004	6.84	0	0	59.55380000000001	WTE Vacancies	IUC	BMC	BMC WIC	CKMP	HHS	COVID-19	Osprey	Total	47.84	2.6916666666666669	11.713333333333333	12.4518	2.4733333333333332	0	0	77.170133333333339	







Resourcing: Oct-20 to Sep-21

#'BrisDoc%20Corporate%20Dashboard'!A1

Ptnt Experience

		Friends and Family																												Patient Experience



		IUC		April		May		June		July		August		September		October		November		December		January		February		March				IUC		April		May		June		July		August		September		October		November		December		January		February		March

		Extremely Likely		34		20		11		20		10		6		2														PSQ Sent		268		206		149		180		193		212		126

		Likely		13		8		4		6		3		6		1														PSQ Returned		54		32		18		30		18		15		5

		Neither Likely nor Unlikely		1		2		2		2		1		2		1														PSQ Response Rate		20%		16%		12%		17%		9%		7%		4%		0%		0%		0%		0%		0%

		Unlikely		3		0		1		0		1		0		0														Treatment Centre Appts		0

		Extremely Unlikely		0		2		0		1		1		0		0														Cards returned		0

		Don't know		1		0		0		0		0		1		0														Cards Response rate		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%

		Recommended		96		88		83		90		82		80		75														Overall Satisfied Respondents		96%		88%		78%		90%		83%		93%		100%

		Not Recommended		4		6		6		3		12		0		0														Target		85%		85%		85%		85%		85%		85%		85%		85%		85%		85%		85%		85%



		WIC		April		May		June		July		August		September		October		November		December		January		February		March						April		May		June		July		August		September		October		November		December		January		February		March

		Extremely Likely																												PSQ Satisfied

		Likely																												Postcard Satisfied

		Neither Likely nor Unlikely

		Unlikely

		Extremely Unlikely

		Don't know

		Recommended

		Not Recommended



		BMC		April		May		June		July		August		September		October		November		December		January		February		March

		Extremely Likely

		Likely

		Neither Likely nor Unlikely

		Unlikely

		Extremely Unlikely

		Don't know

		Recommended

		Not Recommended



		CKMP		April		May		June		July		August		September		October		November		December		January		February		March

		Extremely Likely

		Likely

		Neither Likely nor Unlikely

		Unlikely

		Extremely Unlikely

		Don't know

		Recommended

		Not Recommended



		Recommended		April		May		June		July		August		September		October		November		December		January		February		March

		IUC		96		88		83		90		82		80		75		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A

		WIC		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A

		BMC		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A

		CKMP		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A



		Not recommended		April		May		June		July		August		September		October		November		December		January		February		March

		IUC		4		6		6		3		12		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A

		WIC		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A

		BMC		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A

		CKMP		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A
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Incidents



				2020/21		April		May		June		July		August		September		October		November		December		January		February		March		Total

		IUC		741		81		66		57		49		63		38														354

		WIC		0										3																3

		UC Total		741		81		66		57		49		66		38		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		357

		BMC		14		3		3		3		2		1		3														15

		HHS		12		1		1				1				1														4

		CKMP		28		1		5		4		1		2		0														13

		PS Total		54		5		9		7		4		3		4		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		32

		Corporate		17		9		2		4		2		0		2														19

		Total		812		95		77		68		55		69		44		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		408





Incidents

April	May	June	July	August	September	October	November	December	January	February	March	81	66	57	49	66	38	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

Significant Events

April	May	June	July	August	September	October	November	December	January	February	March	5	9	7	4	3	4	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

Incidents

April	May	June	July	August	September	October	November	December	January	February	March	95	77	68	55	69	44	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	
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Complaints



				2020/21		Apr		May		Jun		Jul		Aug		Sep		Oct		Nov		Dec		Jan		Feb		Mar		Total

		IUC		34		3		1		3		2		5		8														22

		WIC																												0

		UC Total		34		3		1		3		2		5		8		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		22

		BMC		5		1		1		1		1		0		0														4

		HHS		0								1		0		0														1

		CKMP		17		1		1		2		1		0		0														5

		PS Total		17		1		1		2		2		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		6

		Osprey Court		0																										0

		Total		56		5		3		6		5		5		8		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		32





Complaints

UC Total	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	3	1	3	2	5	8	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

Complaints

Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	1	1	2	2	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

Complaints

Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	5	3	6	5	5	8	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	
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IG

		Information Governance



		Information Requests		April		May		June		July		August		September		October		November		December		January		February		March		Total

		IUC		7		3		5		0		2		4														21

		WIC																										0

		UC Total		7		3		5		0		2		4		0		0		0		0		0		0

		BMC		1																								1

		HHS																										0

		CKMP		1						1				1														3

		PS Total		2		0		0		1		0		1		0		0		0		0		0		0

		Osprey 																										0

		References				3		11		5

		Total		9		3		5		1		2		5		0		0		0		0		0		0		25





		IG Incidents		April		May		June		July		August		September		October		November		December		January		February		March		Total

		Data Security				4		1		1		2																8

		Confidentiality		4		4		5		2		1																16

		Records Management		2		3		4		3		2																14

		Phishing email																										0

		Total		6		11		10		6		5		0		0		0		0		0		0		0		38



		ICO Reported Incidents		Q1		Q2		Q3		Q4		Total

		IUC										0

		WIC										0

		UC Total

		BMC										0

		HHS										0

		CKMP										0

		PS Total

		Osprey 				1						1

		Total		0		1		0		0		1







Risk Management

				Q1		Q1		Q1		Q1		Q2		Q2		Q2		Q2		Q3		Q3		Q3		Q3		Q4		Q4		Q4		Q4

		Risks		Start Q1								Start Q2								Start Q3								Start Q4

				L		M		H		VH		L		M		H		VH		L		M		H		VH		L		M		H		VH

		Corporate		5		3		2				5		3		1

		Business		1		1						1		3

		Urgent Care		2		3		3		1		3		3		4

		Practice Services				6		1		2				7		1		2

		Total		8		13		6		3		9		16		6		2		0		0		0		0		0		0		0		0

		Q Total								30								33								0								0



				Q1		Q1		Q1		Q1		Q2		Q2		Q2		Q2		Q3		Q3		Q3		Q3		Q4		Q4		Q4		Q4

		Issues		Start Q1								Start Q2								Start Q3								Start Q4

				L		M		H		VH		L		M		H		VH		L		M		H		VH		L		M		H		VH

		Corporate				4		3						3		1		1

		Business		2								2

		Urgent Care		2		6		3		1		2		5		3		1

		Practice Services				3		6		1				7		4

		Total		4		13		12		2		4		15		8		2		0		0		0		0		0		0		0		0

		Q Total								31								29								0								0



		Accidents		Q1		Q2		Q3		Q4		T																								Notifications		Q1		Q2		Q3		Q4		T

		IUC										0																								IUC		2		1		0		0		3

		WIC										0																								WIC		0		0		0		0		0

		UC Total		0		0		0		0		0																								UC Total		2		1		ERROR:#N/A		ERROR:#N/A

		BMC										0																								BMC		0		0		0		0		0

		HHS										0																								HHS		0		0		0		0		0

		CKMP										0																								CKMP		2		0		0		0		2

		PS Total		0		0		0		0		0																								PS Total		2		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A

		Osprey Court										0																								Osprey Court		0		1		0		0		1

		Total		0		0		0		0		0																								Total		4		2		ERROR:#N/A		ERROR:#N/A		6



		RIDDOR		Q1		Q2		Q3		Q4		T

		IUC										0

		WIC										0

		UC Total		0		0		0		0		0

		BMC										0

		HHS										0

		CKMP										0

		PS Total		0		0		0		0		0

		Osprey Court										0

		Total		0		0		0		0		0



		CQC		Q1		Q2		Q3		Q4		T

		IUC		1		1						2

		WIC										0

		UC Total		1		1		0		0		2

		BMC										0

		HHS										0

		CKMP										0

		PS Total		0		0		0		0

		Osprey Court										0

		Total		1		1		0		0		2



		Insurance		Q1		Q2		Q3		Q4		T

		IUC		1								1

		WIC										0

		UC Total		1		0		0		0		1

		BMC										0

		HHS										0

		CKMP		2								2

		PS Total		2		0		0		0		2

		Osprey Court				1						1

		Total		3		1		0		0		4



		Duty of Candour		Q1		Q2		Q3		Q4		T

		IUC										0

		WIC										0

		UC Total		0		0		0		0		0

		BMC										0

		HHS										0

		CKMP										0

		PS Total		0		0		0		0		0

		Osprey Court										0

		Total		0		0		0		0		0





Urgent Care Notifications

2	1	#N/A	#N/A	Q1	Q2	Q3	Q4	2	1	#N/A	#N/A	

Practice Services Notifications

Q1	Q2	Q3	Q4	2	#N/A	#N/A	#N/A	

BrisDoc Notifications

Q1	Q2	Q3	Q4	4	2	#N/A	#N/A	

Duty of Candour

Q1	Q2	Q3	Q4	0	0	0	0	

Duty of Candour

Q1	Q2	Q3	Q4	0	0	0	0	

Duty of Candour

Q1	Q2	Q3	Q4	0	0	0	0	

Notifications



Total	Q1	Q2	Q3	Q4	4	2	#N/A	#N/A	
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IUC Performance

		Performance		Urgent PCC		Urgent Home Visit		Urgent Advice		Routine PCC		Routine Home Visit		Routine Advice		POTS		Average

		Month*		PCC - % urgents receiving definitive clinical consultation within 2 hours 		Home Visit - % urgents requiring consultation visited within 2 hours		Advice - % urgents receiving definitive clinical consultation within 2 hours 		PCC - % routines receiving definitive clinical consultation within 6/12/24 hours 		Home Visit - % routines requiring consultation visited within 6 hours		Advice - % routines receiving definitive clinical consultation within 6/12/24 hours 		Call back within 20mins for paramedics on the scene		Average

		Apr-21		96%		91%		74%		100%		99%		84%		86%		91%

		May-21		94%		93%		74%		100%		99%		73%		82%		89%

		Jun-21		96%		91%		74%		100%		99%		84%		86%		91%

		Jul-21		92%		89%		54%		100%		98%		66%		77%		83%

		Aug-21		95%		84%		64%		100%		100%		67%		65%		85%

		Sep-21		95%		92%		57%		99%		95%		59%		80%		83%

		Oct-21

		Nov-21

		Dec-21

		Jan-22

		Feb-22

		Mar-22

		Demand		Forecast		Actual		Variance

		Month		Forecast∆ 		Actual∆ 		Variance

		Apr-21		8542		10082		118%

		May-21		9951		11170		112%

		Jun-21		9042		9389		104%

		Jul-21		10285		10467		102%

		Aug-21		10050		10069		100%

		Sep-21		9025		8947		99%

		Oct-21

		Nov-21

		Dec-21

		Jan-22

		Feb-22

		Mar-22

		* BrisDoc Month

		∆ Calendar Month
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KPI Performance



PCC Urgent	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	0.96363636363636362	0.93534482758620685	0.96363636363636362	0.91629955947136565	0.94505494505494503	0.95471698113207548	"HV Urgent"	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	0.90666666666666662	0.92982456140350878	0.90666666666666662	0.88636363636363635	0.84090909090909094	0.91891891891891897	Advice Urgent	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	0.74336855725684714	0.73877305533279869	0.74336855725684714	0.54048614336584611	0.63688642431710829	0.56999999999999995	PCC Routine	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	1	0.99624765478424016	1	1	1	0.99383983572895274	HV Routine	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	0.98709677419354835	0.98657718120805371	0.98709677419354835	0.98399999999999999	1	0.95035460992907805	Advice Routine	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	0.84269662921348309	0.73182173573103992	0.84269662921348309	0.66364488902782115	0.67042606516290726	0.59186440677966101	Paramedic Callback	44287	44317	44348	44378	44409	44440	44470	44501	44531	44562	44593	44621	0.86	0.81582500000000002	0.86	0.76656708994709	0.64576	0.79846759689922475	









Finance



		Urgent Care		April		May		June		July		August		September		October		November		December		January		February		March		Total

		Income		£1,294,601		£1,293,591		£1,295,617		£1,293,602		£1,293,610		£0		£0		£0		£0		£0		£0		£0		£6,471,022

		Expediture		£1,245,626		£1,286,180		£1,224,861		£1,209,578		£1,150,896		£0		£0		£0		£0		£0		£0		£0		£6,117,141

		Surplus/Deficit		£48,975		£7,411		£70,756		£84,024		£142,714		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		£353,881



		Practice Services		April		May		June		July		August		September		October		November		December		January		February		March		Total

		Income		£397,033		£409,542		£470,706		£557,138		£457,126		£0		£0		£0		£0		£0		£0		£0		£2,291,545

		Expediture		£481,470		£448,599		£498,987		£521,045		£388,289		£0		£0		£0		£0		£0		£0		£0		£2,338,389

		Surplus/Deficit		-£84,436		-£39,058		-£28,281		£36,093		£68,837		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		-£46,845



		Osprey Court		April		May		June		July		August		September		October		November		December		January		February		March		Total

		Contribution (6%-10%)		£161,556		£162,314		£167,600		£173,216		£166,275		£0		£0		£0		£0		£0		£0		£0		£830,961

		Expediture		£113,656		£110,631		£112,541		£120,140		£109,881																£566,848

		Surplus/Deficit		£47,900		£51,682		£55,060		£53,076		£56,394		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		£264,113



		BrisDoc		April		May		June		July		August		September		October		November		December		January		February		March		Total

		Income		£1,691,634		£1,703,133		£1,766,323		£1,850,740		£1,750,737		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		£8,762,566

		Expediture		£1,679,195		£1,683,097		£1,668,788		£1,677,546		£1,482,791		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		£8,191,418

		Surplus/Deficit		£12,439		£20,036		£97,535		£173,193		£267,946		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		ERROR:#N/A		£571,149



















































		IUC		£1,238,663		£1,237,653		£1,239,679		£1,237,664		£1,237,672																£6,191,332

		PL		£55,938		£55,938		£55,938		£55,938		£55,938																£279,690

				£1,294,601		£1,293,591		£1,295,617		£1,293,602		£1,293,610		£0		£0		£0		£0		£0		£0		£0		£6,471,022





		IUC		£1,200,471		£1,238,128		£1,171,064		£1,154,412		£1,103,380																£5,867,456

		PL		£45,155		£48,052		£53,798		£55,165		£47,516																£249,685

				£1,245,626		£1,286,180		£1,224,861		£1,209,578		£1,150,896		£0		£0		£0		£0		£0		£0		£0		£6,117,141		£353,881







		BMC		£158,826		£162,603		£155,246		£171,269		£183,797																£831,740

		HHS		£48,019		£46,953		£89,662		£89,415		£53,365																£327,413

		CKMP		£190,189		£199,986		£225,797		£296,454		£219,965																£1,132,391

				£397,033		£409,542		£470,706		£557,138		£457,126		£0		£0		£0		£0		£0		£0		£0		£2,291,545





		BMC		£157,381		£151,458		£175,430		£184,587		£163,126																£831,982

		HHS		£59,719		£56,762		£86,925		£71,532		£84,558																£359,495

		CKMP		£264,370		£240,379		£236,632		£264,926		£140,605																£1,146,912

				£481,470		£448,599		£498,987		£521,045		£388,289		£0		£0		£0		£0		£0		£0		£0		£2,338,389		-£46,845







Surplus/Deficit	April	May	June	July	August	September	October	November	December	January	February	March	48975.054999999935	7411.0730000000913	70756.037000000244	84024.327000000048	142714.32000000007	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	







Surplus/Deficit	April	May	June	July	August	September	October	November	December	January	February	March	-84436.118000000017	-39057.740000000107	-28280.926000000094	36092.670400000003	68837.407399999909	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

Income	April	May	June	July	August	September	October	November	December	January	February	March	1294600.8500000001	1293591.1700000002	1295617.4300000002	1293601.9300000002	1293610.4000000001	0	0	0	0	0	0	0	Expediture	April	May	June	July	August	September	October	November	December	January	February	March	1245625.7950000002	1286180.0970000001	1224861.3929999999	1209577.6030000001	1150896.08	0	0	0	0	0	0	0	

Income	April	May	June	July	August	September	October	November	December	January	February	March	397033.42	409541.62666666659	470705.62666666659	557137.66666666663	457126.27666666661	0	0	0	0	0	0	0	Expediture	April	May	June	July	August	September	October	November	December	January	February	March	481469.538	448599.3666666667	498986.55266666668	521044.99626666663	388288.8692666667	0	0	0	0	0	0	0	

Osprey Court

Contribution (6%-10%)	April	May	June	July	August	September	October	November	December	January	February	March	161555.86300000001	162313.83366666667	167600.42566666668	173215.7992666667	166275.0792666667	0	0	0	0	0	0	0	Expediture	April	May	June	July	August	September	October	November	December	January	February	March	113655.83999999998	110631.41999999998	112540.59000000001	120139.53999999998	109880.86	Surplus/Deficit	April	May	June	July	August	September	October	November	December	January	February	March	47900.02300000003	51682.413666666689	55059.835666666666	53076.259266666719	56394.219266666696	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

Surplus/Deficit

Surplus/Deficit	April	May	June	July	August	September	October	November	December	January	February	March	12438.959999999963	20035.746666666819	97534.946666666539	173193.2566666666	267945.94666666654	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

BrisDoc

Income	April	May	June	July	August	September	October	November	December	January	February	March	1691634.27	1703132.7966666669	1766323.0566666666	1850739.5966666667	1750736.6766666668	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	Expediture	April	May	June	July	August	September	October	November	December	January	February	March	1679195.31	1683097.05	1668788.11	1677546.34	1482790.7300000002	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	#N/A	

<< Dashboard



Practice Services Performance

						BMC		Y02578		HHS		Y02873		CKMP		L81015

		List Size

		https://digital.nhs.uk/data-and-information/publications/statistical/patients-registered-at-a-gp-practice 		April		May		June		July		August		September		October		November		December		January		February		March				2019/20		All		F2F		Telephone		Home visits

		BMC		10501		10543		10698		10767		10797		10957																BMC		37529		31975		5434		120

		CKMP		17421		17491		17589		17664		17751		17868																CKMP		100924		58137		42194		593

		HHS		48		46		49		52		54		54																BMC & CKMP		138453		90112		47628		713



																														2020/21		All		F2F		Telephone		Home visits				Purpose		All booked appointments, split by F2F, telephone and home visits for 2018/19 and 2019/20

		Activity																												BMC		32296		9818		22352		126				Source		EMIS > Appointment Reporting > NC Reports > Practice Services Dashboard > Audit of Appt Booking > Amended v2 for CKMP or Amended v1 for BMC reports

		Triage Calls		April		May		June		July		August		September		October		November		December		January		February		March				CKMP		85721		27515		57933		273				Data Quality 		In Mar-20, reports were amended following the slot type cross-reference in CKMP-Test3 and BMC-Test3 (on separate spreadsheets).

Home visit reports for BMC and CKMP are not amended because no discrepancies found, although open question remains as to whether some home visits are counted as default.

Still some misalignment with the GP Workload Tool which reports 36757 F2F+Tel+HV over 2018/19, whereas our figures show 36835 in total. I (CCP) believe the discrepancy arises from incorrect coding in the GP Workload Tool of admin slots etc. 

		BMC		1807		1520		1592		1443		1375		1355																BMC & CKMP		10791		6411		4377		3

		CKMP		4821		4270		4795		4760		4273		4970

		HHS		50		41		37		93		164		187																2021/22		All		F2F		Telephone		Home visits

																														BMC		16357		7223		9092		42

		Appts - Urgent		April		May		June		July		August		September		October		November		December		January		February		March				CKMP		44774		16774		27889		111

		BMC		79		82		96		111		104		155																HHS		5555		4983		572		0

		CKMP		408		378		448		501		384		434

		HHS		66		2		3		0		0		2

		WIC



		Appts - Routine		April		May		June		July		August		September		October		November		December		January		February		March				Appts - Total		April		May		June		July		August		September		October		November		December		January		February		March

		BMC		1021		984		1241		1117		997		1236																BMC		1100		1066		1337		1228		1101		1391		0		0		0		0		0		0

		CKMP		2106		2116		2540		2462		2303		2694																CKMP		2514		2494		2988		2963		2687		3128		0		0		0		0		0		0

		HHS		857		842		936		773		701		801																HHS		923		844		939		773		701		803		0		0		0		0		0		0

																														WIC		0		0		0		0		0		0		0		0		0		0		0		0

		Visits		April		May		June		July		August		September		October		November		December		January		February		March

		BMC		5		2		7		8		4		16

		CKMP		14		20		18		16		18		25

		HHS		0		0		0		0		0		0



		Navigator Referrals

				April		May		June		July		August		September		October		November		December		January		February		March

		BMC

		CKMP



		Capacity		offered per head of population

		Triage Calls		April		May		June		July		August		September		October		November		December		January		February		March

		BMC		2345		2103		2227		2112		1956		1956

		CKMP		14254		11377		11377		12869		11408		12443

		HHS		50		41		37		93		180		214



		Appts - Urgent		April		May		June		July		August		September		October		November		December		January		February		March

		BMC		81		82		97		116		104		156

		CKMP		556		559		660		670		550		613

		HHS		66		54		66		66		63		64

		WIC																														Capacity Less Take up

																																				April		May		June		July		August		September		October		November		December		January		February		March

		Appts -Routine		April		May		June		July		August		September		October		November		December		January		February		March						Triage		BMC		538		583		635		669		581		601		0		0		0		0		0		0

		BMC		1073		1034		1279		1166		1041		1311																				CKMP		9433		7107		6582		8109		7135		7473		0		0		0		0		0		0

		CKMP		3575		3535		3913		3658		2951		3381																				HHS		0		0		0		0		16		27		0		0		0		0		0		0

		HHS		1505		1658		1904		1700		1644		1768																		Appt - U		BMC		2		0		1		5		0		1		0		0		0		0		0		0

																																		CKMP		148		181		212		169		166		179		0		0		0		0		0		0

		Visits		April		May		June		July		August		September		October		November		December		January		February		March								HHS		0		52		63		66		63		62		0		0		0		0		0		0

		BMC		8		5		8		8		4		22																		Appt - R		BMC		52		50		38		49		44		75		0		0		0		0		0		0

		CKMP		212		198		230		228		219		232																				CKMP		1469		1419		1373		1196		648		687		0		0		0		0		0		0

		HHS		0		0		0		0		0		0																				HHS		648		816		968		927		943		967		0		0		0		0		0		0

																																Visit		BMC		3		3		1		0		0		6		0		0		0		0		0		0

																																		CKMP		198		178		212		212		201		207		0		0		0		0		0		0

		QOF																																HHS		0		0		0		0		0		0		0		0		0		0		0		0

				2018/19						2019/20								2020/21

		https://qof.digital.nhs.uk/search/		Total		Clinical 		Public Health		Total		Clinical 		Public Health		Quality		Total		Clinical 		Public Health		Quality

		BMC

		CKMP



		2019/20 Child Imms

				12 Months										24 Months												5 Years

		https://www.england.nhs.uk/statistics/statistical-work-areas/child-immunisation/		DTaP/IPV/Hib/Hep B		Men B		PCV		Rotavirus		Hep B		DTaP/IPV/Hib		MMR		Hib/Men C Booster		PCV Booster		MenB Booster		Hep B		DTaP/IPV Booster		DTaP/IPV/Hib		Hib/Men C Booster		MMR Dose 1		MMR Dose 2

		BMC

		CKMP



		Screening

						April		May		June		July		August		September		October		November		December		January		February		March

		BMC		Cervical

				Breast

		CKMP		Cervical

				Breast



		Exception Reporting		2015/16		2016/17		2017/18		2018/19		2020/21		2021/22		2022/23		2023/24

		https://qof.digital.nhs.uk/search/ 		2016		2017		2017/18		2018/19		2019/20		2020/21

		BMC

		CKMP



		Vaccinations

				Flu

				Shingles		eligible

				Pneum

										12 months										24 months												5 years

										12m Denominator		12m DTaP/IPV/Hib/HepB %		12m MenB%		12m PCV2%		12m Rota%		24m Denominator		24m DTaP/IPV/Hib/HepB%		24m MMR1%		24m Hib/MenC%		24m PCV Booster%		24m MenB Booster%		5y Denominator		5y DTaP/IPV/Hib%		5y Hib/MenC%		5y DTaPIPV%		5y MMR1%		5y MMR2%

						Q4		L81015

						Q4		Y02578

						Q3		L81015

						Q3		Y02578

						Q2		L81015

						Q2		Y02578

						Q1		L81015

						Q1		Y02578



Patient Contacts

BMC Appts	April	May	June	July	August	September	October	November	December	January	February	March	1100	1066	1337	1228	1101	1391	0	0	0	0	0	0	CKMP Appts	April	May	June	July	August	September	October	November	December	January	February	March	2514	2494	2988	2963	2687	3128	0	0	0	0	0	0	HHS Appts	April	May	June	July	August	September	October	November	December	January	February	March	923	844	939	773	701	803	0	0	0	0	0	0	BMC Triage	April	May	June	July	August	September	October	November	December	January	February	March	1807	1520	1592	1443	1375	1355	CKMP Triage	April	May	June	July	August	September	October	November	December	January	February	March	4821	4270	4795	4760	4273	4970	HHS Triage	April	May	June	July	August	September	October	November	December	January	February	March	50	41	37	93	164	187	BMC Visits	April	May	June	July	August	September	October	November	December	January	February	March	5	2	7	8	4	16	CKMP Visits	April	May	June	July	August	September	October	November	December	January	February	March	14	20	18	16	18	25	HHS Visits	April	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	

Unused capacity

Triage	BMC	April	May	June	July	August	September	October	November	December	January	February	March	538	583	635	669	581	601	0	0	0	0	0	0	Triage	CKMP	April	May	June	July	August	September	October	November	December	January	February	March	9433	7107	6582	8109	7135	7473	0	0	0	0	0	0	Triage	HHS	April	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	16	27	0	0	0	0	0	0	Appt - U	BMC	April	May	June	July	August	September	October	November	December	January	February	March	2	0	1	5	0	1	0	0	0	0	0	0	Appt - U	CKMP	April	May	June	July	August	September	October	November	December	January	February	March	148	181	212	169	166	179	0	0	0	0	0	0	Appt - U	HHS	April	May	June	July	August	September	October	November	December	January	February	March	0	52	63	66	63	62	0	0	0	0	0	0	Appt - R	BMC	April	May	June	July	August	September	October	November	December	January	February	March	52	50	38	49	44	75	0	0	0	0	0	0	Appt - R	CKMP	April	May	June	July	August	September	October	November	December	January	February	March	1469	1419	1373	1196	648	687	0	0	0	0	0	0	Appt - R	HHS	April	May	June	July	August	September	October	November	December	January	February	March	648	816	968	927	943	967	0	0	0	0	0	0	Visit	BMC	April	May	June	July	August	September	October	November	December	January	February	March	3	3	1	0	0	6	0	0	0	0	0	0	Visit	CKMP	April	May	June	July	August	September	October	November	December	January	February	March	198	178	212	212	201	207	0	0	0	0	0	0	Visit	HHS	April	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	0	0	0	0	0	0	

https://digital.nhs.uk/data-and-information/publications/statistical/patients-registered-at-a-gp-practicehttps://qof.digital.nhs.uk/search/https://www.england.nhs.uk/statistics/statistical-work-areas/child-immunisation/https://qof.digital.nhs.uk/search/

Compliance

		Policy Management

		Policy review schedule		2017/18		2018/19		2019/20		2020/21		April		May		June		July		August		September		October		November		December		January		February		March

		Red		36%		22%		22%		26%		25%		21%		23%		19%		21%		12%

		Amber		11%		4%		4%		5%		6%		0%		1%		15%		15%		15%

		Green		53%		74%		74%		69%		69%		79%		76%		66%		64%		72%

										2019/20 Green				65%		62%		64%		54%		50%		59%		64%		63%		55%		57%		59%

										2020/21 Green		59%		58%		54%		73%						60%						69%		70%		69%

		Payroll Errors

				Total Errors		Total Shifts		Total Adjustments		Total Transactions		Error %		Employees Paid		Error % 				Osprey		Practice Services		Urgent Care				Osprey		Practice Services		Urgent Care

		March 2021		29										335		9%				2%		41%		57%		March 2021		1		24		33

		April 2021		29										332		9%				7%		62%		31%		April 2021		2		18		9

		May 2021		53										330		16%				4%		64%		32%		May 2021		2		34		17

		Jun 2021		32										331		10%				12%		41%		47%		Jun 2021		4		13		15

		July 2021		38										334		11%				16%		34%		50%		July 2021		6		13		19

		August 2021		66										323		20%				15%		36%		49%		August 2021		10		24		32

		September 2021		43										326		13%				12%		46%		42%		September 2021		5		20		18

		October 2021																								October 2021

		November 2021																								November 2021

		December 2021																								December 2021

		January 2022																								January 2022

		February 2022																								February 2022

		March 2022																								March 2022





		Transaction Errors		April		May		June		July		August		September		October		November		December		January		February		March

		2019/20		1.0%		1.0%		1.3%		0.8%		0.8%		0.9%		0.9%		0.8%		0.7%		0.8%		0.9%

		2010/21

		2021/22



		Clinical Governance																																				Fitness To Practise



		All Clinicians		Q1		Q2		Q3		Q4

		Green																																								2021/22

		Yellow																																				GPs		No in post

		Amber																																						Compliant

		Red																																						%

																																						Nurses		No in post

																																								Compliant

		WIC Nurses		Q1		Q2		Q3		Q4				CKMP Nurses		Q1		Q2		Q3		Q4				IUC Clinicians		Q1		Q2		Q3		Q4						%

		Green												Green												Green		99.5%										ECPs		No in post

		Yellow												Yellow												Yellow		0.5%												Compliant

		Amber												Amber												Amber														%

		Red												Red												Red												Locum GPs		No in post

																																								Checks complete

		BMC Nurses		Q1		Q2		Q3		Q4				CKMP GPs		Q1		Q2		Q3		Q4				CAS/F2F		Q1		Q2		Q3		Q4						%

		Green												Green												Green		99.5%										Total

		Yellow												Yellow												Yellow		1%

		Amber												Amber												Amber

		Red												Red												Red

		BMC GPs		Q1		Q2		Q3		Q4				Pharmacists		Q1		Q2		Q3		Q4				WDPL		Q1		Q2		Q3		Q4

		Green												Green												Green		100%

		Yellow												Yellow												Yellow

		Amber												Amber												Amber

		Red												Red												Red
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ISO 14001

		Paper Use		Reams baseline 2020/21		Target Reduction		Orders

						10%		April		May		June		July		August		September		October		November		December		January		February		March		Total		2020/21 target		Variance against target

		Paper Ordered		845		60		65		125		70																				260				260

		Variance to target						-5		-65		-10		60		60		60		60		60		60		60		60		60

						60		60		60		60		60		60		60		60		60		60		60		60		60



		Reams		April		May		June		July		August		September		October		November		December		January		February		March				Reams variance to 2020/21		April		May		June		July		August		September		October		November		December		January		February		March

		Osprey		6		17		15		20		8		15																Osprey		-5		-2		0		-9		0		2		-11		-23		-18		-4		-15		-17

		IUC TCs		9		3		0		5		2		0																IUC TCs		5		2		-5		4		0		-2		-9		-7		-2		-6		-5		-8

		HHS		0		20		20		0		0		10																HHS		0		20		20		0		0		10		-25		0		0		-10		0		-15

		BMC		50		40		15		0		30		0																BMC		25		30		-5		-20		30		-50		-5		-25		-40		-15		-40		-35

		CKMP		0		45		20		0		35		0																CKMP		0		5		-25		-25		5		-25		-20		-45		0		-55		0		-65



		2019/20 baseline

		Reams		April		May		June		July		August		September		October		November		December		January		February		March

		Osprey		11		19		15		29		8		13		11		23		18		4		15		17		average per month from IT Storeroom

		IUC TCs		4		1		5		1		2		2		9		7		2		6		5		8

		HHS		0		0		0		0		0		0		25		0		0		10		0		15

		BMC		25		10		20		20		0		50		5		25		40		15		40		35

		CKMP		0		40		45		25		30		25		20		45		0		55		0		65



		Shred-It

		Kgs Shredded		April		May		June		July		August		September		October		November		December		January		February		March				BrisDoc Total		April		May		June		July		August		September		October		November		December		January		February		March		Annual Total		2020/21		Variance

		Osprey		100		100		100		200		100		100																Tons of recycled fibre produced		0.4		0.4		0.4		0.5		0.5		0.5														2.7		5.3		-2.6

		BMC		150		150		150		150		150		225																Trees saved		7.0		7.0		7.2		9.2		8.5		7.0														45.9		92.2		-46.3

		CKMP		75		75		75		75		75		0																Cubic meters landfill saved		1.0		1.0		2.5		1.4		1.3		2.5														9.7		13.4		-3.7

		HHS		25		25		30		37		25		25																Litres of water saved		561.2		561.2		580.5		740.8		681.5		561.2														3,686.4		7,392.0		-3,705.6

																														Litres of petrol saved		155.6		155.6		161.0		205.5		189.0		155.6														1,022.3		2,049.9		-1,027.6

		Total Kg shredded		350		350		362		462		425		350																Kilos of air pollutants saved		11.2		11.2		11.6		14.8		13.6		11.2														73.6		147.5		-73.9

		Tons of recycled fibre produced		0.4		0.4		0.4		0.5		0.5		0.4																Kilowatts of electricity saved		4,282.8		4,282.8		4,429.6		5,653.2		5,200.5		4,282.8														28,131.7		56,410.2		-28,278.5

		Trees saved		7		7		7.2		9.24		8.5		7																Tonnes of carbon equivalent		9.2		9.2		9.6		12.2		11.2		9.2														60.6		121.6		-61.0



		2020/2021 Baseline

				April		May		June		July		August		September		October		November		December		January		February		March		Total 

		Total Kg shredded		350		350		450		250		450		500		350		350.00		410		350		350		450		4,610.0

		Tons of recycled fibre produced		0.4		0.4		0.5		0.3		0.5		0.6		0.4		0.40		0.5		0.4		0.4		0.5		5.3

		Trees saved		7		7		9		5		9		10		7		7.00		8.2		7		7		9		92.2



		Printed items

		Kyocera				2019/20 baseline		Q1		Q2		Q3		Q4

		OC Upstairs		B&W		42,444

				Colour		76,604

		OC Downstairs		B&W		18,961

				Colour		38,992

		BMC		B&W		7,243

				Colour		8,979

		HHS		B&W		6,525

				Colour		7,782



		CKMP

		Fossil Fuel Use

				2020/21 baseline		Apr-20		May		June		July		August		September		October		November		December		January		February		March		Total

		21 kWh		47,691		1,643		3,209		7,469				3,844		4,946														21,111

		20 kWh		17,707				1,458		1,401		1,702		1,496		1,593														7,650

		21 target

		20 target



		Fuel litres bought

						2020/21 baseline		April		May		June		July		August		September		October		November		December		January		February		March		Total

		WU64JVA		W9		277.69		103.00				29.47		40.00		0.00																172.47

		WU64JVD		K2		515.28		63.23		94.97		62.05		64.02		48.66		52.92														385.85

		WU64JVC		Support		860.56		103.67		125.25		140.93		116.62		142.56		35.15														664.18

		WV17AVY		S5		436.42		0.00		56.53		0.00		41.28		26.93		23.00														147.74

		WN69PKZ		K1		1,498.33		117.09		129.37		136.24		65.00		111.21		141.67														700.58

		WN69PKJ		F6		1,618.10		152.37		167.68		109.18		112.78		95.57		130.49														768.07

		WN69PLV		W8		1,277.46		117.81		144.54		117.66		106.98		79.18		97.90														664.07

		WN69PKC		F7		1,078.41		108.15		82.48		49.37		67.73		30.44		109.78														447.95

		Unleaded						495.42		524.07		412.45		352.49		316.40		479.84		0.00		0.00		0.00		0.00		0.00		0.00

		Diesel						269.90		276.75		232.45		261.92		218.15		111.07		0.00		0.00		0.00		0.00		0.00		0.00

		Total						765.32		800.82		644.90		614.41		534.55		590.91		0.00		0.00		0.00		0.00		0.00		0.00		3,950.91



		Total Litres Bought		2017/18		2018/19		2019/20		2020/21		2021/22

				19,962		15,749		14,923		8,079		0





<< Dashboard



EDI Patients

		Ethnicity		Service Consultations		White (B)		% of Consultations		 Other		% of Consultations		BAME		% of Consultations		Not disclosed		% of Consultations		Not answered		% of Consultations

		April				47		ERROR:#DIV/0!		3		ERROR:#DIV/0!		3		ERROR:#DIV/0!		0		ERROR:#DIV/0!		1		ERROR:#DIV/0!

		May				26		ERROR:#DIV/0!		2		ERROR:#DIV/0!		2		ERROR:#DIV/0!		0		ERROR:#DIV/0!		2		ERROR:#DIV/0!

		June				14		ERROR:#DIV/0!		1		ERROR:#DIV/0!		1		ERROR:#DIV/0!		0		ERROR:#DIV/0!		2		ERROR:#DIV/0!

		July				22		ERROR:#REF!		2		ERROR:#DIV/0!		3		ERROR:#DIV/0!		0		ERROR:#DIV/0!		2		ERROR:#DIV/0!

		August				15		ERROR:#DIV/0!		1		ERROR:#DIV/0!		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!		2		ERROR:#DIV/0!

		September				14		ERROR:#DIV/0!		1		ERROR:#DIV/0!		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!

		October				5		ERROR:#DIV/0!		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!		0		ERROR:#DIV/0!

		November						ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!

		December						ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!

		January						ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!

		February						ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!

		March						ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!				ERROR:#DIV/0!

		Religion		Christianity		Islam		Sikhism		Hinduism		Buddhism		Other		No religion		Not disclose		Not answered

		April		11		1		0		0		0		9		7		0		25

		May		16		0		0		1		0		4		4		0		7

		June		2		0		0		1		0		0		3		0		10

		July		12		0		0		1		0		1		6		0		9

		August		5		0		0		0		0		1		3		0		9

		September		4		0		0		0		0		2		1		0		8

		October		2		0		0		0		0		0		0		0		3

		November

		December

		January

		February

		March

		Sexual Orientation		Heterosexual		Gay/Lesbian		Bisexual		Transgender		Not disclosed		Not answered

		April		33		2		1		2		7		11

		May		21		1		2		0		2		6

		June		14		0		0		0		1		3

		July		24		0		0		0		1		4

		August		16		0		0		0		0		2

		September		10		1		0		0		0		4

		October		3		0		0		0		0		2

		November

		December

		January

		February

		March

		Gender		Male		Female

		April		24		35

		May		7		25

		June		7		9

		July		13		15

		August		8		10

		September		8		7

		October		1		4

		November

		December

		January

		February

		March

		Age		<18		18-24		25-34		35-44		45-54		55-64		65-74		75-84		85-90		>91		Not answered

		April		4		4		2		1		7		7		7		6		3		0		13

		May		3		1		0		5		4		3		5		3		2		2		4

		June		0		1		4		1		2		2		2		0		0		2		4

		July		4		0		2		1		2		4		4		5		1		2		4

		August		1		0		0		2		3		1		3		2		1		1		4

		September		1		0		0		2		1		2		2		1		1		1		4

		October		1		0		0		0		0		0		2		1		0		0		1

		November

		December

		January

		February

		March



Ethinicity of returned PSQs as %age of consultations



White (B)	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	0	0	0	0	0	 Other	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	0	0	0	0	0	BAME	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	0	0	0	0	Not disclosed	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	0	0	0	0	Not answered	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	0	0	0	0	







Disclosed religion of PSQ respondents



Christianity	May	June	July	August	September	October	November	December	January	February	March	16	2	12	5	4	2	Islam	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	Sikhism	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	Hinduism	May	June	July	August	September	October	November	December	January	February	March	1	1	1	0	0	0	Buddhism	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	Other	May	June	July	August	September	October	November	December	January	February	March	4	0	1	1	2	0	No religion	May	June	July	August	September	October	November	December	January	February	March	4	3	6	3	1	0	Not disclose	May	June	July	August	September	October	November	December	January	February	March	0	0	0	0	0	0	Not answered	May	June	July	August	September	October	November	December	January	February	March	7	10	9	9	8	3	







Sexuality disclosed by PSQ respondents



Heterosexual	April	May	June	July	August	September	October	November	December	January	February	March	33	21	14	24	16	10	3	Gay/Lesbian	April	May	June	July	August	September	October	November	December	January	February	March	2	1	0	0	0	1	0	Bisexual	April	May	June	July	August	September	October	November	December	January	February	March	1	2	0	0	0	0	0	Transgender	April	May	June	July	August	September	October	November	December	January	February	March	2	0	0	0	0	0	0	Not disclosed	April	May	June	July	August	September	October	November	December	January	February	March	7	2	1	1	0	0	0	Not answered	April	May	June	July	August	September	October	November	December	January	February	March	11	6	3	4	2	4	2	







Gender disclosed by PSQ respondents



Male	April	May	June	July	August	September	October	November	December	January	February	March	24	7	7	13	8	8	1	Female	April	May	June	July	August	September	October	November	December	January	February	March	35	25	9	15	10	7	4	







Age of PSQ respondents



<	18	April	May	June	July	August	September	October	November	December	January	February	March	4	3	0	4	1	1	1	18-24	April	May	June	July	August	September	October	November	December	January	February	March	4	1	1	0	0	0	0	25-34	April	May	June	July	August	September	October	November	December	January	February	March	2	0	4	2	0	0	0	35-44	April	May	June	July	August	September	October	November	December	January	February	March	1	5	1	1	2	2	0	45-54	April	May	June	July	August	September	October	November	December	January	February	March	7	4	2	2	3	1	0	55-64	April	May	June	July	August	September	October	November	December	January	February	March	7	3	2	4	1	2	0	65-74	April	May	June	July	August	September	October	November	December	January	February	March	7	5	2	4	3	2	2	75-84	April	May	June	July	August	September	October	November	December	January	February	March	6	3	0	5	2	1	1	85-90	April	May	June	July	August	September	October	November	December	January	February	March	3	2	0	1	1	1	0	>	91	April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	1	0	Not answered	April	May	June	July	August	September	October	November	December	January	February	March	13	4	4	4	4	4	1	









Stock management

		Consumables																																Baseline

				April		May		June		July		August		September		October		November		December		January		February		March		Total						18/19		£34,941.96

		Target		£   3,333.00		£   3,333.00		£   3,333.00		£   3,333.00		£   3,333.00		£   3,333.00		£   3,333.00		£   3,333.00		£   3,333.00		£   3,333.00		£   3,333.00		£   3,333.00		£   40,000.00		Needs to reviewin 21/22 budget. It may change.				19/20		£52,573.37

		Actual spend		£   1,837.18		£   797.25		£   1,310.37		£   1,281.44		£   1,281.61		£   762.33																				20/21		£15,385.37

		Cossham		£   414.09		£   253.35		£   601.59		£   462.43		£   225.12		£   173.81																				21/22		£40,000

		Clevedon		£   162.08		£   86.16		£   35.04		£   35.86		£   31.50		£   24.89

		Greenway		£   144.27		£   121.26		£   32.60		£   169.69		£   49.57		£   61.66

		Knowle		£   304.83		£   239.30		£   365.43		£   300.28		£   728.25		£   106.16

		Newcourt		£   811.91		£   97.18		£   275.71		£   313.18		£   247.25		£   395.81

		Medicines

				April		May		June		July		August		September		October		November		December		January		February		March		Total

		Medicines spend 21/22																										0

		Target																										40,000

		variance		0		0		0		0		0		0		0		0		0		0		0		0		-40,000



		No. OOD drugs 21/22																										0

		cost of out of dates																										0

		% OOD of monthly spend		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!

		% OOD of budget		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		0%

		No open packs																										0

		cost open packs																										0

		% open of monthly spend		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!

		% open of budget		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		0%

		Cost of wasted meds																										0

		% wasted of monthly spend		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!

		% wasted of budget		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		ERROR:#DIV/0!		0%



		cost per ptnt

		2020/21 baseline

				April		May		June		July		August		September		October		November		December		January		February		March		Total

		Medicines spend 20/21		1,101		2,719		1,153		1,244		1,181		1,804		1,446		2,136		1547.5		609		1,146		1,350		56,252

		Target		4,667		4,667		4,667		4,667		4,667		4,667		4,667		4,667		4,667		4,667		4,667		4,667		56,000

		variance		-3,566		-1,948		-3,514		-3,423		-3,486		-2,863		-3,221		-2,531		-4,667		-4,058		-3,521		-3,317		252



		No. OOD drugs 20/21		84		128		139		147		153		174		82		13		94		46		59				1,119

		cost of out of dates		159		500		77		1,414		1,380		458		261		58		401		175		783		573		6,239

		% OOD of monthly spend		14%		18%		7%		114%		117%		25%		18%		3%		26%		29%		68%		42%		11%

		% OOD of budget		3%		11%		2%		30%		30%		10%		6%		1%		9%		4%		17%		12%		11%

		No open packs		10		14		8		15		8		7		4										2		68

		cost open packs		3		56		6		50		8		44		11		49		44		5		46		2		323

		% open of monthly spend		0%		2%		1%		4%		1%		2%		1%		2%		3%		1%		4%		0%		1%

		% open of budget		0%		1%		0%		1%		0%		1%		0%		1%		1%		0%		1%		0%		1%

		Cost of wasted meds																										0

		% wasted of monthly spend		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%

		% wasted of budget		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%		0%





Medicines Spend Against Target



Medicines spend 21/22	April	May	June	July	August	September	October	November	December	January	February	March	Target	April	May	June	July	August	September	October	November	December	January	February	March	Medicines spend 20/21	April	May	June	July	August	September	October	November	December	January	February	March	1101	2719	1153	1244	1181.21	1804.12	1445.51	2135.98	1547.5	608.52	1146.1600000000001	1350.39	

£









Out of Date Medicines



No. OOD drugs 20/21	April	May	June	July	August	September	October	November	December	January	February	March	84	128	139	147	153	174	82	13	94	46	59	No. OOD drugs 21/22	April	May	June	July	August	September	October	November	December	January	February	March	









Staff WellbeingOLD

		Warwick Score

				20/21		21/22

				Baseline		April		May		June		July		August		September		October		November		December		January		February		March

		Corporate

		Business

		Practice

		Urgent Care

		Threshold		25		25		25		25		25		25		25		25		25		25		25		25		25





		Urgent Care		20/21		21/22

				Baseline		April		May		June		July		August		September		October		November		December		January		February		March

		Operational

		Clinical

		Threshold		25		25		25		25		25		25		25		25		25		25		25		25		25



		Practice Services		20/21		21/22

				Baseline		April		May		June		July		August		September		October		November		December		January		February		March

		HHS

		BMC

		CKMP

		Threshold		25		25		25		25		25		25		25		25		25		25		25		25		25



				Monthly		<21 red

						21-24 amber

						>24 green



Warwick Score



Corporate	Baseline	April	May	June	July	20/21	21/22	Business	Baseline	April	May	June	July	20/21	21/22	Practice	Baseline	April	May	June	July	20/21	21/22	Urgent Care	Baseline	April	May	June	July	20/21	21/22	Threshold	Baseline	April	May	June	July	20/21	21/22	25	25	25	25	25	









EDI Staff

		1

																														🔒																																				Year:		2021-22				Year						LOB						Staff Group						Division		Div				Category		Group		SW 2011		Bristol 2011		Ethnic Group

						Equality and Diversity - Staff: 2021-22		6/1/21		44440																																																														Last 12 months						[All]		*				[All]		*				[All]		*				Age Group		Under 25		0.137

						Age Group - [All] - [All] - [All]												6/1/21		9/1/21		12/1/21		3/1/22																																										Service		*				2019-20						Urgent Care		Urgent Care				Operational		Operational				IUC		IUC				Age Group		25 to 29		0.0705

						Age Group		SW 2011		Variance								Jun-21		Sep-21		Dec-21		Mar-22		Jun to Sep																																Diff		Jun-21		Sep-21				Group		*				2020-21						Practice Services		Practice Services				Clinical		Clinical				BMC		BMC				Age Group		30 to 34		0.0681

						Under 25												9.2%		8.0%		ERROR:#N/A		ERROR:#N/A		-0.0114149785																																-0.0114149785		0.0916442049		0.0802292264				Division		*				2021-22						Head Office		Head Office				Clinical - SE		Clinical - SE				WIC		BMC WIC				Age Group		35 to 39		0.0739

						25 to 29		7.1%		3.9%		3.9%		6				3.2%		3.2%		ERROR:#N/A		ERROR:#N/A		-0.0008263888																																-0.0008263888		0.0323450135		0.0315186246																												Osprey		Osprey				Age Group		40 to 44		0.0861

						30 to 34		6.8%		0.0%		1.2%		5				8.1%		8.0%		ERROR:#N/A		ERROR:#N/A		-0.0006333073																																-0.0006333073		0.0808625337		0.0802292264																1		*				1		*				CKMP		CKMP				Age Group		45 to 49		0.0894

						35 to 39		7.4%		0.0%		6.1%		5				12.4%		13.5%		ERROR:#N/A		ERROR:#N/A		0.0106812688																																0.0106812688		0.1239892183		0.1346704871																												HHS		HHS				Age Group		50 to 54		0.0804

						40 to 44		8.6%		0.0%		4.0%		5				13.2%		12.6%		ERROR:#N/A		ERROR:#N/A		-0.0060009731																																-0.0060009731		0.1320754717		0.1260744986																												COVID-19		COVID-19				Age Group		55 to 59		0.0741

						45 to 49		8.9%		0.3%		0.3%		6				7.8%		8.6%		ERROR:#N/A		ERROR:#N/A		0.0077927695																																0.0077927695		0.0781671159		0.0859598854										4		2021-22																						Age Group		60 to 64		0.0829

						50 to 54		8.0%		0.0%		4.3%		5				12.4%		12.3%		ERROR:#N/A		ERROR:#N/A		-0.0007800493																																-0.0007800493		0.1239892183		0.1232091691																												1		*				Age Group		65 to 69		0.0682

						55 to 59		7.4%		0.0%		5.8%		5				13.2%		13.2%		ERROR:#N/A		ERROR:#N/A		-0.0002703141																																-0.0002703141		0.1320754717		0.1318051576																																		Age Group		70+		0.1693

						60 to 64		8.3%		0.0%		1.4%		5				10.0%		9.7%		ERROR:#N/A		ERROR:#N/A		-0.0023092548																																-0.0023092548		0.0997304582		0.0974212034																																		Ethnicity		Other Asian Background		0.0055		0.0099		Asian or Asian British						Asian or Asian British

						65 to 69		6.8%		1.1%		1.1%		6				6.5%		5.7%		ERROR:#N/A		ERROR:#N/A		-0.0073834367																																-0.0073834367		0.064690027		0.0573065903																																		Ethnicity		Bangladeshi		0.0016		0.0049		Asian or Asian British						Black or Black British

						70+												2.7%		2.9%		ERROR:#N/A		ERROR:#N/A		0.0016991172																																0.0016991172		0.0269541779		0.0286532951																																		Ethnicity		Chinese		0.0042		0.0091		Asian or Asian British						Mixed

						Unknown												1.3%		2.3%		ERROR:#N/A		ERROR:#N/A		0.0094455472																																0.0094455472		0.0134770889		0.0229226361																																		Ethnicity		Indian		0.0065		0.0153		Asian or Asian British						White

																		371		349		0		0																																																																								Ethnicity		Pakistani		0.0022		0.0160		Asian or Asian British						Other Ethnic Group

						Ethnic Group - [All] - [All] - [All]												12/1/21		1/1/22		2/1/22		3/1/22																																																																								Ethnicity		African/Caribbean		0.0074		0.0439		Black or Black British						Any Other

		Ethnic Group		Ethnic Subgroup		Ethnic Group		Bristol 2011		Variance								Jun-21		Sep-21		Dec-21		Mar-22		Jun to Sep																																Diff		Jun-21		Sep-21				Selected for Chart																														Ethnicity		Other Black Background		0		0.0162		Black or Black British

		Asian or Asian British		Bangladeshi		Asian or Asian British		5.5%		0.1%		0.1%		6				3.5%		5.4%		ERROR:#N/A		ERROR:#N/A		0.0194950242																																0.0194950242		0.0349462366		0.0544412607				Asian or Asian British		0.0552384911		0.0544412607																										Ethnicity		Other Mixed Background		0.0031		0.0073		Mixed

		Asian or Asian British		Chinese		Black or Black British		6.0%		4.0%		4.0%		6				2.2%		2.0%		ERROR:#N/A		ERROR:#N/A		-0.0014480698																																-0.0014480698		0.0215053763		0.0200573066				Black or Black British		0.0600933135		0.0200573066																										Ethnicity		White and Asian		0.004		0.0079		Mixed

		Asian or Asian British		Indian		Mixed		3.6%		2.2%		2.2%		6				1.3%		1.4%		ERROR:#N/A		ERROR:#N/A		0.0008857873																																0.0008857873		0.0134408602		0.0143266476				Mixed		0.0360503837		0.0143266476																										Ethnicity		White and Black African		0.0016		0.0036		Mixed

		Asian or Asian British		Pakistani		White		84.0%		0.9%		0.9%		6				85.2%		83.1%		ERROR:#N/A		ERROR:#N/A		-0.0212049789																																-0.0212049789		0.8521505376		0.8309455587				Other Ethnic Group		0.0029703386		0																										Ethnicity		White and Black Caribbean		0.0049		0.0173		Mixed

		Asian or Asian British		Other Asian Background		Other Ethnic Group		0.3%		0.3%		0.3%		6				0.0%		0.0%		ERROR:#N/A		ERROR:#N/A		0																																0		0		0				Any Other		0.0059383421		0.0171919771																										Ethnicity		Arab		0.0011		0.0030		Other Ethnic Group

		Black or Black British		African/Caribbean		Any Other		0.6%		0.0%		1.1%		5				1.9%		1.7%		ERROR:#N/A		ERROR:#N/A		-0.0016252272																																-0.0016252272		0.0188172043		0.0171919771																																		Ethnicity		Other White Background		0.0296		0.0513		White

		Black or Black British		Other Black Background		Not Stated												0.5%		0.6%		ERROR:#N/A		ERROR:#N/A		0.0003543149																																0.0003543149		0.0053763441		0.005730659																																		Ethnicity		British		0.9181		0.7786		White

		Mixed		White and Asian		Unknown												5.4%		5.7%		ERROR:#N/A		ERROR:#N/A		0.0035431494																																0.0035431494		0.0537634409		0.0573065903																																		Ethnicity		Gypsy or Irish Traveller		0.0011		0.0008		White

		Mixed		White and Black African																																																																																												Ethnicity		Irish		0.0054		0.0090		White

		Mixed		White and Black Caribbean		Ethnicity - [All] - [All] - [All]																																																																																										Ethnicity		Any Other		0.0019		0.0059		Any Other

		Mixed		Other Mixed Background		Ethnicity		Bristol 2011		Variance								Jun-21		Sep-21		Dec-21		Mar-22		Jun to Sep																																Diff		Jun-21		Sep-21				Selected for Chart																														Gender		Male		0.4898

		White		British		Asian or Asian British: Bangladeshi		0.5%		0.0%		0.1%		5				0.5%		0.6%		ERROR:#N/A		ERROR:#N/A		0.0003543149																																0.0003543149		0.0053763441		0.005730659				Asian or Asian British: Bangladeshi		0.0049132017		0.005730659																										Gender		Female		0.5102

		White		Gypsy or Irish Traveller		Asian or Asian British: Chinese		0.9%		0.9%		0.9%		6				0.0%		0.0%		ERROR:#N/A		ERROR:#N/A		0																																0		0		0				Asian or Asian British: Chinese		0.009074478		0																										Gender		Unknown		0

		White		Irish		Asian or Asian British: Indian		1.5%		0.0%		1.4%		5				1.6%		2.9%		ERROR:#N/A		ERROR:#N/A		0.0125242629																																0.0125242629		0.0161290323		0.0286532951				Asian or Asian British: Indian		0.0152883704		0.0286532951																										Disability		Disabled		0.0826

		White		Other White Background		Asian or Asian British: Pakistani		1.6%		0.7%		0.7%		6				0.8%		0.9%		ERROR:#N/A		ERROR:#N/A		0.0005314724																																0.0005314724		0.0080645161		0.0085959885				Asian or Asian British: Pakistani		0.0160262847		0.0085959885																										Disability		Not Disabled		0.1015

		Other Ethnic Group		Arab		Asian or Asian British: Other Asian Background		1.0%		0.0%		0.1%		5				0.5%		1.1%		ERROR:#N/A		ERROR:#N/A		0.006084974																																0.006084974		0.0053763441		0.0114613181				Asian or Asian British: Other Asian Background		0.0099361564		0.0114613181																										Disability		Unknown		0.8159

		Any Other		Any Other		Black or Black British: African/Caribbean		4.4%		2.4%		2.4%		6				2.2%		2.0%		ERROR:#N/A		ERROR:#N/A		-0.0014480698																																-0.0014480698		0.0215053763		0.0200573066				Black or Black British: African/Caribbean		0.0439292536		0.0200573066																										Disability		Unknown		0

		Not Stated		Not Stated		Black or Black British: Other Black Background		1.6%		1.6%		1.6%		6				0.0%		0.0%																																						0		0		0				Black or Black British: Other Black Background		0.0161640598		0																										Religion & Belief		Atheism		0.2929		0

		Unknown		Unknown		Mixed: White and Asian		0.8%		0.5%		0.5%		6				0.3%		0.3%		ERROR:#N/A		ERROR:#N/A		0.0001771575																																0.0001771575		0.002688172		0.0028653295				Mixed: White and Asian		0.0079442548		0.0028653295																										Religion & Belief		Buddhism		0.0037		0.0059523532

						Mixed: White and Black African		0.4%		0.1%		0.1%		6				0.3%		0.3%		ERROR:#N/A		ERROR:#N/A		0.0001771575																																0.0001771575		0.002688172		0.0028653295				Mixed: White and Black African		0.0035798185		0.0028653295																										Religion & Belief		Christianity		0.6039		0.4676275121

						Mixed: White and Black Caribbean		1.7%		1.7%		1.7%		6				0.0%		0.0%		ERROR:#N/A		ERROR:#N/A		0																																0		0		0				Mixed: White and Black Caribbean		0.0172545851		0																										Religion & Belief		Hinduism		0.0031		0.0063329862

						Mixed: Other Mixed Background		0.7%		0.0%		0.2%		5				0.8%		0.9%		ERROR:#N/A		ERROR:#N/A		0.0005314724																																0.0005314724		0.0080645161		0.0085959885				Mixed: Other Mixed Background		0.0072717253		0.0085959885																										Religion & Belief		Islam		0.0097		0.0514111444

						White: British		77.9%		0.0%		0.9%		5				81.2%		78.8%		ERROR:#N/A		ERROR:#N/A		-0.0238623409																																-0.0238623409		0.811827957		0.787965616				White: Gypsy or Irish Traveller		0.0008383267		0.0028653295																										Religion & Belief		Judaism		0.0012		0.0018144286

						White: Gypsy or Irish Traveller		0.1%		0.0%		0.2%		5				0.3%		0.3%		ERROR:#N/A		ERROR:#N/A		0.0001771575																																0.0001771575		0.002688172		0.0028653295				White: Irish		0.008992747		0.0085959885																										Religion & Belief		Not Disclosed		0		0.0812219487

						White: Irish		0.9%		0.0%		0.0%		3				0.8%		0.9%		ERROR:#N/A		ERROR:#N/A		0.0005314724																																0.0005314724		0.0080645161		0.0085959885				White: Other White Background		5.1%		0.0315186246																										Religion & Belief		Sikhism		0.0011		0.0049809216

						White: Other White Background		5.1%		1.9%		1.9%		6				3.0%		3.2%		ERROR:#N/A		ERROR:#N/A		0.0019487322																																0.0019487322		0.0295698925		0.0315186246				Other Ethnic Group: Arab		0.0029703386		0																										Religion & Belief		Other		0.0055		0.0065221351

						Other Ethnic Group: Arab		0.3%		0.3%		0.3%		6				0.0%		0.0%		ERROR:#N/A		ERROR:#N/A		0																																0		0		0																																		Religion & Belief		No Religion		0		0.3741365702

						Any Other		0.6%		0.0%		1.1%		5				1.9%		1.7%		ERROR:#N/A		ERROR:#N/A																																		-0.0016252272		0.0188172043		0.0171919771																																		Religion & Belief		Unknown		0.0788		0

						Not Stated												0.5%		0.6%		ERROR:#N/A		ERROR:#N/A																																		0.0003543149		0.0053763441		0.005730659																																		Sexual Orientation		Heterosexual / Straight		0.9372

						Unknown												5.4%		5.7%		ERROR:#N/A		ERROR:#N/A																																		0.0035431494		0.0537634409		0.0573065903																																		Sexual Orientation		Gay / Lesbian / Bisexual		0.0134

																																																																																																Sexual Orientation		Unknown		0.0494

						Gender - [All] - [All] - [All]

						Gender		SW 2011		Variance								Jun-21		Sep-21		Dec-21		Mar-22		Jun to Sep																																Diff		Jun-21		Sep-21

						Female		51.0%		0.0%		22.1%		5				72.3%		73.1%		ERROR:#N/A		ERROR:#N/A		0.0075407462																																0.0075407462		0.7231182796		0.7306590258

						Male		49.0%		22.9%		22.9%		6				27.2%		26.1%		ERROR:#N/A		ERROR:#N/A		-0.0107603907																																-0.0107603907		0.2715053763		0.2607449857

						Unknown		0.0%		0.0%		0.9%		5				0.5%		0.9%		ERROR:#N/A		ERROR:#N/A		0.0032196445																																0.0032196445		0.0053763441		0.0085959885



						Disability - [All] - [All] - [All]

						Disability		SW 2011		Variance								Jun-21		Sep-21		Dec-21		Mar-22		Jun to Sep																																Diff		Jun-21		Sep-21

						Not Disabled		10.2%		0.0%		84.9%		5				95.4%		95.1%		ERROR:#N/A		ERROR:#N/A		-0.003011677																																-0.003011677		0.9543010753		0.9512893983

						Disabled		8.3%		3.4%		3.4%		6				4.6%		4.9%		ERROR:#N/A		ERROR:#N/A		0.003011677																																0.003011677		0.0456989247		0.0487106017

						Unknown		81.6%		81.6%		81.6%		6				0.0%		0.0%		ERROR:#N/A		ERROR:#N/A		0																																0		0		0



						Religion & Belief - [All] - [All] - [All]

						Religion & Belief		Bristol 2011		Variance								Jun-21		Sep-21		Dec-21		Mar-22		Jun to Sep																																Diff		Jun-21		Sep-21				Selected for Chart

				Religion		Atheism		0.0%		0.0%		0.6%		5				0.5%		0.6%		ERROR:#N/A		ERROR:#N/A		0.0003543149																																0.0003543149		0.0053763441		0.005730659				Atheism		0		0.005730659				Christian

						Buddhism		0.6%		0.0%		0.0%		3				0.5%		0.6%		ERROR:#N/A		ERROR:#N/A		0.0003543149																																0.0003543149		0.0053763441		0.005730659				Buddhism		0.0059523532		0.005730659				Buddhist

						Christianity		46.8%		13.0%		13.0%		6				32.5%		33.8%		ERROR:#N/A		ERROR:#N/A		0.0128400653																																0.0128400653		0.3252688172		0.3381088825				Christianity		0.4676275121		0.3381088825				Hindu

						Hinduism		0.6%		0.0%		0.3%		5				0.5%		0.9%		ERROR:#N/A		ERROR:#N/A		0.0032196445																																0.0032196445		0.0053763441		0.0085959885				Hinduism		0.0063329862		0.0085959885				Jewish

						Islam		5.1%		3.4%		3.4%		6				1.6%		1.7%		ERROR:#N/A		ERROR:#N/A		0.0010629448																																0.0010629448		0.0161290323		0.0171919771				Islam		0.0514111444		0.0171919771				Muslim

						Sikhism		0.5%		0.0%		0.9%		5				0.8%		1.4%		ERROR:#N/A		ERROR:#N/A		0.0062621314																																0.0062621314		0.0080645161		0.0143266476				Sikhism		0.0049809216		0.0143266476				Sikh

						Other		0.7%		0.0%		1.9%		5				3.2%		2.6%		ERROR:#N/A		ERROR:#N/A		-0.0064700989																																-0.0064700989		0.0322580645		0.0257879656				Other		0.0065221351		0.0257879656				Other religions

						No Religion		37.4%		7.6%		7.6%		6				31.5%		29.8%		ERROR:#N/A		ERROR:#N/A		-0.0165218597																																-0.0165218597		0.314516129		0.2979942693				Not Disclosed		8.1%		0.1289398281				No religion

						Not Disclosed		8.1%		0.0%		4.8%		5				14.0%		12.9%		ERROR:#N/A		ERROR:#N/A		-0.0108451182																																-0.0108451182		0.1397849462		0.1289398281				Unknown		0.0%		0.1575931232				Religion not stated

						Unknown		0.0%		0.0%		15.8%		5				14.8%		15.8%		ERROR:#N/A		ERROR:#N/A		0.0097436608																																0.0097436608		0.1478494624		0.1575931232



						Sexual Orientation - [All] - [All] - [All]

						Sexual Orientation		SW 2011		Variance								Jun-21		Sep-21		Dec-21		Mar-22		Jun to Sep																																Diff		Jun-21		Sep-21

						Heterosexual / Straight		93.7%		19.5%		19.5%		6				73.7%		74.2%		ERROR:#N/A		ERROR:#N/A		0.0055612041																																0.0055612041		0.7365591398		0.7421203438

						Gay / Lesbian / Bisexual		1.3%		0.0%		0.7%		5				2.4%		2.0%		ERROR:#N/A		ERROR:#N/A		-0.0041362418																																-0.0041362418		0.0241935484		0.0200573066

						Unknown		4.9%		0.0%		18.9%		5				23.9%		23.8%		ERROR:#N/A		ERROR:#N/A		-0.0014249623																																-0.0014249623		0.2392473118		0.2378223496













						Baseline as per nhsemployers.org SW Region and bristol.gov.uk/statistics-census-information/census-2011, (2011 census data)





Age Group - [All] - [All]	 - [All]	

Sep-21	25 to 29	30 to 34	35 to 39	40 to 44	45 to 49	50 to 54	55 to 59	60 to 64	65 to 69	3.151862464183381E-2	8.0229226361031525E-2	0.1346704871060172	0.12607449856733524	8.5959885386819479E-2	0.12320916905444126	0.1318051575931232	9.7421203438395415E-2	5.730659025787966E-2	SW 2011	25 to 29	30 to 34	35 to 39	40 to 44	45 to 49	50 to 54	55 to 59	60 to 64	65 to 69	7.0499999999999993E-2	6.8099999999999994E-2	7.3899999999999993E-2	8.6099999999999996E-2	8.9399999999999993E-2	8.0399999999999999E-2	7.4099999999999999E-2	8.2900000000000001E-2	6.8199999999999997E-2	









Sexual Orientation - [All] - [All]	 - [All]	

Sep-21	Heterosexual / Straight	Gay / Lesbian / Bisexual	Unknown	0.74212034383954151	2.0057306590257881E-2	0.23782234957020057	SW 2011	Heterosexual / Straight	Gay / Lesbian / Bisexual	Unknown	0.93720000000000003	1.34E-2	4.9399999999999999E-2	









Sexual Orientation - [All] - [All]	 - [All]	

Sep-21	Heterosexual / Straight	Gay / Lesbian / Bisexual	Unknown	0.74212034383954151	2.0057306590257881E-2	0.23782234957020057	



Ethnic Group - [All] - [All]	 - [All]	

Sep-21	Asian or Asian British	Black or Black British	Mixed	Other Ethnic Group	Any Other	5.4441260744985676E-2	2.0057306590257881E-2	1.4326647564469915E-2	0	1.7191977077363897E-2	Bristol 2011	Asian or Asian British	Black or Black British	Mixed	Other Ethnic Group	Any Other	5.5238491105330266E-2	6.0093313468804442E-2	3.6050383668741859E-2	2.9703386466277781E-3	5.9383421213635539E-3	









Ethnic Group - [All] - [All]	 - [All]	

Sep-21	Asian or Asian British	Black or Black British	Mixed	White	Other Ethnic Group	Any Other	Not Stated	Unknown	5.4441260744985676E-2	2.0057306590257881E-2	1.4326647564469915E-2	0.83094555873925502	0	1.7191977077363897E-2	5.7306590257879654E-3	5.730659025787966E-2	



Age Group - [All] - [All]	 - [All]	

Sep-21	Under 25	25 to 29	30 to 34	35 to 39	40 to 44	45 to 49	50 to 54	55 to 59	60 to 64	65 to 69	70+	Unknown	8.0229226361031525E-2	3.151862464183381E-2	8.0229226361031525E-2	0.1346704871060172	0.12607449856733524	8.5959885386819479E-2	0.12320916905444126	0.1318051575931232	9.7421203438395415E-2	5.730659025787966E-2	2.865329512893983E-2	2.2922636103151862E-2	



Ethnicity - [All] - [All]	 - [All]	

Sep-21	Asian or Asian British: Bangladeshi	Asian or Asian British: Chinese	Asian or Asian British: Indian	Asian or Asian British: Pakistani	Asian or Asian British: Other Asian Background	Black or Black British: African/Caribbean	Black or Black British: Other Black Background	Mixed: White and Asian	Mixed: White and Black African	Mixed: White and Black Caribbean	Mixed: Other Mixed Background	White: Gypsy or Irish Traveller	White: Irish	White: Other White Background	Other Ethnic Group: Arab	5.7306590257879654E-3	0	2.865329512893983E-2	8.5959885386819486E-3	1.1461318051575931E-2	2.0057306590257881E-2	0	2.8653295128939827E-3	2.8653295128939827E-3	0	8.5959885386819486E-3	2.8653295128939827E-3	8.5959885386819486E-3	3.151862464183381E-2	0	Bristol 2011	Asian or Asian British: Bangladeshi	Asian or Asian British: Chinese	Asian or Asian British: Indian	Asian or Asian British: Pakistani	Asian or Asian British: Other Asian Background	Black or Black British: African/Caribbean	Black or Black British: Other Black Background	Mixed: White and Asian	Mixed: White and Black African	Mixed: White and Black Caribbean	Mixed: Other Mixed Background	White: Gypsy or Irish Traveller	White: Irish	White: Other White Background	Other Ethnic Group: Arab	4.9132016607742494E-3	9.0744779723235421E-3	1.5288370376943448E-2	1.6026284694816387E-2	9.9361564004726392E-3	4.3929253632359881E-2	1.6164059836444561E-2	7.9442547765941045E-3	3.5798185104405533E-3	1.7254585110009948E-2	7.2717252716972495E-3	8.3832670922906634E-4	8.9927469561034389E-3	5.12570230294652E-2	2.9703386466277781E-3	









Gender - [All] - [All]	 - [All]	

Sep-21	Female	Male	Unknown	0.7306590257879656	0.26074498567335241	8.5959885386819486E-3	SW 2011	Female	Male	Unknown	0.51019999999999999	0.48980000000000001	0	









Gender - [All] - [All]	 - [All]	

Sep-21	Female	Male	Unknown	



Disability - [All] - [All]	 - [All]	

Sep-21	Not Disabled	Disabled	Unknown	SW 2011	Not Disabled	Disabled	Unknown	0.10150000000000001	8.2600000000000007E-2	0.81589999999999996	









Disability - [All] - [All]	 - [All]	

Not Disabled	Disabled	Unknown	0.95442359249329756	4.5576407506702415E-2	0	



Religion 	&	 Belief - [All] - [All]	 - [All]	

Sep-21	Atheism	Buddhism	Christianity	Hinduism	Islam	Sikhism	Other	Not Disclosed	Unknown	5.7306590257879654E-3	5.7306590257879654E-3	0.33810888252148996	8.5959885386819486E-3	1.7191977077363897E-2	1.4326647564469915E-2	2.5787965616045846E-2	0.12893982808022922	0.15759312320916904	Bristol 2011	Atheism	Buddhism	Christianity	Hinduism	Islam	Sikhism	Other	Not Disclosed	Unknown	0	5.9523531527155716E-3	0.46762751206116282	6.3329861711120565E-3	5.14111443743374E-2	4.9809216456423357E-3	6.522135094364296E-3	8.1221948747647321E-2	0	









Religion 	&	 Belief - [All] - [All]	 - [All]	

Sep-21	Atheism	Buddhism	Christianity	Hinduism	Islam	Sikhism	Other	No Religion	Not Disclosed	Unknown	5.7306590257879654E-3	5.7306590257879654E-3	0.33810888252148996	8.5959885386819486E-3	1.7191977077363897E-2	1.4326647564469915E-2	2.5787965616045846E-2	0.29799426934097423	0.12893982808022922	0.15759312320916904	
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Dashboard Pivots

		Service		(All)												Service		(All)												Service		(All)

		Days to acknowledgement														Days to response														Complaints and compliments

		Row Labels		Average		Min		Max								Row Labels		Average		Min		Max								Count of Our Reference		Column Labels

		2021/2022		0.6		0.0		3.0								2021/2022		12.4		2		38										Group1		Group1 Total		Grand Total

		July		0.7		0		2								July		17.3		2		38								Row Labels		Complaint

		August		0.7		0		3								August		10.3		3		19								2021/2022		15.0		15.0		15.0

		September		0.5		0		1								September		10.0		10		10								July		3.0		3.0		3.0

		2022/2023		1.0		1.0		1.0								2022/2023		3		3		3								August		6.0		6.0		6.0

		September		1.0		1		1								September		3.0		3		3								September		6.0		6.0		6.0

		Grand Total		0.6		0.0		3.0								Grand Total		11.5454545455		2		38								2022/2023		1.0		1.0		1.0

																														September		1.0		1.0		1.0

																														Grand Total		16.0		16.0		16.0





Dashboard Pivots (2)

		Service		(All)																														Type of event2		Complaint

		Days to acknowledgement														Days to acknowledgement

		Row Labels		Average		Min		Max								Count of Our Reference		Column Labels																Count of Our Reference		Column Labels

		Grand Total														Row Labels		SIUC CAS		SIUC F2F		Grand Total														Complaint						Complaint Total		Grand Total

																Complaint		12		4		16												Row Labels		July		August		September

																July		3.0				3.0												Cossham PCC				1.0				1		1.0

																August		4.0		2.0		6.0												Knowle PCC				1.0				1		1.0

																September		5.0		2.0		7.0												Patients home						1.0		1		1.0

																Grand Total		12.0		4.0		16.0												Southmead PCC						1.0		1		1.0

																																		(blank)						1.0		1		1.0

																																		Telephone Triage		3.0		4.0		4.0		11		11.0

																																		Grand Total		3.0		6.0		7.0		16		16.0































































		Type of event2		Complaint

		Count of Our Reference		Column Labels

				Complaint						Complaint Total		Grand Total

		Row Labels		July		August		September

		Clinical Care or Advice		1.0		4.0		3.0		8		8.0

		Communication		1.0		1.0		1.0		3		3.0

		Waiting Time		1.0		1.0		3.0		5		5.0

		Grand Total		3.0		6.0		7.0		16		16.0

		Type of event2		Compliment

		Count of Our Reference		Column Labels

				Grand Total

		Row Labels

		Grand Total





Compliments & Complaints

		Column1		Show in Pivot		Our Reference		Governance Year		Type of event		Service		Date received		Date closed		Complaint type		Summary of complaint		Case Number		Location		Patient Surname		Manager leading the complaint investigation and response		Manager Email		Actions taken		What are the learning points		Complaint upheld status		Resolution		Serious untoward event		Complainant		How was the complaint received		People involved		Call details retrieved		Voice recordings retrieved		Who is complaint about		Date of Event		Date acknowledgement sent		Agreed response date		Days to acknowledgement		Days to response		Difference between agreed date and actual date response sent		Month		Likelihood		Consequence		Risk Score		Column2

		1		Show		001		2019/2020		Complaint		SIUC CAS		4/18/19		4/29/19		Care Processes		Ptnt felt GP should have arranged an ambulance for him.				Locking Road PCC		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Frequent user and complainer. No justification for an ambulance. No learning.		Not Upheld		Resolved by letter		No		Carer		Verbal		GP		Yes		Yes		Akhter, Syed		4/17/19		4/23/19		5/30/19		1		5		21		April						

		2		Show		002		2019/2020		Complaint		SIUC CAS		4/17/19		4/25/19		Care Processes		Ptnt complained to his surgery that his EMIS record had been accessed without his consent. Practice Manager emailed to seek an explanation she could share with the ptnt.						Hooking		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Consent to access EMIS was requested and given as evidenced by the voice recording.		Not Upheld		Resolved by letter		No		Other		Email		ANP		Yes		Yes		Nelson, Odette		12/10/18		4/23/19		5/29/19		2		4		22		April						

		3		Show		003		2019/2020		Complaint		SIUC F2F		4/21/19		4/25/19		Clinical Care or Advice		Ptnt complained GP she saw for mastitis was critical of her still breast feeding at 6months.				Cossham PCC		Pulling		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		CD spoke with mother on 24.4.19 to hear more about her concerns and closed complaint with her agreeing that he would folow up her concerns with Dr Singh.		Upheld		Resolved by telephone/in person		No		Patient		Email		GP		Yes		No		Singh, Ash		4/21/19		4/23/19		5/24/19		0		2		20		April						

		4		Show		004		2019/2020		Compliment/Thank you		SIUC F2F		5/3/19		5/3/19				Ptnt sent a thank you card to Clevedon base for her care by the team.				Clevedon PCC		Read		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP		N/A		N/A		Waters, Wendy		4/13/19								0				May						

		5		Show		005		2019/2020		Compliment/Thank you		SIUC CAS		5/5/19		5/7/19				WKL received email of thanks from paramedic he spoke to for being pleasant, accommodating and absolutely brilliant. WKL also spoke to ptnt's relative to reassure her and she spoke highly of him also.				Osprey Court				Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP		N/A		N/A		Kenny Levick, Will		5/4/19								0				May						

		6		Show		006		2019/2020		Complaint		SIUC F2F		5/7/19		5/24/19		Clinical Care or Advice		Mother complained to CCG about the management of her daughter's abdominal pain which turned out to be a ruptured, infected appendicitis.				Locking Road PCC		Salter		Ellie Warrington		0		Response letter written		Ptnt Line number could have been given. Will be topic of clincial forum in future - challenges of early appendicitis diagnosis.		Partially upheld		Resolved by letter		No		Parent 		Email		GP		yes		No		Fayer Karen		4/18/19		5/7/19		6/11/19		0		13		11		May						

		7		Show		007		2019/2020		Compliment/Thank you		SIUC CAS/F2F		5/7/19		5/7/19				Thank you email sent to severnside.governance by ptnt.						Flanagan		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP/ECP		Yes		No		Thumma, Buck		5/5/19								0				May						

		8		Show		008		2019/2020		Complaint		SIUC CAS		5/10/19		5/10/19		Communication		'Complaint is that the Call Handler at IUC OOH CAS Severnside said to the complainant "I don't think that the doctor has said that" - when the complainant explained that on Sunday 5th May night at Cossham Hospital, the doctor said the patient is not allowed to have anymore insulin. Complainant is not happy about being perceived to be a liar.				Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Review of voice recordings evidenced nothing to substantiate the allegation  made.		Not Upheld		Resolved by letter		No		Carer		Verbal		Various		Yes		Yes		Whitehouse, Anne		5/5/19		5/10/19				0		0				May						

		9		Show		009		2019/2020		Complaint		SIUC F2F		5/14/19		6/5/19		Clinical Care or Advice		UHB have recived a patient complaint and have asked us to respond to the comment "why was I told to take antibiotics and not sent to hospital"				Cossham PCC		Cotterell		Kathy Ryan		kathy.ryan@nhs.net		Response letter written		KR reviewed case record and spoke with consulting clinician. Examination and treatment had all been appropriate and ptnt had been provided with correct safety netting.		Not Upheld		Resolved by letter		No		patient		Verbal		GP		Yes		No		Lawrence, Liz		1/26/19		5/14/19				0		15				May						

		10		Show		010		2019/2020		Complaint		SIUC F2F		5/20/19		6/17/19		Communication		ptnt complained via 111 stating OOH GP said she would help her get registered with New Court Surgery, further more adds she was told she would get follow up call but hasn't received one from OOH GP, or New Court Surgery, regarding her registration. Feels badly let down by NHS 111. Ptnt un-registered and uses OOHs to source inhalers.				Locking Road PCC		Santozia		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written		Clinicians had appropriately not prescribed for her whilst encouraging her to register with a practice so she could have ormal asthma reviews with relevant medication management. Helped to register with a practice in Weston.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Hart, Rosemarie		4/20/19		5/20/19		6/24/19		0		19		5		May						

		11		Show		011		2019/2020		Complaint		SIUC CAS		5/20/19		6/7/19		Waiting Time		Ptnt complained via NHS 111 that she didn't receive a call back until after 1am the morning after she had called 111.				Osprey Court		Saxton		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Explanation provided about technical issues that resulted in a base relocation and consequent delay in the service. Safety call had been made but no answer hence ptnt couldn't be made aware. 12hr disposition explained. Did try to call 3 times (as per protocol)to which there was no answer so case closed. Apology extended.		Partially upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		N/A		Various		5/19/19		5/20/19		6/24/19		0		13		11		May						

		12		Show		012		2019/2020		Complaint		SIUC CAS		5/28/19		7/2/19		Prescription / Medication		Patient has requested advice re pain relief, she was originally prescribed Oramorph which was faxed to pharmacy, the pharmacy would not dispense on a fax script. Patient was advised she could collect a script at base, on arrival to base, she was refused the medication.		84967		Cossham PCC		Warne		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		Explanation provided that opioids are not recommended for chronic pain caused by fibromyalgia and there was intention on the GPs' part to appear patronising. Apology extended.		Not Upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		Yes		Prewett, Hogg, Turner, Singh		5/26/19		5/29/19		7/2/19		1		25		0		May						

		13		Show		013		2019/2020		Compliment/Thank you		SIUC F2F		5/29/19		5/29/19				Thank you call made by ptnt's husband who wanted to share his heartfelt thanks with the team and visiting clinician.				Patients home				Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No						Various						Whyte, Louise		5/28/19								0				May						

		14		Show		014		2019/2020		Complaint		SIUC CAS		5/28/19		6/7/19		Waiting Time		Mother called NHS 111 to cancel case as son had gone to sleep, didn't want to disturb him, and they had been waiting for a call back longer than they felt appropriate. 				Osprey Court		Withey		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Explanation provided about technical issues that resulted in a base relocation and consequent delay in the service. Assured NHS 11 had notified the service that she had been chasing and that she had cancelled the call back. Apology extended.		Upheld		Resolved by letter		No		Parent 		Verbal		Operational staff		Yes		No		Various		5/27/19		5/31/19		7/1/19		3		8		16		May						

		15		Show		015		2019/2020		Complaint		SIUC CAS/F2F		5/26/19		7/1/19		Clinical Care or Advice		Patient of 94, directed to OOH to get false eye put back in. After consultation. Told we couldn’t help and would need to attend Bristol Eye Hospital		83687		Locking Road PCC		Norwood		Frank Burge		frank.burge@nhs.net		Review with clinician(s) concerned		Explanation and apology extended - clinician could have undertaken further checks that would have identified this wasn't an urgent problem and could therefore wait until the right services were open to help. 		Upheld		Resolved by letter		No		Other		Email		Various		Yes		Yes		d'Mello, Sabine, Hart, Rosemarie		5/24/19		5/31/19		7/5/19		3		24		4		May						

		16		Show		016		2019/2020		Complaint		SIUC CAS		5/31/19		7/5/19		Clinical Care or Advice		Father contacted MP who contacted CCG CEO about a home visit being refused.		78272		Knowle PCC		Furlong		Frank Burge		frank.burge@nhs.net		Response letter written		Explained that it is BrisDoc's decision about whether a home visit is appropriate and not NHS 111. Use of the phrase complete bedrest had been interpreted by the CA that the ptnt was housebound when in fact this was not the case as follow up appointments had been booked and review of EMIS indicated advice had been given about ptnt not exerting herself. Acknowledged that ANP could have given a fuller explanation and looked to see if an earlier appointment could have been offered. Apologies extended for any "mixed messages". Response letter passed to the CCG.		Not Upheld		Resolved by letter		No		Parent 		Email		ANP		Yes		Yes		Howes, Andrew		5/6/19		5/31/19				0		25				May						

		17		Show		017		2019/2020		Informal Complaint		SIUC F2F		6/4/19		6/17/19		Clinical Care or Advice		Ptnt completed a PSQ and provided feedback that needed discussing with the consulting clinician. 		67826		Southmead PCC		Davies		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		This feedback came in via a PSQ. AW spoke to ptnt and then to GP who undertook the consultation. Examination and follow up instructions were discussed with learning.		Upheld		Resolved by letter		No		Patient		PSQ		GP		Yes		No		Gawron, Anna		4/13/19				7/9/19				9		16		June						

		18		Show		018		2019/2020		Compliment/Thank you		SIUC F2F		6/10/19		6/10/19				Base postcard thanked GP for being such a superb, caring, listening clinician. Couldn't speak highly enough of him.				Southmead PCC				Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No						GP		No		No		Denton, Peter		1/22/19								0				June						

		19		Show		019		2019/2020		Complaint		SIUC F2F		6/10/19		6/25/19		Clinical Care or Advice		Ptnt complained via email that the consulting GP didn't follow the advice he had been given by the advice GP and did not follow NICE guidelines.		84468		Cossham PCC		Willmott		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		NICE guidance hadn't been followed in this case. Learning will be taken into a clinical forum. Handover communication between consultations could have been more inclusive. Apology extended.		Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Waraich, Tahira		5/25/19		6/10/19		7/15/19		0		11		14		June						

		20		Show		020		2019/2020		Complaint		SIUC F2F		6/17/19		6/24/19		Prescription / Medication		Ptnt prescribed antibiotics for tonsillitis however when arrived at Pharmacy it was noted the duation was for 7 days not 10. Unhappy that had to pay for a second prescription to make up the full course.		91708		Southmead PCC		Kingdon		Anne Whitehouse		anne.whitehouse2@nhs.net		The clinical has had a meeting  with the investigator		The original duration of prescription was within guidelines. This has been brought to the attention of the pharmacist who suggested the course of antibiotics was too short. Number of tablets prescribed brought to the attention of the consulting clinician. Apology extended. Regret not able to reimburse cost of second prescription.		Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		No		Foley, Peter		6/15/19		6/18/19		7/22/19		1		5		20		June						

		21		Show		021		2019/2020		Complaint		SIUC CAS/F2F		6/19/19		7/18/19		Clinical Care or Advice		Daughter of patient complaining that her 87 yo father had multiple contacts within 5 days and urinary retention was not considered. Specificly complaing about the advice given by DG which was to drink plenty. Patient was admitted to hospital by own GP		86705		Patients home		Baker-Green		Ellie Warrington		0		Acknowledge receipt to a third party		Apology extended that DG had not adequately considered the possibility of urinary retention and focussed instead on the management of an infection. Consultation had been reviewed with the clinician and this example would be used, anonymously, for shared learning at a urology clinical forum planned for the autumn.		Upheld		Resolved by letter		No		Other		Letter		ECP		Yes		Yes		Godsall, Dean		5/25/19		6/19/19		7/24/19		0		21		4		June						

		22		Show		022		2019/2020		Compliment/Thank you		SIUC F2F		6/20/19		6/20/19				Mother of baby has sent email of thanks, she says she felt the doctor gave them the time, reassurance and advice they needed.		87939		Knowle PCC		Windo - Maya		Sarah Pearce		sarah.pearce3@nhs.net		Compliment shared with clinician								No				Email		GP		N/A		N/A		Ahmed, Koyes										0				June						

		23		Show		023		2019/2020		Complaint		SIUC CAS		6/21/19		7/19/19		System Processes		Complaint received in CKMP which included the involvement of IUC CAS who advised ambulance be called for the ptnt.		86599		Knowle PCC		Watkins		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		SN with KR identified lack of knowledge about recent pathways changes in the surgery, including cessation of GPSU and introduction of IUC.		Partially upheld		Resolved by letter		No		Other		Email		GP		Yes		Yes		Gutierrez, Felix		5/30/19		6/21/19		7/26/19		0		20		5		June						

		24		Show		024		2019/2020		Complaint		SIUC F2F		6/23/19		8/23/19		Communication		Family unhappy that the GP who arrived to verify their mother's death was not prepared to wait whilst they washed her body and showed no compassion and empathy. 		94141		Patients home		Kaur		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident will be widely shared via clincial forums and newsletters		Full explanation of the sequence of events given. Learning included management of non-verbal behaviours, tone and content of case records, missed opportunities for escalating the issues with this outstanding visit.		Upheld		Resolved by letter		No		Other		Verbal		GP		Yes		Yes		Ahmed, Faisal		6/22/19		6/25/19		7/29/19		1		44		-21		June						

		25		Show		025		2019/2020		Complaint		SIUC CAS		6/24/19		7/15/19		Waiting Time		Ptnt called NHS 111 to complain that he was not called until after midnight when he had originally rung at 4.30pm, had called 3 times and been assessed on 3 different occasions. 		93553		Knowle PCC		Seyedi		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Review with clinician(s) concerned		Regrettably there was a waiting time for which an apology was extended. However the true wait started in the evening after a pharmacist directed him back to NHS 111 to call a GP.		Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Dykes, Chris		6/20/19		6/24/19		7/29/19		0		15		10		June						

		26		Show		026		2019/2020		Complaint		SIUC CAS		6/24/19		7/16/19		System Processes		Ptnt called and spoke with a Team Manager. She'd understood she'd had an appointment arranged and whilst she had gone out a GP visited, left a card suggesting she call NHS 111 again. When she called back her original appointment was cancelled and another one scheduled which she attended.		91612		Cossham PCC		Evans		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD called ptnt and apologised for the inconvenience caused to her. Noted no harm arose. CN locked case but passed to consult and hold queue where RH picked it up and made the appt. JF then changed it back to a visit. LG followed up mistake made by JF. CD shared learning with GPs.		Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Naughton, Carol		6/15/19		6/24/19		7/29/19		0		16		9		June						

		27		Show		027		2019/2020		Complaint		SIUC CAS		6/24/19		7/18/19		Prescription / Medication		Ptnt  called NHS 111 to complain that she had been given a prescription for a branded medicine the chemist did not have in stock and that this could have been avoided of a generic drug had been prescribed.		94959		Cossham PCC		Chiffers		Anne Whitehouse		anne.whitehouse2@nhs.net		The clinical has had a meeting  with the investigator		Apology given that a generic prescription had not been provided which had caused inconvenience and delay in obaining medication. GP spoken to and had taken on learning from this complaint.		Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Gawron, Anna		6/23/19		6/24/19		7/29/19		0		18		7		June						

		28		Show		028		2019/2020		Compliment/Thank you		SIUC F2F		5/31/19		5/31/19				Card of thanks for Cossham staff. Patient wished to thank all staff for hard work and dedication.				Cossham PCC		Pegler		Sarah Pearce		sarah.pearce3@nhs.net		Compliment shared with clinician								No		Patient		Letter		Various		N/A		N/A		All staff		9/8/19								0				May						

		29		Show		029		2019/2020		Complaint		SIUC F2F		7/3/19		7/10/19		System Processes		Patient has complained that the GP disagreed that they should attend ED and offered an appointment at Knowle PCC. Pt had no way of getting to Knowle and was refused a taxi. Pt said that in the past, they had been offered a taxi.		96487		Knowle PCC		Carr		Sarah Pearce		sarah.pearce3@nhs.net		Verbal response shared with complainant		None		Not Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		All staff		6/29/19		7/3/19		8/8/19		0		5		21		July						

		30		Show		030		2019/2020		Complaint		SIUC CAS		7/5/19		7/26/19		Staff Attitude		Ptnt complained via NHS 111 that she was told clinicians were sent to visit elderly ptnts only when she asked for a visit.		69629		Knowle PCC		Tichbon		Ellie Warrington		0		Response letter written		GG could have sought the advice of the CC given ptnt was on crutches so acutely housebound. However admission via SWAST had been the appropriate course of action.		Not Upheld		Resolved by letter		No		Patient		Verbal		ANP		Yes		Yes		Gourlay, Gail		4/19/19				8/2/19				15		5		July						

		31		Show		031		2019/2020		Compliment/Thank you		SIUC CAS/F2F		7/11/19		7/12/19				Pt emailed to express thanks to the entire service, from the 111 call to home visit. Patient expressed he is a carer for his wife, therfore to leave the house would have been impossible. He stated that both clinicians were bright, courteous, thorough and reasurring.		99101		Patients home		Brittain		Sarah Pearce		sarah.pearce3@nhs.net		Compliment shared with clinician								No		Patient		Email		GP		N/A		N/A												1				July						

		32		Show		032		2019/2020		Complaint		SIUC F2F		7/15/19		7/22/19		Communication		Ptnt called to complain that she didn't appreciate being advised about weight loss when she came in to be seen about an insect bite on her leg that was becoming cellulitic.		11446		Knowle PCC		Bendall		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD spoke with ptnt and extended apology from the consulting GP. Ptnt recognised that GPs need to give self care advice but it was agreed in this situation it had been unhelpful.		Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		N/A		Todd, Laura		7/14/19		7/15/19		8/19/19		0		5		20		July						

		33		Show		033		2019/2020		Complaint		SIUC F2F		7/17/19		7/31/19		Staff Attitude		Patient felt the clinician who saw her was rude, dismissive and in a very bad mood. The clinician did not give her name or job title which worried the patient. The patient has learning disabilities and finds it difficult to be rushed, she says the clinician did not respect this and did not seem to listen or take on board how the patient said she was feeling. The patient has requested a telephone response.		96945		Clevedon PCC		Rawlings		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD spoke with ptnt and extended apology from the consulting GP. GP acknowledged she had not given the ptnt's psychological needs the attention required when focussing on her physiological needs and treatment.		Upheld		Resolved by telephone/in person		No		Patient		PSQ		GP		Yes		Yes		Neagu, Dominita		6/30/19		7/17/19		9/30/19		0		10		42		July						

		34		Show		034		2019/2020		Complaint		SIUC CAS		7/22/19		7/29/19		System Processes		Ptnt complained via 111 that he didn't receive a call back. Also wanted to know why each time he calls he has to go through the same assessment process. Ptnt has become a frequent caller since Sirona withdrew OOHs visits due to his behaviour and calling them for non-nursing problems.		12890		Knowle PCC		Holpin		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Failed contact protocol applied appropriately and 4 call backs  had been made.		Not Upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		Yes		various		7/20/19		7/29/19		8/26/19		5		5		19		July						

		35		Show		035		2019/2020		Complaint		SIUC CAS		7/25/19		8/7/19		Clinical Care or Advice		Mother complaining to NHSE that her son wasn't given adequate analgesia support following discharge after foot surgery.		73421		Southmead PCC		Clark		Chris Dykes		christopherdykes@nhs.net		The learning from this incident has been shared with the clinician		MB reminded to check previous consultations for other phone numbers.		Partially upheld		Resolved by letter		No		Parent 		Email		GP		Yes		Yes		Reehal, Tom 		4/25/19				8/30/19				9		16		July						

		36		Show		036		2019/2020		Compliment/Thank you		SIUC CAS/F2F		7/26/19		7/26/19				Email of thanks sent to Severnside inbox.		14654		Knowle PCC		Markham		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No								No		No		Audain, Rob		7/24/19								0				July						

		37		Show		037		2019/2020		Complaint		SIUC CAS		8/6/19		9/4/19		Communication		Ptnt called NHS 111 to complain that having been told she would see a doctor within 6 hrs she was then refused a visit because she wasn't housebound as evidenced from understanding she had just been on holiday. Upset clinician considered her going to her father's funeral in Texas a holiday.		17269		Osprey Court		Cook		Frank Burge		frank.burge@nhs.net		The learning from this incident has been shared with the clinician		Decision not to offer a home was appropriate based on reviewing th voice recording and case record. AA could have explored further issues pertaining to the allocation of visits however it was noted ptnt and her husband had agreed with the decision noting they could call back as necessary. Ptnt called to say she was unhappy with response because she doesn't have a husband but a male carer and challenged accuracy of some of the response. FB called her 10.9.19 and resolved her issues over the phone.		Not Upheld		Resolved by letter		No		Patient		Verbal		ANP		Yes		Yes		Andow, Abigail		8/3/19		8/6/19		9/10/19		0		20		4		August						

		38		Show		038		2019/2020		Complaint		SIUC CAS		8/7/19		8/30/19		Waiting Time		Ptnt's son called NHS 111 to chase a call back and commented that he wanted to complain because the delay was unsatisfactory and wanted no-one else to experience this.		18413		Knowle PCC		Hawkins		Lucy Grinnell		lucy.grinnell@brisdoc.org		The learning from this incident has been shared with the clinician		Need to ensure clinicians use all avnues of information before closing a case as a failed contact. Call handlers to be reminded about including all information they gather during comfort and chasing calls in Adastra.		Upheld		Resolved by letter		No		Other		Verbal		Various		Yes		Yes		Akhter, Syed,  Call Handlers		8/4/19		8/8/19		9/11/19		1		16		8		August						

		39		Show		039		2019/2020		Compliment/Thank you		SIUC F2F		8/12/19		8/12/19				Ptnt emailed to express their gratitude to KH		19387		Cossham PCC		Mather		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician																				Holmes, Kathryn		8/9/19								0				August						

		40		Show		040		2019/2020		Complaint		SIUC CAS		8/15/19		9/17/19		Care Processes		Ptnt's daughter complained via NHS 111 that she had to twice chase a call back when she expected to wait 2hrs and that her mother wasn't visited when she had been told a visit was indicated.		20488				Wardle		Frank Burge		frank.burge@nhs.net		The learning from this incident has been shared with the clinician		Given ptnt's age agreed it could have been beneficial to have undertaken a comprehensive assessment even though it was unlikely to have changed the treatment plan.		Upheld		Resolved by letter		No		Other		Email		ANP		Yes		Yes		Woodham, Elta		8/11/19		8/15/19		9/19/19		0		22		2		August						

		41		Show		041		2019/2020		Complaint		SIUC F2F		8/23/19		9/25/19		Care Processes		Letter of complaint from Ptnt's Grandson, outlining flawes in Ptnt EOLC.		20108 + multiple others		Patients home		Whitton		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned				Upheld		Resolved by letter		No		Other		Letter		Various		Yes		Yes		Various		8/11/19		8/23/19		9/26/19		0		22		1		August						

		42		Show		042		2019/2020		Compliment/Thank you		SIUC F2F		8/24/19		8/27/19				Ptnt emailed enquiries to say MB was an incredible and amazing doctor.		23445		Locking Road PCC		Clarke				traci.clutterbuck@nhs.net		Compliment shared with clinician								No												Bassanino, Mauro		8/23/19								0				August						

		43		Show		043		2019/2020		Complaint		SIUC CAS		8/28/19		10/2/19		Clinical Care or Advice		Ptnt's mother called NHS 111 to raise complaint about a GP making insinuations about her child care capabilities and suggesting a Health Visitor review might be helpful.		23470		Knowle PCC		Duncan		Kathy Ryan		kathy.ryan@nhs.net		Review with clinician(s) concerned		the contents of AW's consolation/questions were appropriate however it was acknowledged a compassionate connection with the mother had not been achieved.		Upheld		Resolved by letter		No		Parent 		Verbal		GP		Yes		Yes		Whitehouse, Anne		8/23/19		8/28/19		10/2/19		0		25		0		August						

		44		Show		044		2019/2020		Complaint		SIUC CAS		9/2/19		9/9/19		Care Processes		Ptnt's friend called NHS 111 to complain that an ambulance was sent to take RB to ED because he had intentionally taken an overdose of ibuprofen after he had decided he didn't want an ambulance.		24135		Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Information this was an intentional overdose was clearly communicated. Appropriate duty of care actions taken. 		Not Upheld		Resolved by letter		No		Other		Verbal		GP		Yes		Yes		Sandeson, Victoria		8/24/19				10/7/19				5		20		September						

		45		Show		045		2019/2020		Complaint		SIUC CAS		9/11/19		10/7/19		Clinical Care or Advice		Ptnt compained via NHS 111 about 2 consultations that occurred on the same day. She would preferred to have been seen rather than given a diagnosis over the telephone, was concerned a clinician seemed more interested in the name of the person with her when she made her call, and that she received a call back even though she had asked for it to be cancelled.		29941, 30029				Carter		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Voice recordings evidenced clinicians had sought to help ptnt however she terminated the calls.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Howes, Andrew Godsall, Dean Kenny-Levick, Will		9/10/19		9/13/19		10/15/19		2		18		6		September						

		46		Show		046		2019/2020		Complaint		SIUC F2F		9/12/19		10/17/19		Communication		Ptnt complained via CCG about the comments made by a visiting GP about her taking the offer of a taxi to a base appointment as offered by the advice clinician. Ptnt made contact after receiving response saying she still wasn't happy she hadn't been offered a home visit. KR called her, reinforced the HV policy criteria acknowledging each decision is made based on the ptnt's current condition, and summarised discussion in letter.		26743		Patients home		Jackson		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		Apology extended for waiting time. Home visiting policy explained and apology from GP with respect to his comments which were relevant in the context of the policy.		Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Griffiths, Edward		8/31/19		9/13/19		10/16/19		1		25		-3		September						

		47		Show		047		2019/2020		Complaint		SIUC CAS		9/10/19		9/17/19		Waiting Time		Ptnt contacted NHS 111 to complain about HA and delay in being called back by IUC.		21136		Knowle PCC		Bullock		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		LG provided information to go in response from 111. Delay was real and apology extended.		Upheld		Resolved by letter		No		Patient		Verbal		Various		Yes		No		Various		8/14/19		9/10/19				0		5				September						

		48		Show		048		2019/2020		Complaint		SIUC F2F		9/17/19		10/21/19		Clinical Care or Advice		Ptnt emailed to complain about WIC and IUC consultations about the management of a knee injury for which there is still no diagnosis (although MRI at BRI was undertaken 17.9.19) and that her own GP in Oxfordshire has no record of her consultations.		11997, 16399		Knowle PCC		Hawthorne-Williams		Frank Burge		frank.burge@nhs.net		Review with clinician(s) concerned		Explanation provided about the thoroughness of the examination in relation to her symptoms and the findings. Acknowledged IUC could have suggested alternative services. Noted need to ensure case records are given to ptnts to pass to their own GP when they are not registered in BNSSG.		Partially upheld		Resolved by letter		No		Patient		Email		ANP/ECP		Yes		N/A		Godsall, Dean Lamb, Sue		7/15/19		9/17/19		10/22/19		0		24		1		September						

		49		Show		049		2019/2020		Complaint		SIUC NHS 111		9/25/19		10/9/19		Waiting Time		Patient reported initial delay from NHS11 to ambulance call back, then 6 hour wait for urgent callback from OOH GP		31913		Nicholson House		Paul		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		high workload caused delay in call back. Ptnt then not responding and failed call back policy was implemented apporpriately.		Upheld		Resolved by letter		No		Patient		Email		Various						Various		9/15/19								10				September						

		50		Show		050		2019/2020		Compliment/Thank you		SIUC CAS		9/27/19		9/27/19				Email received to thank the GP for such a prompt diagnosis and care		32406		Knowle PCC		Daniel Burns		Anne Whitehouse		anne.whitehouse2@nhs.net																GP								9/17/19								0				September						

		51		Show		051		2019/2020		Complaint		SIUC F2F		10/8/19		11/1/19		Clinical Care or Advice		Patients mother felt belitted by the GP who was refusing to provide a prescirption and said they were only intended to be given to patients who were really struggling with money. Also that GP did not advise that patients condition was contagious and that all other children in the house would need treating. The GP did not prescribe a follow up dose of medication which later needed to be prescribed.		37832		Cossham PCC		Haider		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		Explanation (with leaflet) provided about self care options for threadworm. Apology extended that felt belittled - this had not been the clinician's intention.		Partially upheld		Resolved by letter		No		Parent 		Verbal		GP				N/A		Peris, Mirhi 		10/5/19		10/8/19		11/12/19		0		18		7		October						

		52		Show		052		2019/2020		Informal Complaint		SIUC F2F		10/10/19		10/15/19		Clinical Care or Advice		Ptnt called to provide some feedback to the clinician who saw her on 5.10.19 to the effect that she felt a more comprehensive examination  i.e. of her abdomen and notice of her vital signs, would have prevented the delay in her admission and diagnosis of a PE which occurred when she returned later that day to be seen again. She considered the initial consulting GP to be "slapdash".		37655		Cossham PCC		Grigg		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned		CD discussed with ptnt and GP. Ptnt happy to close complaint ver the phone. GP reflected on consultation an extended apology.		Upheld		Resolved by telephone/in person		No		Patient		verbal		GP		yes		N/A		Nehrig, Katharina		10/5/19		10/10/19		11/14/19		0		3		22		October						

		53		Show		053		2019/2020		Compliment/Thank you		SIUC F2F		10/10/19		10/10/19		Clinical Care or Advice		Whilst making the above feedback ptnt has also expressed thanks to the GP who did her second consultation who she felt was "really good, on the ball, reassuring, friendly and understanding".		37823		Cossham PCC		Grigg		Chris Dykes		christopherdykes@nhs.net										No		Patient		Email		GP		Yes				Rohrbeck, Jens 		10/5/19								0				October						

		54		Show		054		2019/2020		Informal Complaint		SIUC F2F		10/11/19		10/11/19		Staff Attitude		Ptnt's daughter complained Host said she was interupting her telephone call when she asked for help as her mother was choking, and that the clinciain they saw spoke to her "right in her face" and asked if she had  been drinking. Daughter was threatened with the police and made to wait outside. It was a very unpleasant experience.		39677		Knowle PCC		Liddle		Frank Burge		frank.burge@nhs.net		The clinical has had a meeting  with the investigator		Complainant did not want a response to her complaint and was content that we share her concerns with the staff involved.				Resolved by telephone/in person		No		Other		Verbal		Various		Yes		No		Buck, Lisa Host		10/9/19		10/11/19		11/15/19		0		0		25		October						

		55		Show		055		2019/2020		Complaint		SIUC CAS		10/11/19		11/20/19		Staff Attitude		Ptnt complained via NHS 111 that the clinician was patronising regarding his current symptoms and did not take into account he did not feel they were not to his ongoing anxiety problems.		39830		Knowle PCC		Plenty		Frank Burge		frank.burge@nhs.net		The clinical has had a meeting  with the investigator		Explanation provided and apology extended if came across as patronising - it was not the intention. Assured full consideration had been given to ptnt's mental health problems and this was clear from the records.		Partially upheld		Resolved by letter		No		patient		Email		ANP		Yes		Yes		Keely, Trish		10/10/19		10/11/19		11/15/19		0		28		-5		October						

		56		Show		056		2019/2020		Compliment/Thank you		SIUC F2F		10/22/19		10/22/19		Care Processes		Pt's mother emailed to thank OH for trusting her instinct in considerering an unusual diagnosis and refering on to the childrens hospital		43596		Cossham PCC		Cleugh				traci.clutterbuck@nhs.net		Compliment shared with clinician														ANP								10/20/19								0				October						

		57		Show		057		2019/2020		Complaint		SIUC CAS		10/23/19		11/28/19		Clinical Care or Advice		Ptnt complained via NHS 111 that he was unhappy with his telephone consultation during which he was given a prescription for analgesia and not offered an appointment. He subsequently developed an abscess.		32570		Knowle PCC		Hoyles		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident has been shared with the clinician		AW discussed this complaint with both the ST3 and her ooh supervisor.  Learning concerning professional line call triage has been shared and both clinician have reflected on this		Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Dr Talbott		9/18/19		10/23/19		11/27/19		0		26		-3		October						

		58		Show		058		2019/2020		Compliment/Thank you		SIUC F2F		10/25/19		10/25/19		Clinical Care or Advice		Thank you email sent via NBT to PM for his hugely professional, caring and extremely competent and professional investigation and initial treatment.		43670		Cossham PCC		Dawe		Chris Dykes		christopherdykes@nhs.net		Compliment shared with clinician								No		Patient		Email		GP		No		No		Mandalian, Poitr		10/20/19								0				October						

		59		Show		059		2019/2020		Compliment/Thank you		SIUC CAS		11/5/19		11/6/19		Communication		Patient is a frequent caller and would like to share his thanks to all the IUC clinicians for helping him		various		Patients home		Johnson		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		Various		No		No		Leeks, Kath		10/22/19								1				November						

		60		Show		060		2019/2020		Compliment/Thank you		SIUC CAS/F2F		11/8/19		11/12/19		Clinical Care or Advice		Patient shared that her experience from initial telephone call through to being diiagnosed and admitted were excellent, she would like her email shared with all concerned with her care				Clevedon PCC		Copeland		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		Various		Yes		No		Waters, Kathryn										2				November						

		61		Show		061		2019/2020		Complaint		SIUC F2F		11/14/19		12/16/19		Clinical Care or Advice		The patient's complaint is about the OOH GP who examined her - the GP said that she had pulled a muscle, which would take c4-6 weeks to heal and she was prescribed codeine to manage the pain in the meantime. She struggled on with the symptoms and went back to her own GP in September, who referred her for an MRI scan. The MRI scan confirmed that she does have a slipped disc and she has now been referred to a spinal specialist for surgery. Patient feels that the symptoms she has experienced could have been avoided had she not been told that she had just pulled a muscle.
She feels that she has experienced 8 months of symptoms unnecessarily.
		57056		Cossham PCC		Robinson		Anne Whitehouse		anne.whitehouse2@nhs.net		The clinical has had a meeting  with the investigator		There was no documented evidence in either 111 or OOH records that the ptnt complained of back pain - only leg pain and examination suported this. Suggested GP could have been more explicit in his advice to be seen again symptoms weren't improving. Explanation provided.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP/ECP		Yes		No		Obiagwu, Obi		3/13/19		11/14/19		12/19/19		0		22		3		November						

		62		Show		062		2019/2020		Complaint		SIUC F2F		11/14/19		12/5/19		Communication		Father phoned to complain about the manner in which the consulting GP came across to his daughter, commenting that his daughter's records weren't checked properly which would have helped manage the communication in the context of her mental health problems.		51736		Cossham PCC		Brice		Chris Dykes		christopherdykes@nhs.net		The clinical has had a meeting  with the investigator		CD spoke to complainant who wishes to have a response letter directly from the consulting clinician. Learning re purple dots on maternit records will be shared via clinicians newsletter. Apology extended.		Upheld		Resolved by letter		No		Parent 		Verbal		GP		Yes		N/A		Nehrig, Katharina		11/13/19		11/14/19		12/19/19		0		15		10		November						

		63		Show		063		2019/2020		Complaint		SIUC CAS		11/19/19		11/21/19		Communication		Ptnt complained about two consultations via NHS 111 that he was called a liar by the OOHs clinician Clare and that he was unhappy with what the nurse said and that she was unwilling to help with respect to his insulin.		53507, 53456		Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Voice recordings listened to. Usual situation of 3-way conversation between clinician, patient's partner and patient who refuses to speak to the clinician. No evidence of the allegations made on the VR and attempts of the clinicians to be clear in their explanations/information and helpful was evident.		Not Upheld		Resolved by letter		No		Patient		Verbal		ANP/ECP		Yes		Yes		Warbis, Buck		11/17/19		11/21/19		12/24/19		2		2		23		November						

		64		Show		064		2019/2020		Complaint		SIUC CAS		11/19/19		12/10/19		Waiting Time		Son complained via NHS 111 about the time he was having to wait for a call back. He had to chase three times and understood that NHS 111 had organised a home visit.		53190		Osprey Court		Ball		Lucy Grinnell		lucy.grinnell@brisdoc.org		The learning from this incident has been shared with the clinician		NHS111 to explain to patients/carers that they are unable to arrange home visits and how long the patient may need to wait for an initial call back from the out of hours clinical team prior to a visit being agreed		Partially upheld		Resolved by letter		No		Other		Verbal		Various		Yes		Yes		Ops Team		11/17/19		11/20/19		12/20/19		1		15		8		November						

		65		Show		065		2019/2020		Complaint		SIUC CAS		11/21/19		11/26/19		System Processes		Joint complaint with NHS 111. Ptnt unhappy to have come home and found door smashed down by police. She understood nothing would happen as a result of her call to NHS 111 and that she would be speaking with her own doctor in the week. Pathways assessment included info about being suicidal, safeguarding risk so after 4 failed attempts to get hold of her GP and CC decided to ask police to do a welfare check. Ptnt came home to find the police in her house.		43161		Osprey Court		Clark-Ward		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Appropriate action had been taken to ensure the ptnt was safe having not been able to get through to her on the phone. Acknowledged information given to 111 that she was planning to go out had not been passed onto the GP and apology extended. Joint response sent from CareUK.		Partially upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		Yes		Kirkland, 		10/19/19		11/21/19		12/26/19		0		3		20		November						

		66		Show		066		2019/2020		Compliment/Thank you		SIUC CAS		11/9/19		11/22/19				Message via Twitter. "The Brisdoc professional line is such a great resource. Called about a patient who is on pregabalin daily and doesn’t have a Rx for tomorrow. They called back immediately and sorted one; sent electronically."				Nicholson House				Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP								11/9/19								9				November						

		67		Show		067		2019/2020		Compliment/Thank you		SIUC F2F		11/26/19		11/28/19		Clinical Care or Advice		Just wanted to say how amazing he was. I was extremely poorly and on his advice and a written letter from him was referred to Southmead Hospital. On arrival at the hospital they did numerous tests and said not only did I have acute Cholecystitis but I also had pancreatitis too. I was in agony but Baz took the time to listen to me and explain my situation 		46821		Knowle PCC		Milsom		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No						GP		Yes				Bassanino, Mauro		10/29/19		11/26/19				0		2				November						

		68		Show		068		2019/2020		Complaint		SIUC F2F		11/29/19		1/9/20		Communication		Unhappy with the wait (left to go to BCH A&E) unhappy with communication and unhappy that clinicians left the building when there were patients in the waiting room		45949		Southmead PCC		Malik		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Partially upheld		Resolved by letter		No		Parent 		Email		Various		Yes		No		reception team		10/27/19		12/3/19		1/8/20		2		26		-3		November						

		69		Show		069		2019/2020		Complaint		SIUC CAS		11/29/19		12/10/19		Records Management		OGP EMIS record did not have a copy of the PEM when patient called for advice on 29/11/2019		56974		Cossham PCC		Patel		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		Operational staff		Yes		No		PEM process at patient surgery		11/29/19		12/3/19		1/8/20		2		7		18		November						

		70		Show		070		2019/2020		Complaint		SIUC CAS		11/25/19		12/4/19		Clinical Care or Advice		Ptnt's partner called 111 to complain OOH was not listening to the patient and not helpful.		54539		Osprey Court		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		No evidence from voice recording to substantiate the conerns raised. Explanation provided. Also stressed that three way convesations when the pnt is capable of speaking are not helpful to either party.		Not Upheld		Resolved by letter		No		Other		Verbal		GP		Yes		Yes		Hart, Rosemarie		11/22/19		12/4/19		12/30/19		7		7		16		November						

		71		Show		071		2019/2020		Complaint		SIUC F2F		12/17/19		1/9/20		Clinical Care or Advice		Mr M's daughther A, feels that her father should have been admitted to hospital on 2 occasions when the nursing home called OOH.  A has made a complaint to her fathers ogp about a number of matters, and has including a complaint against BrisDoc clinicans as part of this.  Please email our response to the surgery and they will share a joint response with A.		27402 & 54573		Patients home		Manning		Chris Dykes		christopherdykes@nhs.net		Response letter written				Not Upheld		Unresolved		No		Other		Email		GP/ECP		Yes		Yes		Whitmore/Murrell		11/22/19		12/17/19		1/9/20		0		14		0		December								Mrs M is unhappy with both responses, a f2f meeting was arranged which Mrs M cancelled on the day of the meeting.  MRs M has declined the offer of another date and as she would like to refer this complaint to the PHO

		72		Show		072		2019/2020		Complaint		AGPT		12/20/19		1/16/20		Clinical Care or Advice		Ptnt complained via NHSE that an AGPT doctor stopped her antibiotics. NHSE sent complaint to NBT who passed it onto PD.		19268		AGPT		Iles		Paul davies		paul.davies2@nbt.nhs.uk		Response letter written		Review of call, records and clinical guidance suggested the advised management had been appropriate.		Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		No		Davies, Paul		8/9/19				1/16/20				16		0		December						

		73		Show		073		2019/2020		Compliment/Thank you		SIUC F2F		12/24/19		12/24/19		Clinical Care or Advice		I would just like to express my thanks and appreciation to
Tracey, who answered my 111 call, and to the medical response team, that she
arranged, for their very kind and professional attention		60109		Patients home		Korn		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician														Various		Yes						12/7/19		12/7/19		12/24/19		0		0		0		December						

		74		Show		074		2019/2020		Complaint		SIUC CAS		12/24/19		12/24/19		Waiting Time		Feedback from an unknown service user.  I phoned 111 on Sunday evening about 5pm, 15th December as I was in considerable pain and being sick, I gave them all the information I live on my own, etc, I then waited, 2 hours later no one had called me, I phoned again and was told
it would be about 2hrs before anyone did. I took further pain killers and just lay on the sofa in dreadful pain all evening. I finally went to bed about 11pm. The phone rang about 2.20am but I could not answer it as my phone upstairs does not permit incoming calls and I had forgotten to take the downstairs phone up with me. They phoned again about half an hour or so later, but once again could not answer it. I ended up calling my doctor first thing and managed to get an appointment, It looks as though I have some form of stones, which I had many years ago. What concerns me is I stated I live along, yet no one bothered to phone to see if I was even alive.						Unknown		Traci Clutterbuck		traci.clutterbuck@nhs.net						Not Upheld				No		Patient		Email		Various		No		No		it is a complaint about the service the  patient received, unfortunately with no demographic detail available we are unable to investigate or contact the patient		12/15/19		12/24/19		12/24/19		0		0		0		December						

		75		Show		075		2019/2020		Compliment/Thank you		SIUC F2F		12/27/19		12/27/19		Clinical Care or Advice		Dr SL. She was so lovely and
understanding for the reason I was there. She made me laugh and was chatty.
When doctors are nice it goes a long way and she spoke me through my medication and helped me loads.So thank you and I hope you have a wonderful Christmas.		64278		Cossham PCC		Knight		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		ANP		Yes		No		Lamb, Sue		12/17/19		12/27/19		11/27/19		0		0		-22		December						

		76		Show		076		2019/2020		Complaint		SIUC F2F		1/6/20		2/7/20		Clinical Care or Advice		patients mother is unhappy because when mum said she was breast feeding but topping up with formula, Dr B kept referring to her as feeding the baby modified cows milk, it must be inconvenient to bottle feed, likely to be the issue – Mum found this very pressurising that she was doing the wrong thing when she didn’t have a choice, she said it felt like the clinician had very strong views on bottle feeding babies but this wasn’t appropriate to bring to work.		65049		Cossham PCC		Somerrobbins		Anne Whitehouse		anne.whitehouse2@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Parent 		Verbal		GP/ECP		Yes		No		Babor, Emmy		12/21/19		1/6/20		2/7/20		0		24		0		January		Possible		Negligible		3

		77		Show		077		2019/2020		Complaint		SIUC CAS		1/7/20		2/5/20		Waiting Time		 Patient is unhappy as states she did not receive a call back from the CAS team and wants to know why it has taken so long.		73555		Nicholson House		Damodred		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Operational		1/5/20		1/9/20		2/7/20		2		21		2		January		Likely		Negligible		4

		78		Show		078		2019/2020		Complaint		SIUC F2F		1/9/20		2/20/20		Staff Attitude		EOL patient, family feel that both the Dr and the nurse who attended the family home should and could have acted more compasionately 		52183 & 52235		Patients home		Stone		Kathy Ryan		kathy.ryan@nhs.net		Response letter written				Partially upheld		Resolved by letter		No		Carer		Email		GP/ANP		Yes		Yes		Yee, Sandra 		11/15/19		1/9/20		2/8/20		0		30		-10		January		Unlikely		Negligible		2

		79		Show		079		2019/2020		Complaint		SIUC CAS		1/10/20		2/5/20		Waiting Time		Patient called 111 as need to discuss changing his antibiotic. He called back after 12 hours as no contact but was still listed for a call back. He was in such severe pain that he attended A&E. A call was made to 111 at 03:49 to chase the call back to sort the patients medication but as they were at A&E already the CA closed the case. A further call was made at 05:14 but as the case was closed they had to go through the whole process again.		73182 & 72781		Nicholson House		Hudd		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written						Resolved by letter		No		Patient		Email		Operational staff		Yes		Yes		Operational		1/4/20		1/10/20		2/9/20		0		18		2		January		Possible		Negligible		3

		80		Show		080		2019/2020		Complaint		SIUC CAS		1/24/20		1/24/20		Clinical Care or Advice		Ptnt's partner called NHS 111 to complain that a clinician made a cancer diagnosis over the phone.		79167		Locking Road PCC		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		Voice recording review evidenced no cancer diagnosis had been made over the phone.		Not Upheld		Resolved by letter		No		Carer		Verbal		GP		Yes		Yes		Rohrbeck, Jens 		1/22/20		1/24/20		2/28/20		0		0		25		January		Rare		Negligible		1

		81		Show		081		2019/2020		Complaint		SIUC CAS		1/30/20		2/25/20		Prescription / Medication		Complaint rec from patients mother, consent requested, unhappy with the length of time she had to wait for a prescription for her son		81181		Knowle PCC		Beeney				natalie.rayn3@nhs.net		Response letter written		Learning for the host has been to check our equipment for faults, process now in place		Upheld		Resolved by letter		no		Parent 		Verbal		Various		Yes		Yes		Operational		1/27/20		1/30/20		3/3/20		0		18		5		January		Rare		Negligible		1

		82		Show		082		2019/2020		Complaint		SIUC CAS		2/3/20		3/4/20		Waiting Time		Patients partner called 111 they were expecting an ambulance, they received a further telephone call telling them that the ambulance would not be coming and they should expect a telephone call from the OOH GP within 2 hours.  He has written to complaint about the service as he never received a call back.  3rd party consent req		83404		Nicholson House		Springer		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Shift Manager to ensure that patients receive a comfort call whenever necessary		Upheld		Resolved by letter		No		Carer		Email		Various		Yes		No		Operational		2/2/20		2/4/20		3/6/20		1		22		2		February		Possible		Negligible		3

		83		Show		083		2019/2020		Compliment/Thank you		SIUC F2F		2/3/20		2/4/20		Clinical Care or Advice		Rather than the extra mile Dr Tara went the extra 10 miles. Receptionist for Severnside was scottish on the phone for 40mins to Cossham Hospital.  The Receptionist at Cossham was so lovely, really nice, so caring. She helped out with a taxi.  General feedback - like if you bought some a stick of rock from the seaside i'd have care visable, caring through and through.....more than the best, more than they needed to be.  Dr Tara leg ?DVT		waiting for further info		Cossham PCC		waiting for info		Traci Clutterbuck		traci.clutterbuck@nhs.net										No		Patient		Email		Various		No		No		Various - waiting for further information				2/4/20				1		1				February						

		84		Show		084		2019/2020		Complaint		SIUC CAS		2/6/20		2/27/20		Waiting Time		Dr C was unhappy with the length of time she waited for a telephone call - due to the length of wait local pharmacies were closed and she had to travel a distance to obtain antibiotics		80498 &80869		Nicholson House		Waller		Lucy Grinnell		natalie.rayn3@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Operational		1/26/20		2/6/20		3/10/20		0		15		8		February		Likely		Negligible		4

		85		Show		085		2019/2020		Compliment/Thank you		SIUC F2F		2/25/20		2/25/20		Clinical Care or Advice		Have just had an emergency appointment for which I was very grateful.
Put at ease by the Dr who saw me given thorough check not rushed thank you
		89917		Southmead PCC		Wride		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								no		Patient		Email		GP		Yes		No				2/21/20		2/25/20		2/25/20		0		0		0		February		Rare		Negligible		1

		86		Show		086		2019/2020		Informal Complaint		SIUC F2F		2/28/20		3/11/20		Clinical Care or Advice		?UTI, GP did not exam child when mum suggested she may have thrush and MSU was  said to be incorrectly labelled and therefore the childs correct antibiotic prescription was delayed		90135		Southmead PCC		Spratt		Chris Dykes		christopherdykes@nhs.net		The learning from this incident has been shared with the clinician		The clinician will double check that all samples are labelled correctly and an article will be published in the clicical newsletter to remind all staff of the correct labelling procedure		Upheld		Resolved by telephone/in person		No		Parent 		Email		GP		Yes		N/A		Gawron, Anna		2/22/20		2/28/20		4/1/20		0		8		15		February		Possible		Negligible		3

		87		Show		087		2019/2020		Compliment/Thank you		SIUC F2F		2/28/20		2/28/20		Clinical Care or Advice		Patient's daughter called to ask that Dr O be given her mother's (BD) feedback about his consultation with her. She attended Cossham having had a fall and with a bad chest. BD felt as is if "she'd had a good MOT" and would have liked to have taken him home. She felt sorted out and that he did a grand job. They are very grateful and consider him a credit to SIUC. 		90226		Cossham PCC		Dring		Chris Dykes		christopherdykes@nhs.net		Compliment shared with clinician								No		Other		Verbal		GP		No		No		Obiagwu, Obi		2/22/20		2/28/20				0		0				February		Rare		Negligible		1

		88		Show		088		2019/2020		Complaint		SIUC CAS		3/6/20		3/19/20		Care Processes		Patient is unhappy that we are unable to arrange for the delivery of medication when a person is too unwell to go to the pharmacy and collect it themselves. Response sent directly to patient, no information shared with a 3rd party		92837		Patients home		Hatfield		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		GP		Yes				Gap in service - BrisDoc not contracted to provide service		2/29/20		3/6/20		4/10/20		0		9		15		March		Rare		Negligible		1

		89		Show		089		2019/2020		Complaint		SIUC CAS		3/18/20		3/19/20		Clinical Care or Advice		Patients mum was unhappy with the consultation and advice given by the face to face clinician		98573		Nicholson House		Ross		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident has been shared with the clinician		AW will meet with JR to listen to this call and pick up on the learning points		Upheld		Resolved by telephone/in person		No		Parent 		Email		GP		Yes		Yes		Rohrbeck, Jens 		3/15/20		3/18/20		6/6/20		0		1		52		March		Unlikely		Negligible		2

		90		Show		090		2019/2020		Complaint		SIUC F2F		3/18/20				Communication		3rd party consent given.  Pt's mum (nurse in NHS 25+ years)  very unhappy with the manner of the clinician, she said she had never been spoken to in that manner.  Mum also asked for COVID 19 testing for her son and herself (she has just finished chemo)  She says that her own GP felt that they should have been tested too.  I have spoken to mum and offered our sincere apologies, i've explained that we will arrange a 1-1 discussion this with the clinician concerned and FB will call mum back to share our investigation with her at some point in the future - I suggested with 80 days. 		99185		Cossham PCC		Bone		Frank Burge		frank.burge@nhs.net						Upheld				No		Parent 		Verbal		ANP/ECP		Yes		Yes		McCarthy Watson, Helen		3/17/20		3/18/20		6/6/20		0						March		Unlikely		Negligible		2

		91		Show		091		2019/2020		Compliment/Thank you		SIUC F2F		3/19/20		3/19/20				Dr LW emailed sessions to pass on her thanks to MS who couldn't have been more helpful to her, being a step ahead with anticipating her needs.				Locking Road PCC				Lucy Grinnell		0		Compliment shared with clinician		Email shared with the Team Managers for apssing onto MS.						No												Speller, Matt		3/16/20								0				March						

		92		Show		092		2019/2020		Compliment/Thank you		SIUC F2F		3/24/20		3/24/20				Thank You to: the Team who called me back and assessed me over the phone and invited me to attend an appointment;
the Man at reception who met me at door and showed me to the room;
The dr who assessed me in the treatment room;
The nurse who improvised by throwing me the specimen pot whilst showing me to the lavatory (the most stressful part of my visit- Im awful at catching things); and to
The person who cleaned the room before and after my visit						Steele		Frank Burge		frank.burge@nhs.net		Compliment shared with clinician		Email shared with the Team Managers for pasing to the individuals involved in his care						no												Steel, Matthew 		3/22/20		3/24/20				0		0				March						

		93		Show		093		2020/2021		Complaint		SIUC CAS		4/20/20		5/14/20		Prescription / Medication		Ptnt called to complain that she was prescribed an antibiotic that was contraindicated because she had a penicillin allergy.		19598		Telephone Triage		Holbrook		Frank Burge		frank.burge@nhs.net		Verbal response shared with complainant				Upheld				No		Patient		Verbal		ECP		Yes		Yes		Coates, Dave		4/18/20		4/20/20		5/20/20		0		17		4		April		Unlikely		Minor		4

		94		Show		094		2020/2021		Complaint		SIUC CAS		4/24/20		5/12/20		Staff Attitude		when I was contacted by your GP he was aggressive, dismissive and distenerested in my situation.  He became quite agitated when I informed him that I had taken more medication and then said that I was “wasting precious resources at a time of an international pandemic”.  At this point I hung up the phone, as I was very distressed by what he said and his attitude.  He called back and said he had called an ambulance and then hung up the phone.		21368		Locking Road PCC		Boreham		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld						Patient		Email		GP		No		Yes		Thompson, Richard		4/23/20		4/24/20		5/27/20		0		11		10		April		Rare		Negligible		1

		95		Show		095		2020/2021		Complaint		SIUC CAS		5/4/20		5/20/20		Clinical Care or Advice		Patient felt the the clinician did not listen to them and only covered one of her problems during the telephone call		24452		Telephone Triage		Higgins		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld				No		Patient		Verbal		GP		Yes				Waraich, Tahira		5/2/20		5/5/20		4/9/20		0		11		-28		May		Rare		Negligible		1

		96		Show		096		2020/2021		Compliment/Thank you		SIUC F2F		5/5/20		5/5/20		Clinical Care or Advice		Simply superb. What a service. Please pass on our hear􀆞elt thanks to Kelly.		23980		Clevedon PCC		Slater		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Other		Email		GP		No		No		Compliment Caroline Jones		5/2/20		5/5/20		5/5/20		0		0		0		May						

		97		Show		097		2020/2021		Complaint		SIUC CAS/F2F		5/6/20		6/5/20		Clinical Care or Advice		Ms Manning would like us to investigate why her father was not admitted to hospital   Following complainants disatisfaction with our complaint response an external review of our investigation was requested by us.  CCG review has not added any learning and compliments the clarity of the response written to the complainant.   		23574, 24632, 24845, 24984, 25052		Telephone Triage		Manning		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written		As patient was EOL and due to C19 family were unable to be with the patient, Perhaps a video consultation would have reasurred the family that their loved one was not distressed		Not Upheld		Resolved by letter		No		Other		Email		Various		Yes		No		Various clinicians		5/3/20		5/6/20		6/8/20		0		21		1		May		Rare		Negligible		1

		98		Show		098		2020/2021		Compliment/Thank you		SIUC CAS		5/13/20		5/14/20				Ptnt emailed to thank GP for encouraging her to attend ED for chest pain when she would have prefered to pretend it wasn't happening. She needed a cardiac intervention and is grateful for the extra time she now has with her family.		26832				Schofield		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Email		GP						Ashley, Claire		5/9/20		5/14/20		5/14/20		1		1		0		May						

		99		Show		099		2020/2021		Complaint		SIUC CAS		5/26/20		5/29/20		Staff Attitude		Patient complaining about OOH GP experience. Felt GP was not prepared to listen to her and did not assist her		29945, 29988		Telephone Triage		Pompey		Anne Whitehouse		anne.whitehouse2@nhs.net		Verbal response shared with complainant				Not Upheld		Resolved by telephone/in person		No		Patient		Email		GP		Yes		Yes		Hamilton, Rory		5/22/20		5/26/20		6/26/20		0		3		20		May		Rare		Negligible		1

		100		Show		100		2020/2021		Complaint		SIUC CAS		5/29/20				Clinical Care or Advice		COMPLAINT CLOSED 24/6/20 ?Misdiagnosis.  Patient was advised that she was suffering from a migraine - Hospital admission subsequently diagnosed pituitary apoplexy ?Adrenal Crisis 		98153		Telephone Triage		Neate		Chris Dykes		christopherdykes@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Parent 		Email		GP		Yes		Yes		Waraich, Tahira		3/14/20		5/29/20		7/1/20		0						May		Rare		Moderate		3

		101		Show		101		2020/2021		Complaint		SIUC CAS		6/19/20		7/9/20		Staff Attitude		The dr was impatient and frankly rude at the end of the call.  She asked me to examine my child for worms, and when I said that she wouldn’t allow me to, she asked if there was anything else, and when I replied no, she said goodbye		35309		Telephone Triage		Ewan		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Partially upheld		Resolved by telephone/in person		No		Parent 		Email		GP		No		Yes		Waraich, Tahira		6/6/20		6/19/20		7/22/20		0		14		9		June		Rare		Negligible		1

		102		Show		102		2020/2021		Complaint		SIUC CAS/F2F		6/19/20		8/18/20		Clinical Care or Advice		Initial triage clinician made inappropriate comments and patient felt she had to push for appt and pain relief info, f2f clinician no ppe v rushed assessment, no red flags, sepsis not considered, clinician did not follow up as agreed		34601		Cossham PCC		Nazarali		Frank Burge		frank.burge@nhs.net		The learning from this incident has been shared with the clinician				Upheld		Resolved by telephone/in person		No		Patient		Email		ANP		No		Yes		Parsons, Gourlay		6/4/20		6/19/20		7/22/20		0		42		-21		June						

		103		Show		103		2020/2021						6/30/20		7/8/20		Waiting Time		THIS IS NOT A COMPLAINT - PLEASE SEE FILE IN THE INFORMATION REQUEST FOLDER CQC contact from patient representative to NHS 111 regarding a blister that was 
now nearing the size of a tennis ball on patients’ leg. 
Patient representative advised by a clinician, they would get a clinician to visit that day. 
By 19:45 the patient had received a call approximately every hour from the 111 service 
but had not heard from the district nurses. The blister has started to leak fluid, they had 
informed the 111 service of this. Patient had a fall whilst attempting to access material 
for use as a dressing; 999 response; fractured rib due to fall.
14/6 09.00. They had still not seen a district nurse or anyone from the IUC service. 		37208, 37387, 37485		Telephone Triage		Lewis		Frank Burge		frank.burge@nhs.net								Resolved by letter		No		Other		Email		GP/ANP		Yes				Bartlett M, Maarouf O, Akhter S		6/13/20				8/3/20				6		18		June						

		104		Show		104		2020/2021		Complaint		SIUC CAS		7/1/20		7/21/20		Care Processes		Patients grandson Mr Richard Cox is raising a complaint on her behalf. 
He spoke to the ooh clinician on Sunday evening and expected to collect a prescription for antibiotics the following morning.  His local Pharmacy have not received an EPS prescription from us (the Adastra record does not show that we issued a prescription).  Her GP surgery denied receiving an ooh report. 
By Monday evening the patients hand was swollen ++ and she was in a great deal of pan.  She was taken to A&E where she was treated for an infection. 
Mr Cox is very cross.  He feels that his Grandmother was let down by the out of hours service and if she had been able to commence the antibiotics earlier then she wouldn’t have had to suffer.  He feels that he explained that the patients hand was much worse than a few days earlier and we should have had the ability to receive the photos he wished to send.		41939		Telephone Triage		Baldwin		Frank Burge		frank.burge@nhs.net		Response letter written				Upheld		Resolved by letter		No		Other		Verbal		ECP		Yes		Yes		Coates, Dave		6/28/20		7/1/20		8/3/20		0		14		9		July		Rare		Minor		2

		105		Show		105		2020/2021		Complaint		SIUC CAS		7/9/20		7/10/20		Communication		Complained via NHS 111. "Caller and patient not happy that it took 7 hours to receive a call back and when we did call back we did not offer the help that they needed". Was expecting a call back from the Severnside IUC CAS (25 June 2020). 		40452		Telephone Triage		Britton		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Response letter written		No voice recording to be able to verify discussion tone etc. Waiting times were not as recollected by complainant. Explained and offered to relook if date provided via NHS 111 was wrong. Apology extended if call was unhelpful.		Partially upheld		Resolved by letter		No		Other		Verbal		ANP		Yes		No		Gourlay, Gaiil		6/25/20		7/10/20		8/13/20		1		1		24		July						

		106		Show		107		2020/2021		Compliment/Thank you		SIUC F2F		7/12/20		7/15/20		Care Processes		Family made contact to thank CW as they were so grateful for her visit when husband passed away.		45023		Patients home				Anne Whitehouse		clare-louisenicholls@nhs.net		Compliment shared with clinician								No						GP						Winstanley, Claire		7/12/20								2				July						

		107		Show		106		2020/2021		Complaint		SIUC CAS		7/27/20		8/11/20		Care Processes		I put through an online assessment at around 1230 this afternoon and didn’t get a call back until 18:15 which was fine. I have now got no pain relief and I am in extreme pain. I’m trying not to go back into hospital. I rang the 111 service earlier this evening after I missed the call and she said she would chase the call. I rang again at 21:50 and have been told that my call was cancelled. 

Now rule of thumb for when I worked as a call handler for HCPCs and on dispatch team, a dr must call 3 times and must also leave a voice mail letting the patient know they have called. This may be slightly different with you but this is extremely disgusting and frustrating.

I would honestly feel so sorry for the patients I used to deal with when this sort of thing happened, but I am now having to suffer in even more pain. 

When I realised I had only one more dose this afternoon I went straight online to get this sorted. Now 9 and a half hours later and this still has not been sorted. So I am expected to be screaming in pain all night? Just because I can’t have my pain managed or I go back into hospital just for pain relief. 

Please retrain your dr’s not to cancel a case after one failed attempt. 
		48974 & 49250		Telephone Triage		Capstick		Chris Dykes		christopherdykes@nhs.net		The learning from this incident has been shared with the clinician				Upheld		Resolved by letter		No		patient		Email		Various		Yes		no		various operational		7/25/20		7/27/20		8/28/20		0		11		13		July						

		108		Show		108		2020/2021		Complaint		SIUC NHS 111		8/6/20		8/6/20		Clinical Care or Advice		NOT A BRISDOC COMPLAINT.   MANAGED BY NHS111 Complaint is regarding a patients dental care pathway.  Nhs111 passed patient to dental team pls see their response.  Patient is unhappy that dental team were unhelpful and not able to offer him a solution to his dental pain		case did not get dispatched to the ooh service		Telephone Triage		Williams		Lucy Grinnell		lucy.grinnell@brisdoc.org										No		Patient		Email		Various		N/A		No		NHS111 / Dental service		7/6/20		8/6/20				0		0				August						

		109		Show		109		2020/2021		Compliment/Thank you		SIUC CAS		8/14/20		8/14/20				Ptnt emailed CareUk to what a great job the nurse practitioner she spoke to did, that she was kind and empathic and put her at ease.		54269		Telephone Triage		Tayler-Hunt		Frank Burge		0		Compliment shared with clinician								No						ANP		N/A		N/A		McCarthy-Watson, Helen		8/12/20								0				August						

		110		Show		110		2020/2021		Complaint		SIUC CAS		9/4/20		10/6/20		Waiting Time		Patient wasn't called back within 2hr disposition and went to A&E		35393		Telephone Triage		Rhodes		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Upheld		Resolved by letter		No		Patient		Email		Operational staff		No		No		Waiting time		6/6/20		9/4/20		10/7/20		0		22		1		September		Almost certain		Negligible		5

		111		Show		111		2020/2021		Complaint		SIUC F2F		9/11/20		9/25/20		Clinical Care or Advice		Ptnt's wife emailed CCG to complain about diagnosis and unnecessary concern raised that ptnt might have an ecotpic pregnancy.		61720		Cossham PCC		Dowd		Chris Dykes		christopherdykes@nhs.net		Response letter written				Partially upheld		Resolved by letter		No		Other		Email		GP		Yes		Yes		Balendra, Salini		9/5/20		9/11/20		10/16/20		0		10		15		September						

		112		Show		112		2020/2021		Complaint		SIUC CAS		9/18/20		10/22/20		Waiting Time		Patient had received chemo via abdo, site was swollen/infected, he was worried re sepsis, told call back within 6 hours.  Waited approx 10 hours by which time he was on an acute oncology ward. AG received a response on 22/10/20 to apologise for the length of time he had to wait, but he was actually complaining about us missing a possible sepsis, 23.10.20 I have now shared withis with AW/CD and asked them to investigate the clinical aspect of AG's care		63960		Telephone Triage		Gibson		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written				Upheld		Unresolved		No		Patient		Email		Various		No		No		Waiting time		9/12/20		9/18/20		10/23/20		0		24		1		September		Almost certain		Negligible		5

		113		Show		113		2020/2021		Complaint		SIUC CAS		9/22/20		10/20/20		Communication		Patient is unhappy that we were unable to provide the information he required,  very unsatisfacory telephone call.  Wants a copy of the VR, wants SEAP contact details		67113		Telephone Triage		Thompson		Frank Burge		frank.burge@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Warbis, Llewellyn		9/20/20		9/22/20		10/23/20		0		20		3		September		Rare		Negligible		1

		114		Show		114		2020/2021		Complaint		SIUC F2F		9/23/20		10/8/20		Clinical Care or Advice		Patient passed away within days of seeing ooh gp, husband would like us to investigate whether his wife should have been admitted to hospital on the evening they saw the GP		99969		Clevedon PCC		Oldland		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Not Upheld		Resolved by letter		No		Other		Letter		GP/ANP		Yes		Yes		Obiagwu, Obi		3/21/20		9/23/20		10/26/20		0		11		12		September		Rare		Major		4

		115		Show		115		2020/2021		Complaint		SIUC CAS		9/23/20		10/22/20		Prescription / Medication		Patientrs husband was asked to pick up a prescription from Tesco at Kenn Road, the EPS prescription was sent to Tower hill pharmacy in Nailsea.  		67009		Telephone Triage		Roberts, Sylvia		Anne Whitehouse		anne.whitehouse2@nhs.net		The learning from this incident has been shared with the clinician				Upheld		Resolved by letter		No		Other		Email		GP		Yes		Yes		Hart, Rosemarie		9/20/20		9/23/20		10/26/20		0		21		2		September		Unlikely		Negligible		2

		116		Show		116		2020/2021		Compliment/Thank you		SIUC CAS		10/10/20		10/10/20				Ptnt called to thank GP for her advice call and to share that her advice to go to ED had absolutley been the right thing to do.		71217		Telephone Triage		White		Clare-Louise Nicholls				Compliment shared with clinician								No						GP		Yes				Packham, Sarah		10/4/20								-1				October						

		117		Show		117		2020/2021		Complaint		SIUC CAS/F2F		10/9/20		10/20/20		Staff Attitude		DS was unhappy with the length of time she waited for a call back, also the first clinician she spoke to asked her to arrange for someone to go to the chemist for her to pick some otc medication at around 9.30pm, then we called back and offered her an appointment, she attended this appointment and felt this consultation left her felling humliated and ridiculed.		68516		Locking Road PCC		Starling		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Ahmed, K, Akhter S Operations - waiting time		9/26/20		10/9/20		11/11/20		0		7		16		October		Unlikely		Negligible		2

		118		Show		118		2020/2021		Complaint		SIUC CAS		10/9/20		11/12/20		Staff Attitude		CR was unhappy with the manner and attitude of the clinician, particularly being called "mate" several times		70180 & 70207		Telephone Triage		Roberts, Craig		Frank Burge		frank.burge@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Verbal		ECP		No		Yes		Godsall, D		10/2/20		10/9/20		11/11/20		0		24		-3		October		Rare		Negligible		1

		119		Show		119		2020/2021		Informal Complaint		SIUC CAS		10/21/20		10/21/20		Waiting Time		Patients daughter was expecting an ambulance to asses her mum, then at around 01.30 she received a call from the control desk and was advised that there were no ambulances available.  She was told to expect a visit from the ooh doctor and that someone might call her first to tell a time for the visit.  She stayed up all night with her mum waiting for the doctor to arrive.  No one came and she had a phone call at breakfast time.  		72293		Telephone Triage		Turner						Verbal response shared with complainant				Not Upheld		Resolved by telephone/in person		No		Carer		Verbal		GP		No		Yes		Ambulance control desk		10/10/20		10/21/20		10/21/20		0		0		0		October		Rare		Negligible		1

		120		Show		120		2020/2021		Compliment/Thank you		SIUC CAS/F2F		11/29/20		12/1/20		Clinical Care or Advice		Please pass on our thanks to Dr Faisal Ahmed for the excellent care he gave during a home visit to our daughter on Saturday Nov 28. He was superbly professional yet also managed to empathise and win her trust, enabling a sensible solution to a potentially dangerous situation and reducing stress levels all round.
At a time when the NHS is under such pressure, it was heartening and impressive.
Thanks, too, for the friendly and helpful support at Cossham later in the evening.		88323		Patients home		Seacombe		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Parent 		Email		GP		Yes		No		Ahmed, Faisal		11/28/20		11/29/20		12/1/20		-1		1		0		November						

		121		Show		121		2020/2021		Compliment/Thank you		SIUC F2F		11/18/20		11/18/20		Clinical Care or Advice		We want to say a big thank you to the lovely GP who visited by husband on the evening of 11th November. His expertise  kindness and patience were much appreciated and were I am sure instrumental in my husband’s rapid recovery		82746		Patients home		Enser		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Carer		Email		GP		No						11/11/20		11/18/20				0		0				November						

		122		Show		122		2020/2021		Informal Complaint		SIUC F2F		11/19/20		11/20/20		Prescription / Medication		Informal complaint - patients prescription was not sent to the chemist that had been agreed, but to a different branch of the same chain		84482		Cossham PCC		Durnell		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Other		Verbal		GP		No		No		Menon,R		11/15/20		11/19/20		11/22/20		0		1		0		November		Possible		Negligible		3

		123		Show		123		2020/2021		Complaint		SIUC NHS 111		12/8/20		12/11/20		System Processes		Mr R would like us to investigate whether the NHS111 pathway that was used to triage his call was the correct one, and if it was, is the advice (to wait for a gp to ring back) medically correct.  He felt that a 6 hour disposistion was not the right timeframe to wait for advice from a GP, or if indeed he should be waiting for a callback rather than going to A&E		89422		Telephone Triage		Rawlinson		Traci Clutterbuck		traci.clutterbuck@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Email		CA		No		No		NHS111 pathways disposition timeframe		11/30/20		12/8/20		1/8/21		0		3		18		December		Likely		Negligible		4

		124		Show		124		2020/2021		Compliment/Thank you		SIUC CAS/F2F		11/29/20		12/17/20				Some positive feedback to pass on. One of the WaCCs (Chelsea) just called the son of case 88969 PB to confirm that we would be visiting this afternoon. He fed back to her that everyone he had spoken to from the service today was great, and that in particular the doctor they had spoken to (Emma Williams) was lovely and took time reassuring them etc. He said that when people do a good job he thinks they should be told! 		88969		Telephone Triage				Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician														GP						Williams, Emma		11/29/20								13				November						

		125		Show		125		2020/2021		Complaint		SIUC F2F

tc={48CAFAFE-FC97-4E6F-A33D-DC2B45D681FD}: [Threaded comment]
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Comment:
    This is a 111/F2F complaint		12/21/20		1/15/21		Care Processes		Complaint received from NBT to respond to element relating to the patient indicating she was not prepared for what to expect with respect to her attendance at the Hot clinic she wa referred to by IUC.		61142, 53426, 52355		Cossham PCC		Bryant		Clare-Louise Nicholls		anne.whitehouse2@nhs.net		Response letter written		Plan to ask NBT Operational Hub to inform referring GP if there is a PIL it would be helpful to provide to the ptnt.		Partially upheld		Resolved by letter		No		Patient		Email		Various		Yes		Yes		Janssen, Katie 111		8/9/20		12/30/20		1/28/21		5		17		9		December		Unlikely		Negligible		2

		126		Show		126		2020/2021		Compliment/Thank you		SIUC CAS		12/26/20		12/29/20				Patient rang to say thank you to the GP who prescribed him antibiotics on Xmas Eve which meant his Xmas wasn't ruined by feeling unwell.		96684		Telephone Triage		GS		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician																				Davidson, Robin		12/24/20								0				December						

		127		Show		127		2020/2021		Complaint		SIUC CAS		12/29/20		12/30/20		Waiting Time		Via NHS 111. Caller want to make complaint regarding Ooh doctor. Patient has been diagnosed with kidney failure. Mother wanted to raise this with Ooh doc whom she spoke to which delayed the patient diagnosis		92368, 94443		Telephone Triage		James		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		The learning from this incident has been shared with the clinician		Call to mother to arrange 3rd party consent revealed mis-message from 111 about nature of complaint - she wanted to share a delay that she didn't want to happen to other people. On exploration of timeline it could be the delay was with own surgery or mis-understanding abuot how long a sample would take to process. Mother withdrew complaint. On review of case records there is some genuine learning for clinician which will be shared.		Not Upheld		Resolved by telephone/in person		No		Parent 		Verbal		GP		Yes		Yes		Obiagwu, Obi		12/17/20		12/30/20		2/4/21		1		1		26		December						

		128		Show		128		2020/2021		Compliment/Thank you		SIUC F2F		1/5/21		1/5/21		Clinical Care or Advice		Thankyou for arranging the emergency appointment, being so thorough in your examination and getting my daughter seen first thing at Southmead .		11863		Cossham PCC		Clemmings		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician																				Holmes, Kathryn		1/4/21								0				January						

		129		Show		129		2020/2021		Compliment/Thank you		SIUC CAS/F2F		1/7/21		1/7/21				2 days after Christmas my Husband strolled in and announced he’d got a bit of chest pain which he’d actually had for several days .
And this is where Brisdoc came in – after asking a few questions, because he’d had it for 3 days, hospitals are busy and there were a number of possible diagnoses , I made him phone 111 and the outcome was to speak to the Dr . Now I know my husband and was concerned that he may be underplaying things a bit so made a phone call and asked a big favour – if someone could pick it up quickly.
Joshri was obviously very astute and made the call within probably 10 mins and he was seen within 3/4hr and sent to Southmead It turned out he’d had a full blown STEMI and has now been discharged home with 2 stents.
But I just wanted to led you know how brilliant Brisdoc was and how quickly – but also how astutely - they responded to my call . I’m not sure if even now my husband realises quite how lucky he is to still be here – and that is partly due to Brisdoc.
We don’t always get to know the results of the actions we take – particularly not when they are positive so -  I would really appreciate if you could pass my thanks and the positive outcome on to the staff who were involved and to let them know that their actions had such a positive outcome for my husband .
So thank you Brisdoc ,
With much appreciation		98023		Cossham PCC		Greenway		Kathy Ryan		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Other		Email		GP		No		Yes		Sarangi J, Chowdhary A		12/27/20		1/7/21		1/7/21								January						

		130		Show		130		2020/2021		Complaint		SIUC CAS		2/2/21		2/24/21		Communication		Pt has reported the following complaints and would like to make a complaint “Denied her mental illness” “Mixed up medication “		20038		Telephone Triage		Hewett		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld		Resolved by letter		No		Patient		Verbal		GP		Yes		No		Ahmed, Faisal		1/31/21		2/2/21		3/5/21		0		16		7		February		Possible		Negligible		3

		131		Show		131		2020/2021		Compliment/Thank you		SIUC CAS		1/28/21		2/3/21				I wanted to share a complement from a GP colleague who works in the service. I suspect you will remember the case - he was on shift but his son became rapidly unwell while he was at work. Our colleague was distressed/ concerned after his wife told him what their baby's observations had been at the F2F at Greenway. He rang you as CC to get some more information from that assessment, and was very complementary about how kind and supportive you were while also sharing the information he wanted to understand. As you know, I think, he left his shift and travelled to meet his wife at BCH. They were kept in overnight and discharged the following time, though it sounds like he was really quite unwell when they arrived at ED. The covid swab was negative.
Anyway, thank you for all you do and your supportive approach in this situation.
		18141		Osprey Court								Compliment shared with clinician														GP						Maroof, Omnia		1/24/21								4				January						

		132		Show		132		2020/2021		Compliment/Thank you		SIUC CAS/F2F		1/29/21		2/4/21		Staff Attitude		She wanted to say thank you & that the service was efficient and reassuring for them.
 
Thought it would be good to feedback something positive to you 		17262		Southmead PCC		Offer		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Verbal		Various		No		No		Stevens C, Shearman K, Tilley A, 		1/23/21								4				January						

		133		Show		133		2020/2021		Compliment/Thank you		SIUC CAS		2/2/21		2/4/21		Clinical Care or Advice		the feedback reflects that you were empathic and very helpful. So a big thank you		98066		Telephone Triage		Leaman		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician				Not Upheld				No		Patient		PSQ		GP		No		No		Ryan, K		12/27/20								2				February						

		134		Show		134		2020/2021		Complaint		SIUC CAS		2/12/21		3/9/21		Clinical Care or Advice		Third party consent form sent  and received GP called back and spoke to both patient and daughter. Patient was on floor in bathroom. not eaten or drank for 4 days. daughter explained to GP father has phobia of hospitals and was not telling truth about how ill he was, he was confused breathless and had D&V. GP advised nothing they could do based on patients answers given and advised to call own GP in morning. daughter advised patient admitted to hospital today (9/2/2021) via 999 and has pneumonia and COVID'
		22768		Telephone Triage		Lee		Frank Burge		frank.burge@nhs.net		Response letter written				Upheld				No		Other		Email		ANP		Yes		Yes		Howes, A		2/8/21		2/12/21		3/17/21		0		17		6		February		Unlikely		Minor		4

		135		Show		135		2020/2021		Complaint		SIUC CAS		2/16/21		3/16/21		Communication		The patient would like us to remove the SPN from her record to ensure  that each of her consultations is based on its own merits		23339		Telephone Triage		Edwards		Anne Whitehouse		anne.whitehouse2@nhs.net		Response letter written				Not Upheld				No		Patient		Email		GP		Yes		No		Cecil, E		2/11/21		2/16/21		3/22/21		0		20		4		February		Rare		Negligible		1

		136		Show		136		2020/2021		Complaint		SIUC CAS		2/23/21		3/10/21		Clinical Care or Advice		Someone to ‘own up’ to the error on Saturday where the GP declined to prescribe.
Police and paramedic turning up on her door unannounced, the affect this had on her and still doesn’t completely understand why the police were needed.
Why she has to repeat her issues to several people before she is dealt with, finds this very stressful and causes the mental health breakdowns.
Would like a note on the system describing her mental health breakdowns and how they come across (shouting, swearing, losing control) if dealt with calmly she is usually ok and will calm down herself – maybe also include the above point in that note?
Paramedic reports from Saturday, were they visible to us? If not thinks this is unsafe
Impact on her mental health when she is declined her medication – putting her at risk.
Does not understand why we refuse her medication, sees this as negligence. 		26163, 26515, 26965.		Telephone Triage		Santozia		Chris Dykes		christopherdykes@nhs.net		Response letter returned unread by pt, sister req no further contact by us and threatened possible litgition due to inadequate care by various nhs servicies.  Case closed				Not Upheld				No		Patient		Verbal		Various		Yes		Yes		BrisDoc procedure  rather than individiuls		2/20/21		2/23/21		3/26/21		0		11		12		February		Rare		Negligible		1

		137		Show		137		2020/2021		Compliment/Thank you		SIUC F2F		3/3/21		3/3/21		Clinical Care or Advice		•	Call taken on Patient Line – Patient wanted to send a card of thanks to Clinician Faye Kirkland for the consultation provided over the weekend 		unknown						Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Verbal		GP		No		No		Kirkland, F		2/27/21				3/3/21				0		0		March						

		138		Show		138		2020/2021		Complaint		SIUC CAS		3/4/21		3/12/21		Clinical Care or Advice		Received a call back from the OOH. Patient said the OOH were unhelpful and hung up on him'				Telephone Triage		Britton		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld				No		Patient		Verbal										3/2/21				4/6/21				6		17		March		Rare		Negligible		1

		139		Show		139		2020/2021		Compliment/Thank you		SIUC F2F		2/26/21		3/4/21		Clinical Care or Advice		Daughter phoned and spoke with LG to share her gratitude for the care her mother received from Dr KH on 16.2.21.		25237		Patients home		Fern		Kathy Ryan		0		Compliment shared with clinician								No						GP						Holmes, K		2/16/21		3/4/21		3/4/21		4		4		0		February						

		140		Show		140		2020/2021		Compliment/Thank you		SIUC F2F		3/9/21		3/9/21		Clinical Care or Advice		Dr Creavin took great care in an extremely efficient way to gather information about G’s current and past situation, behaviours and symptoms. 
He addressed the possible UTI with antibiotics that we could get from a local pharmacy - thereby avoiding the danger of a visit to A&E and Waiting Room possible exposure to Covid-infected others. 
As a result of his careful questioning he also diagnosed Lewy Body dementia and prescribed Rivastigmine for G.		21805		Telephone Triage		Nye		Kathy Ryan		kathy.ryan@nhs.net		Compliment shared with clinician								No				Email		GP		Yes		No		Creavin, S		2/6/21		3/9/21		4/9/21		0		0		23		March						

		141		Show		141		2020/2021		Complaint		SIUC F2F		3/9/21		3/12/21		Staff Attitude		The patient would like us to investigate the manner of the clinician she saw 3.3.21, she would also like us to explain why she was seen in a COVID consulting room		26919		Knowle PCC		Skeats		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned				Upheld				No		Patient		Email		GP		Yes		No		Rohrbeck, J		3/3/21		3/9/21		4/12/21		0		3		21		March		Unlikely		Minor		4

		142		Show		142		2020/2021		Complaint		SIUC CAS		3/15/21		4/6/21		Waiting Time		Patients daughter is unhappy with the length of time they waited for a clinician to telephone them		32857		Telephone Triage		Simmons		Lucy Grinnell		lucy.grinnell@brisdoc.org		Response letter written		Apology extended for waiting time. LG also apologised that the follow up call process was not followed by the clinician		Upheld		Resolved by letter		No		Carer		Email		Various		Yes		Yes		Operational		3/13/21		3/16/21		4/16/21		1		16		8		March		Rare		Negligible		1

		143		Show		143		2020/2021		Complaint		SIUC CAS		3/15/21		3/25/21		Clinical Care or Advice		Medication issue		Various		Telephone Triage		Britton		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld				No		Patient		Email		Various		Yes		Yes		various (RB frequent caller/complainer)		3/13/21		3/25/21		4/16/21		8		8		16		March		Rare		Negligible		1

		144		Show		144		2020/2021		Complaint		SIUC CAS		3/15/21		3/25/21		Clinical Care or Advice		Medication issue		Various		Telephone Triage		Britton		Traci Clutterbuck		traci.clutterbuck@nhs.net		Response letter written				Not Upheld				No		Patient		Email		Various		Yes		Yes		various (RB frequent caller/complainer)		3/14/21		3/25/21		4/16/21		8		8		16		March		Rare		Negligible		1

		145		Show		145		2020/2021		Complaint		SIUC CAS		3/25/21		5/12/21		Staff Attitude		A member of my staff team spoke to someone from the service and a clinician; who asked the following things; 
“What punishment do you use, when the individual harms themself?” 
In addition asked the member of staff;  "What do you want me to do, lock him up?” 
The Clinician was not able to devise any sort of plan to provide any form of assistance to the gentleman, at which point a member of staff made a suggestion to seek the assistance of a District/Rapid Response Nurse. During the plan devising conversation, the clinician commented that “we can’t exactly tie his hands behind his back”.		28901		Telephone Triage		Skrine		Anne Whitehouse		anne.whitehouse2@nhs.net										No		Carer		Email		Operational staff		Yes				Rohrbeck, J		2/28/21		3/25/21		4/16/21		0		34		-20		March		Unlikely		Minor		4

		146		Show		146		2020/2021		Informal Complaint		SIUC CAS		3/19/21		3/19/21		Waiting Time		Time delay.  Call received by NHS111 at 17.11 and not shared with OOH until after 21.00hrs - Why…. Informal complaint, no response required.  PPG will investigate delay and share investigation in due course		34242		Telephone Triage		Monsaraat		Traci Clutterbuck		traci.clutterbuck@nhs.net		Verbal response shared with complainant				Upheld				No		Patient		Verbal		Various		Yes		No		NHS111 delay		3/18/21		3/19/21		4/16/21		0		0		20		March		Rare		Negligible		1

		147		Show		147		2020/2021		Complaint		SIUC CAS		3/29/21		4/6/21		Staff Attitude		GP was rude and didn’t know why the patient was callling		37925		Telephone Triage		Boreham		Chris Dykes		christopherdykes@nhs.net		Review with clinician(s) concerned				Upheld		Resolved by letter		No		Patient		Verbal		GP/ECP		Yes		Yes		Obiagwu, O		3/28/21		3/30/21		5/4/21		1		6		20		March		Rare		Negligible		1

		148		Show		148		2021/2022		Complaint		SIUC CAS		4/6/21		4/27/21		Clinical Care or Advice		he did not confirm my personal details which could have been incorrect as I submitted an online assessment rather than speaking to a HA through 111. He could have missed valuable information and I feel by him not seeing me he has delayed my care. I’m unhappy with the care I received and feel I hadn’t been listened too, And was pawned off to my gp the next day when a simple 10 minute appointment and a urine check could have enabled me to get a full days worth of antibiotics administered  instead of being prescribed at 5pm today. I’ve continued with the hot flushes and pain throughout the day and also had a very disturbed sleep by being so uncomfortable		38454		Telephone Triage		Shaw		Chris Dykes		christopherdykes@nhs.net		Response letter written				Partially upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Pullen, R		3/30/21		4/6/21		5/7/21		0		15		8		April		Rare		Negligible		1

		149		Show		149		2021/2022		Complaint		SIUC CAS		4/6/21		4/9/21		Staff Attitude		Patient and husband felt that the dr was rude during the consultation and that the implication that they should not call so frequently was unfair as it was a bank holiday and they couldn't discuss their concerns with their own GP		41809		Telephone Triage		Walcott		Anne Whitehouse		anne.whitehouse2@nhs.net		Review with clinician(s) concerned		WKL has taken onboard the learning from this patients feedback		Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Kenny-Levick, W		4/5/21		4/6/21		5/12/21		0		3		23		April		Rare		Negligible		1

		150		Show		150		2021/2022		Complaint		SIUC NHS 111		4/6/21		4/28/21		Waiting Time		Waiting time complaint / clinical advice - pls share your response with Laura at PPG		36793		Telephone Triage		Leightley		Lucy Grinnell		amellor@nhs.net						Partially upheld		Resolved by letter		No		Guardian		Email		ANP		Yes		Yes		Bartlett, M. Operations		3/26/21		4/6/21		5/2/21		0		16		2		April		Rare		Negligible		1

		151		Show		151		2021/2022		Compliment/Thank you		SIUC F2F		4/8/21		4/8/21		Clinical Care or Advice		We had some lovely feedback from a patient that you saw yesterday evening.  Adasta case 42268 VH.  She had a headache after the AZ vaccine and you examined her thoroughly and took blood. She called back to say thank you for an amazing service.  It is quite unusual for people to go to this effort to say thank you, well done.
Thank you for your through assessment and all that you do for SevernSide.		42268		Cossham PCC		Harris		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Patient		Verbal		GP		Yes		No		Sarfo-Annin, J		4/7/21		4/8/21				0		0				April						

		152		Show		152		2021/2022		Compliment/Thank you		SIUC CAS		4/9/21		4/9/21		Clinical Care or Advice		The patient said to one of our call handlers "she was very happy with the treatment she had received from Robin Davidson yesterday and was feeling much better, a
good experience, she wanted him know she was very grateful."		40271		Telephone Triage		Larner		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Patient		Verbal		GP		Yes		No		Davidson, Robin		4/3/21		4/9/21				0		0				April						

		154		Show		154		2021/2022		Compliment/Thank you		SIUC CAS		4/21/21		4/21/21		Clinical Care or Advice		The Adastra case number is 46152. You may remember the case; it was a 40 year old lady with amnesia/ confusion following a fall/ head injury and you advised she attended ED. I can see that you rang ED to let them know that you had referred her - many thanks for doing this, and for your really clear, thorough notes. 		46152		Telephone Triage		Thorne		Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Patient		Email		GP		Yes		No		Foley, Peter		4/18/21		4/21/21		4/21/21		0		0		0		April						

		155		Show		155		2021/2022		Compliment/Thank you		SIUC F2F		4/28/21		4/28/21		Clinical Care or Advice		. I went to bed Friday night only to be woken by someone at my front door at 2.30am.
It was the out of hours doctor telling me that the lab. had found an abnormal result with my blood and the doctor needed to take more blood immediately to retest. As you might expect I was in a daze at what was going on, but the doctor re-assured me that by looking at me she didn’t think there was anything to be concerned. She took more blood, confirmed my mobile number and told me she would be in contact later in the night with the result. At approx. 04.30 I received a call from the same doctor confirming my blood results were normal, much to my relief.
I think this is exceptional service to know that the NHS are looking over us(me) at all times, no matter what time of day or night. I am not an emotional man but I do have a tear in my eye while typing this message		47581		Patients home		Allen		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Patient		Email		ANP		Yes		No		Gail Gourlay		4/24/21		4/28/21		4/28/21		0		0		0		April						

		156		Show		156		2021/2022		Compliment/Thank you		SIUC CAS		5/11/21		5/11/21		Clinical Care or Advice		A doctor called back and I didn’t catch his name, but he was extremely helpful. I am a GP myself and needed a second opinion regarding my father’s swollen legs and whether DVT investigation was needed. My father’s recent medical history was quite complex and you did not have access to his notes, as he was out of area. Additionally,  it is not necessarily easy consulting with a relative who is medical.  However, this doctor gave a calm, considered and pragmatic opinion, taking my father’s views and my own into account. We felt listened to and the safety netting was wise, allowing us all to focus on Dad relaxing to recuperate from his recent surgery.		50582		Telephone Triage		Simpson		Traci Clutterbuck		traci.clutterbuck@nhs.net		Compliment shared with clinician								No		Carer		Email		ANP/ECP		Yes		No		Dave Coates		5/1/21		5/11/21		5/11/21		0		0		0		May						

		157		Show		157		2021/2022		Complaint		SIUC CAS		5/28/21		6/10/21		Clinical Care or Advice		Ptnt called NHS 111 to complain that he had to push hard to be prescribed antibiotics		59806		Telephone Triage		Jones		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		CD agreed with consulting clinician that their decision not to prescribe antibiotics was correct.		Not Upheld		Resolved by telephone/in person		No		Patient		Verbal		GP		Yes		Yes		Vardanega, Elizabeth		5/27/21		5/28/21		6/25/21		0		9		11		May		Rare		Negligible		1

		158		Show		158		2021/2022		Compliment/Thank you		SIUC CAS		5/28/21		6/2/21		Clinical Care or Advice		Call received by Rota Team from ptnts husband  to say thank you to Dr Y for her amazing consultation. Her action meant his wife avoided irrepairable damage from bacterial mengingitis.		59411		Telephone Triage		Spencer		Clare-Louise Nicholls		clare-louisenicholls@nhs.net		Compliment shared with clinician								No		Other		Verbal		GP		No		No		Yee, Sandra 		5/25/21		5/28/21				0		3		0		May						

		159		Show		159		2021/2022		Complaint		SIUC CAS		6/15/21		6/23/21		Clinical Care or Advice		Patient was unhappy with his journey to access a dentist. He made 2 calls to the NHS111 service and chose option 2.  he came through to the ooh gp service rather than the dental service and we just told him we couldn't help and to call nhs111 option 2.  he eventually managed to access a private dental service but felt that the nhs service should have been accessable for patients in pain. 		65658 and 66297		Telephone Triage		Ford		Lucy Grinnell		lucy.grinnell@brisdoc.org		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Patient		Email		GP/ANP		Yes		Yes		Alden M, Davidson L		6/12/21		6/15/21		7/9/21		0		6		12		June		Rare		Negligible		1

		160		Show		160		2021/2022		Complaint		SIUC CAS		6/23/21		7/22/21		Clinical Care or Advice		Patient is unhappy with her 2 consulations on the 23/6/21, specifically that the clinician did not introduce herself, listen to her and continually spoke over her		69841, 69856		Telephone Triage		Matthews		Frank Burge		frank.burge@nhs.net		The learning from this incident will be widely shared via clincial forums and newsletters		Cliniciians need to be introducing themselves by name, role and service. For a reminder in the newsletter.		Upheld		Resolved by telephone/in person		No		patient		Verbal		ANP		Yes		Yes		Gourlay, G		6/23/21		6/23/21		7/28/21		0		21		4		June		Rare		Negligible		1

		161		Show		161		2021/2022		Complaint		SIUC CAS		6/23/21		6/23/21		Waiting Time		Patient was unhappy with the time it took to obtain a prescription.  I have spoken to her and apologised that we were busy.  She is happy for us to close the complaint at this point		68009, 68048, 68169		Telephone Triage		Willis		Lucy Grinnell		lucy.grinnell@brisdoc.org		Verbal response shared with complainant				Not Upheld		Resolved by telephone/in person		no		patient		email		ANP		Yes		No		Waiting time		6/19/21		6/23/21		7/2/21		0		0		7		June		Rare		Negligible		1

		162		Show		162		2021/2022		Complaint		SIUC CAS		7/23/21		7/27/21		Communication		Ptnt called 111 to share that she was unhappy the clinician advised her to take paracetamol and not call again because there was nothing urther OOHs woul dbe able to do that night. Doesn't know the clinician's name who called her.		80460		Telephone Triage		Matthews		Frank Burge		frank.burge@nhs.net		Review with clinician(s) concerned		Reminder re introductions for clinician involved anda to use synety so calls are recorded.		Upheld		Resolved by telephone/in person		No		Patient		Verbal		ANP		Yes		Yes		Gourlay, G		7/22/21		7/23/21		8/27/21		0		2		23		July						

		163		Show		163		2021/2022		Complaint		SIUC CAS		7/27/21		8/12/21		Clinical Care or Advice		Patients daughter called regarding the end of life care for her father, saying he should have been admitted.		80405		Telephone Triage		Clarke		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		Clinicians should attempt to contact family members irresepctive of time of day when it relates to Respect wishes/plans.		Upheld		Resolved by telephone/in person		No		Guardian		Verbal		GP		Yes		Yes		Mandallion Piotr		7/21/21		7/27/21		8/31/21		0		12		13		July						

		164		Show		164		2021/2022		Compliment/Thank you		AGPT		7/25/21		7/25/21		Clinical Care or Advice		I really wanted to feedback that I spoke to Claire on the IUC professional line on Wednesday and she was incredibly helpful in dealing with a very difficult case. I’d sent a Turkish lady to ED on Monday with suspected cauda equina (all via interpreter) and the patient was triaged in ED and sent home. I spoke to the patient again on Wednesday who still reported the same symptoms. I was unable to get hold of ED via switchboard and called the IUC line. Claire called me straight back having spoken to one of the ED sisters who had advised sending the patient back to ED. As it happened, the patient had a pathological fracture (possibly malignant) with bunching of the cauda equina. Thanks for your help Claire!				Telephone Triage				Anne Whitehouse		anne.whitehouse2@nhs.net		Compliment shared with clinician								No		Other		Email		GP		No		No		Warbis C		7/25/21		7/25/21		7/25/21		0		-1		-1		July						

		165		Show		165		2021/2022		Complaint		SIUC CAS		8/2/21		8/27/21		Clinical Care or Advice		Patient complaint re consultation with AB		84324		Telephone Triage		Coulton		Kathy Ryan		kathy.ryan@nhs.net		The clinical has had a meeting  with the investigator		There are no learning points rlevant to the substance of this complaint. Children's Safeguarding lead and the police were consulted about this complaint and the allegations of child sexual abuse however given the ptnt is not registered, using a fictitous address there is no scpe for tracking the names of children etc to follow this up.		Not Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Bull Andrew		8/1/21		8/3/21		9/6/21		1		19		6		August						

		166		Show		166		2021/2022		Complaint		SIUC CAS		7/24/21		9/16/21		Waiting Time		Patient is unhappy for the delay in waiting for a call back from the OOH. She was covid positive, is an asthma patient and was struggling to breathe.

Patient called NHS111 again and a clinician arranged an ambulance.

When OOH called the patient back, they advised the case would be closed as would need to await paramedic assessment		81124		Telephone Triage		Dixon		Lucy Grinnell		lucy.grinnell@brisdoc.org		The clinical has had a meeting  with the investigator		AW spoke with KT, LW spoke with ptnt. Ptnt hadn't answered phone when called within time frames. Learning points identified for opportunity to assess ptnt and offer F2F which could have over-ridden need for ambulance. Learning to go into newsletter. 		Partially upheld		Resolved by letter		No		Patient		Email		GP		No		No		Thumma Kiran		7/24/21		7/28/21		9/1/21		2		38		-13		July						

		167		Show		167		2021/2022		Complaint		SIUC F2F		8/10/21		8/18/21		Clinical Care or Advice		Patients mother unhappy woth quality of clinical care and advice Arrived with young baby who she felt was having difficulty breathing and was not feeding . She states she was advised to take baby home and keep trying to feed. Next day called 111 again and a blue light ambulance was called to take baby to ED. Baby was diagnosed with Bronchitis, ED commented that they were surprised the OOH gp did not admit.		83666		Cossham PCC		Oram		Chris Dykes		christopherdykes@nhs.net		Verbal response shared with complainant		 His apparent relaxed approach to the consultation and disregarded the concerns about reduced feeding .The fact that the O2 sats we’re mostly 92% and only 95% for a brief period before the probe was removed 
The hospital clinicians reflected concern that the boy had not been admitted upon his consultation 
• That mum felt the safety net could have been clearer. And escalation points to seek further advice (ie pt line, 111 or 999)
• That mum felt he could have labelled the condition as bronchiolitis and explained the usual course of the illness 
		Upheld		Resolved by telephone/in person		no		Parent 		Verbal		GP		Yes		Yes		Obiora Obiagwu		7/31/21		8/10/21		9/14/21		0		6		19		August						

		168		Show		168		2021/2022		Complaint		SIUC F2F		8/13/21		8/25/21		Clinical Care or Advice		Complaint via NHSE. Ptnt unhappy with consultation "Sunday he phoned 111 in the morning and they made an appointment with the OOH doctor who he went to see who was just as useless and could not do anything to help.   She would not listen, she would not help in any way shape or form and he had to walk out of there.  A saw her at the healthy Living Centre in Knowle".		76628		Knowle PCC		Steventon		Frank Burge		frank.burge@nhs.net		Response letter written		Review determined the clinician had consuted appropriately and explained everything in full to the ptnt. A second opinion was offered and refused. Own GP appropriately requested to follow up.		Not Upheld		Resolved by letter		No		Patient		Email		ANP		Yes		Yes		Hanyana, Thelma		7/11/21		8/18/21		9/1/21		3		8		5		August						

		169		Show		169		2021/2022		Complaint		SIUC CAS		8/19/21		9/2/21		Communication		Ptnt complained via NHS111 that clinician was not considerate of her level of pain and told her she was abusing the system.		9,019,490,206		Telephone Triage		Matthews		Clare-Louise Nicholls				Review with clinician(s) concerned		NB will speak with ET about his use of language. Opportunity taken to give LM a message about her use of an urgent care service for non-urgent problems.		Partially upheld		Resolved by letter		No		Patient		Email		ANP		Yes		Yes		Thampi, Ebin		8/19/21		8/19/21		9/23/21		0		10		15		August						

		170		Show		170		2021/2022		Complaint		SIUC CAS		8/9/21		8/31/21		Waiting Time		Ptnt's wife called 111 to complain about the delay in being called back by the CAS and the way the HA and CA spoke to her. PPG led on the complaint response.		81537		Telephone Triage		Dando		Clare-Louise Nicholls				The learning from this incident will be widely shared via clincial forums and newsletters		Review of shift report evidenced the queue had been taken to zero by 07:50hrs however this ptnt had not been called back. LG suspects case was open with a clinician yet nothing entered into it which means the shift manager could not see it. Checking with Adastra who accessed that case that night so the theory can be checked and appropriate learning cascaded.		Upheld		Resolved by letter		No		Other		Verbal		Operational staff		Yes		Yes				7/24/21		8/9/21		8/31/21		0		16		0		August						

		171		Show		171		2021/2022		Complaint		SIUC CAS		8/31/21		9/3/21		Clinical Care or Advice		Ptnt fed back via NHS 111 that she had been prescribed codeine even though she was breastfeeding and she was worried about the harm it could cause a baby.		93648		Telephone Triage		Salameh		Clare-Louise Nicholls				The learning from this incident has been shared with the clinician		Ptnt didn't offer she was breastfeeding even when asked PMH.		Not Upheld		Resolved by letter		No		Patient		Email		GP		Yes		Yes		Gawron, Anna		8/29/21		8/31/21		10/5/21		0		3		22		August						

		172		Show		172		2021/2022		Complaint		SIUC F2F		9/9/21				Clinical Care or Advice		Patients parents querying appropriateness of some of the questioning for consultation in Jan		16762				Ballard		Kathy Ryan		kathy.ryan@nhs.net												Patient		Email		GP		No		No		Holmes, Kathryn		1/21/21		9/9/21				0						September						

		173		Show		173		2021/2022		Compliment/Thank you		SIUC CAS		8/25/21		9/9/21				email message frm ptnt's oGP for excellent service.				Telephone Triage								Compliment shared with clinician														GP		No		No		Warbis, Clare		8/28/21								11				August						

		174		Show		174		2021/2022		Complaint		SIUC F2F		9/13/21		10/20/21		Clinical Care or Advice		Daughter of patient would like to complain that the patients wound was not clened or dressed by the clinician. Also hat the patient was only given two clean dressings and that she was not asked if she was allergic to penecillian before being issued with prescription (patient was not allergic).		98524		Southmead PCC		Loosemoore		Rani Robson		0						Not Upheld		Resolved by letter				Other		Verbal		GP		Yes		Yes		Dominita Neagu		9/13/21		9/14/21		10/19/21		1		27		-3		September		Possible		Negligible		3

		175		Show		175		2022/2023		Complaint		SIUC CAS		9/13/21				Communication		Patient has complained that his case was closed after one attempt at contact made to his mobile phone. He states that his landline was being monitored for a call and did not get tried.		98654		Telephone Triage		Nicholls		Sarah Pearce		0		Response letter written		Clinicians must follow failed contact SOP		Upheld		Resolved by letter				Patient		Verbal		gp		N/A		N/A		Syed Akhter		9/12/21		9/14/21		10/20/21		1		3				September						

		176		Show		176		2021/2022		Complaint		SIUC CAS		9/13/21				Waiting Time		Ptient complaining about the length of time taken for a callback		98959		Telephone Triage		Clark						Verbal response shared with complainant		Clear messaging needed for patients regarding wait times.		Upheld		Resolved by telephone/in person				Patient		Verbal		Various		N/A		N/A		n/a		9/11/21		9/13/21		10/19/21		0						September						

		177		Show		177		2021/2022		Compliment/Thank you		SIUC F2F		9/15/21						Patient gave chocolates and thank you card to host and clinician to thank for a good service.				Knowle PCC		Russel						Compliment shared with clinician																																		September						

		178		Show		178		2021/2022		complaint		SIUC CAS		9/15/21		10/28/21		Waiting Time		Patients husband compaining about a 17+ hour wait for call back and not being advised of how long they would be waiting		98854 and 99102		Telephone Triage		Osmond		Lucy Grinnell		0		Response letter written		Feedback to CH regarding case tags.		Upheld		Resolved by letter				Other		Email		Various		Yes		Yes				9/12/21		9/15/21				0		31				September		Likely		Negligible		4

		179		Show		179		2021/2022		Complaint		SIUC CAS		9/22/21		10/6/21		Waiting Time		Patient complaining about being on a 6 hours disposition but not spoken to for 12.5 hours		10978		Telephone Triage		Barker		Linda Meekhums		0		Verbal response shared with complainant		Patient would like us to share that being referred to thye eye hospital directly from NHS 111 would have saved her an 11 hour wait.				Resolved by telephone/in person				Patient		Email		Various								9/18/21								10				September		Unlikely		Minor		4

		180		Show		180		2021/2022		Complaint		SIUC CAS		9/23/21				Clinical Care or Advice		Nursing home have made contact tp say the fely unsupported with and EOL patient when they wanted to manage him at home. The Severnside clinician wanted to admit the patient.		12653		Patients home		Westman		Rani Robson		0												Other		Verbal		GP						Obiora Obiagwu		9/22/21		9/24/21				1						September						

		181		Show		181		2021/2022		Complaint		SIUC CAS		10/7/21				Care Processes		you did not receive a telephone call back on the 06 October 2021 after contacting the 111 service, he called again later that evening and was offer a F2F appt.  On arriving he felt that the host was very rude prior to him and showed no emphathy.  Pt is expecting a verbal response from TC 		17599, 17747		Telephone Triage		Nott		Lucy Grinnell		lucy.grinnell@brisdoc.org				The patient would like to see more continuity between OOH and OGP.		Partially upheld						Patient		Verbal		Various		Yes		No		NHS111 and OOH Host		10/6/21		10/7/21		11/10/21		0						October		Likely		Negligible		4

		182		Show		182		2021/2022		Complaint		SIUC CAS		10/12/21				Clinical Care or Advice		Father called again at 21:46, patient had missed a dose of medication (I believe due to running out since previous call) and therefore was becoming violent.
1 hour speak to disposition passed over to your service from 111. Pt is expecting a verbal response from TC 

23:38 called again to chase OOH call back

00:56 called again to complain as OOH could not help due to pharmacy being closed. Father was not happy to attend ED with her as worried patient may become violent to staff		19724		Telephone Triage		Horrell		Lucy Grinnell		lucy.grinnell@brisdoc.org						Partially upheld						Parent 		Verbal		Various		Yes		Yes		NHS111 and OOH GP		10/10/21		10/13/21		11/15/21		1						October		Unlikely		Negligible		2

		183		Show		183		2021/2022		Complaint		SIUC CAS		10/15/21				Clinical Care or Advice		TS unhappy with his cosultation with our ED validation clinician.  TS felt that the clinician should have prescribed the meds he req.  He felt the clinicians suggesion that perhaps he may have low BP was incorrect.  The clinician he spoke to later agreed that low BP was highly unlikely given his medical history.  Pt is expecting a verbal response from TC 		20683, 20753, 20755		Telephone Triage		Streetley		Kathy Ryan		kathy.ryan@nhs.net						Not Upheld						Patient		Verbal		GP		Yes		Yes		Dykes, Chris		10/14/21		10/15/21		11/17/21		0						October		Possible		Negligible		3

		184		Show		184		2021/2022		Complaint		SIUC CAS		10/17/21		10/17/21		Waiting Time		Dad felt that waiting time far exceeded the time frames shared by NHS111		21847		Telephone Triage		Milsom		louise whyte		louise.whyte@nhs.net		Verbal response shared with complainant				Upheld		Resolved by telephone/in person		No		Parent 		Verbal		GP		Yes				Waiting time		10/17/21		10/17/21		10/17/21		0		0		0		October		Likely		Negligible		4

		185		Show		185		2021/2022		Complaint		SIUC F2F		10/19/21				Staff Attitude		Patients mum in unahppy with the manner/attitude of the clinician and the examiatin of her child		22700		Knowle PCC		Templar		Frank Burge		frank.burge@nhs.net										No		Parent 		Email		ANP/ECP		Yes				Howes, Andrew		10/19/21		10/19/21		11/19/21		0						October		Unlikely		Negligible		2

		186		Show		186		2021/2022		Complaint		SIUC CAS		10/25/21				Waiting Time		Initial complaint based on waiting times - need to speek to complainant to fully understnd concerns		22323		Patients home		Nevins																										ooh														October						
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		354		Exclude																																																																				

		355		Exclude																																																																				

		356		Exclude																																																																				

		357		Exclude																																																																				

		358		Exclude																																																																				

		359		Exclude																																																																				

		360		Exclude																																																																				

		361		Exclude																																																																				

		362		Exclude																																																																				

		363		Exclude																																																																				

		364		Exclude																																																																				

		365		Exclude																																																																				

		366		Exclude																																																																				

		367		Exclude																																																																				

		368		Exclude																																																																				

		369		Exclude																																																																				

		370		Exclude																																																																				

		371		Exclude																																																																				

		372		Exclude																																																																				

		373		Exclude																																																																				

		374		Exclude																																																																				

		375		Exclude																																																																				

		376		Exclude																																																																				

		377		Exclude																																																																				

		378		Exclude																																																																				

		379		Exclude																																																																				

		380		Exclude																																																																				

		381		Exclude																																																																				

		382		Exclude																																																																				

		383		Exclude																																																																				

		384		Exclude																																																																				

		385		Exclude																																																																				

		386		Exclude																																																																				

		387		Exclude																																																																				

		388		Exclude																																																																				

		389		Exclude																																																																				

		390		Exclude																																																																				

		391		Exclude																																																																				

		392		Exclude																																																																				

		393		Exclude																																																																				

		394		Exclude																																																																				

		395		Exclude																																																																				

		396		Exclude																																																																				

		397		Exclude																																																																				

		398		Exclude																																																																				

		399		Exclude																																																																				

		400		Exclude																																																																				

		401		Exclude																																																																				

		402		Exclude																																																																				

		403		Exclude																																																																				

		404		Exclude																																																																				

		405		Exclude																																																																				

		406		Exclude																																																																				

		407		Exclude																																																																				

		408		Exclude																																																																				

		409		Exclude																																																																				

		410		Exclude																																																																				

		411		Exclude																																																																				

		412		Exclude																																																																				

		413		Exclude																																																																				

		414		Exclude																																																																				

		415		Exclude																																																																				

		416		Exclude																																																																				

		417		Exclude																																																																				

		418		Exclude																																																																				

		419		Exclude																																																																				

		420		Exclude																																																																				

		421		Exclude																																																																				

		422		Exclude																																																																				

		423		Exclude																																																																				

		424		Exclude																																																																				

		425		Exclude																																																																				

		426		Exclude																																																																				

		427		Exclude																																																																				

		428		Exclude																																																																				

		429		Exclude																																																																				

		430		Exclude																																																																				

		431		Exclude																																																																				

		432		Exclude																																																																				

		433		Exclude																																																																				

		434		Exclude																																																																				

		435		Exclude																																																																				

		436		Exclude																																																																				

		437		Exclude																																																																				

		438		Exclude																																																																				

		439		Exclude																																																																				

		440		Exclude																																																																				

		441		Exclude																																																																				

		442		Exclude																																																																				

		443		Exclude																																																																				

		444		Exclude																																																																				

		445		Exclude																																																																				

		446		Exclude																																																																				

		447		Exclude																																																																				

		448		Exclude																																																																				

		449		Exclude																																																																				

		450		Exclude																																																																				

		451		Exclude																																																																				

		452		Exclude																																																																				

		453		Exclude																																																																				

		454		Exclude																																																																				

		455		Exclude																																																																				

		456		Exclude																																																																				

		457		Exclude																																																																				

		458		Exclude																																																																				

		459		Exclude																																																																				

		460		Exclude																																																																				

		461		Exclude																																																																				

		462		Exclude																																																																				

		463		Exclude																																																																				

		464		Exclude																																																																				

		465		Exclude																																																																				

		466		Exclude																																																																				

		467		Exclude																																																																				

		468		Exclude																																																																				

		469		Exclude																																																																				

		470		Exclude																																																																				

		471		Exclude																																																																				

		472		Exclude																																																																				

		473		Exclude																																																																				

		474		Exclude																																																																				

		475		Exclude																																																																				

		476		Exclude																																																																				

		477		Exclude																																																																				

		478		Exclude																																																																				

		479		Exclude																																																																				

		480		Exclude																																																																				

		481		Exclude																																																																				

		482		Exclude																																																																				

		483		Exclude																																																																				

		484		Exclude																																																																				

		485		Exclude																																																																				

		486		Exclude																																																																				

		487		Exclude																																																																				

		488		Exclude																																																																				

		489		Exclude																																																																				

		490		Exclude																																																																				

		491		Exclude																																																																				

				Exclude																																																																				















This is a 111/F2F complaint
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Manager Email

		Name		Email

		Anne Whitehouse

		Chris Dykes

		Ellie Warrington

		Frank Burge

		Kathy Ryan

		Traci Clutterbuck

		Lucy Grinnell

		Sarah Pearce

		Julia Holman

		Linda Meekhums

		Danny Van de Klee

		Jane Glydon

		Nigel Gazzard

		Ray Montague

		Natalie Ryan

		Andrew Mellor

		Julie Marshall

		Louise Whyte

		Rani Robson





































Dashboard







				Compliments & Complaints

				Year		Month		Compliment/Thank you		Informal Complaint		Complaint



				2019/2020		April						

						May						

						June						

						July						

						August						

						September						

						October						

						November						

						December		2		0		3

						January		0		0		6

						February		3		1		2

						March		2		0		3

						Total						



Days to acknowledgement









Average	July	August	September	September	2021/2022	2022/2023	0.66666666666666663	0.66666666666666663	0.5	1	Min	July	August	September	September	2021/2022	2022/2023	0	0	0	1	Max	July	August	September	September	2021/2022	2022/2023	2	3	1	1	







Days to response









Average	July	August	September	September	2021/2022	2022/2023	17.333333333333332	10.333333333333334	10	3	Min	July	August	September	September	2021/2022	2022/2023	2	3	10	3	Max	July	August	September	September	2021/2022	2022/2023	38	19	10	3	







Difference between agreed date and actual date response sent









Average	Grand Total	Min	Grand Total	Max	Grand Total	







Complaints and Compliments by Service

















SIUC CAS	

July	August	September	Complaint	3	4	5	SIUC F2F	

July	August	September	Complaint	2	2	







Complaint Locations





































Complaint - July	Cossham PCC	Knowle PCC	Patients home	Southmead PCC	(blank)	Telephone Triage	3	Complaint - August	

Cossham PCC	Knowle PCC	Patients home	Southmead PCC	(blank)	Telephone Triage	1	1	4	Complaint - September	

Cossham PCC	Knowle PCC	Patients home	Southmead PCC	(blank)	Telephone Triage	1	1	1	4	







Compliment Locations





























Grand Total	Grand Total	







Complaint Type



































Complaint - July	

Clinical Care or Advice	Communication	Waiting Time	1	1	1	Complaint - August	

Clinical Care or Advice	Communication	Waiting Time	4	1	1	Complaint - September	

Clinical Care or Advice	Communication	Waiting Time	3	1	3	







Complaints and Compliments Dashboard



Pivot Table

		Count of Our Reference		Column Labels

		Row Labels		April		May		June				(blank)		July		August		September		October		November		December		January		February		March		Grand Total

		Complaint		5		11		8						6		5		6		3		8		3		6		2		3		66

		Care Processes		2												2		1												1		6

		Clinical Care or Advice		1		6		2						1		1		2		2		2		2		2				1		22

		Communication				2		1						1		1		1				3								1		10

		Prescription / Medication		1		1		2																		1						5

		System Processes						2						2								1										5

		Waiting Time				2		1								1		2				1		1		2		2				12

		Staff Attitude		1										2						1						1						5

		Records Management																				1										1

		Compliment/Thank you				6		2						2		2		1		3		4		2				3		2		27

		Care Processes																		1												1

		Clinical Care or Advice				1														2		2		2				3				10

		Communication																				1										1

		(blank)				5		2						2		2		1				1								2		15

		Informal Complaint						1												2								1				4

		Clinical Care or Advice						1												1								1				3

		Staff Attitude																		1												1

		(blank)								394		1																				395

		(blank)								394		1																				395

		Grand Total		5		17		11		394		1		8		7		7		8		12		5		6		6		5		492





Look Up

		Our Reference		Governance Year		Type of event		Service		Date received		Date closed		Complaint type		Summary of complaint		Location		Patient Surname		Manager leading the complaint investigation and response		Actions taken		What are the learning points		Complaint upheld status		Resolution		Serious untoward event		Complainant		How was the complaint received		People involved		Call details retrieved		Voice recordings retrieved		Who is complaint about		Date of Event		Date acknowledgement sent		Agreed response date		Likelihood		Consequence

				2019/2020		Complaint		SIUC NHS 111		1/1/10		1/1/10		Care Processes				Clevedon PCC				Anne Whitehouse		Acknowledge receipt to a third party				Not Upheld		Escalated to director		Yes		Carer		Email		ANP		Yes		Yes				1/1/10		1/1/10		1/1/10		Almost certain		Negligible

				2020/2021		Compliment/Thank you		SIUC CAS		1/1/50		1/1/50		Clinical Care or Advice				Cossham PCC				Chris Dykes		Request more time to respond				Partially upheld		Resolved by letter		No		Guardian		Letter		CA		No		No				1/1/50		1/1/50		1/1/50		Likely		Minor

				2021/2022		Informal Complaint		SIUC F2F						Communication				Knowle PCC				Clare-Louise Nicholls		Response letter written				Upheld		Resolved by telephone/in person				Other		Verbal		ECP		N/A		N/A										Possible		Moderate

				2022/2023		Moved to Information request		SIUC CAS/F2F						Loss of Samples				Locking Road PCC				Ellie Warrington		Review with clinician(s) concerned						Unresolved				Parent 		PSQ		GP														Unlikely		Major

						moved to Health Professional feedback		AGPT						Prescription / Medication				Nicholson House				Frank Burge		The clinical has had a meeting  with the investigator						Referred to PHSO to facilitate a resolution				Patient				HA														Rare		Catastrophic

														Records Management				Osprey Court				Kathy Ryan		The learning from this incident has been shared with the clinician														GP/ECP

														Staff Attitude				Patients home				Traci Clutterbuck		The learning from this incident will be widely shared via clincial forums and newsletters														GP/ANP

														System Processes				Southmead PCC				Lucy Grinnell		Verbal response shared with complainant														ANP/ECP

														Waiting Time				AGPT				Sarah Pearce		Compliment shared with clinician														Operational staff

																		Telephone Triage				Julia Holman																Various

																						Paul davies

																						Danny Van de Klee

																						Jane Glydon

																						Nigel Gazzard

																						Ray Montague





Risk Score

		Almost certain		5		Negligible		1										Likelihood		Consequence

		Likely		4		Minor		2										Almost certain		Negligible

		Possible		3		Moderate		3										Almost certain		Minor

		Unlikely		2		Major		4										Almost certain		Moderate

		Rare		1		Catastrophic		5										Almost certain		Major

																		Almost certain		Catastrophic

																		Likely		Negligible

																		Likely		Minor

																		Likely		Moderate

																		Likely		Major

																		Likely		Catastrophic

																		Possible		Negligible

																		Possible		Minor

																		Possible		Moderate

																		Possible		Major

																		Possible		Catastrophic

																		Unlikely		Negligible

																		Unlikely		Minor

																		Unlikely		Moderate

																		Unlikely		Major

																		Unlikely		Catastrophic

																		Rare		Negligible

																		Rare		Minor

																		Rare		Moderate

																		Rare		Major

																		Rare		Catastrophic





Holidays

		Bank Holidays

		4/19/19		Fri		Good Friday

		4/22/19		Mon		Easter Monday

		5/6/19		Mon		Early May bank holiday

		5/27/19		Mon		Spring bank holiday

		8/26/19		Mon		Summer bank holiday

		12/25/19		Wed		Christmas Day

		12/26/19		Thu		Boxing Day

		1/1/20		Wed		New Year’s Day

		4/10/20		Fri		Good Friday

		4/13/20		Mon		Easter Monday

		5/4/20		Mon		Early May bank holiday

		5/25/20		Mon		Spring bank holiday

		8/31/20		Mon		Summer bank holiday

		12/25/20		Fri		Christmas Day

		12/28/20		Mon		Boxing Day (substitute day)





Charts

				April		May		June		July		Aug		Sept		Oct		Nov		Dec		Jan		Feb		March

		Clinical Care or Advice		1		1		2		1		4		3

		Care proceses

		Staff attitude		1

		Prescription / Medication

		System Processes

		Waiting Time		1				1		1		1		3

		Communication								1		1

				April		May		June		July		August		September		October		November		December		January		February		March

		Not Upheld		1		1		1				3

		Partially upheld		2						1		1

		Upheld		0				2		2		2		1

				April		May		June		July		August		September		October		November		December		January		February		March

		Compliment/Thank you		4		2		0		1		1		1		0		0		0		0		0		0

		CAS/F2F		March		April		May 		June		July		August		September		October		November		December		January		February		March

		Care Processes

		Clinical Care or Advice				1		1		2		1		4		3

		Communication										1		1

		Prescription / Medication

		System Processes

		Waiting Time				1				1		1		1		3

		Staff Attitude				1

				Not Upheld		Partially Upheld		Upheld

		April		1		2		0

		May		1

		June		1				2

		July				1		2

		August		3		1		2

		September						1

		October

		November

		December

		January

		February

		March

				Not Upheld

				Partially upheld

				Upheld

				April		May		June		July		August		September		October		November		December		January		February		March

				1		1		1		0		3		0		0		0		0		0		0		0

				2		0		0		1		1		0		0		0		0		0		0		0

				0		0		2		2		2		1		0		0		0		0		0



Sept 2021  CAS/F2F complaint categories





Clinical Care or Advice	Care proceses	Staff attitude	Prescription / Medication	System Processes	Waiting Time	Communication	3	3	



CAS/F2F complaint outcomes



Not Upheld	

April	May	June	July	August	September	Partially upheld	

April	May	June	July	August	September	Upheld	

April	May	June	July	August	September	





CAS/F2F Compliment/Thank you



Compliment/Thank you	April	May	June	July	August	September	October	November	December	January	February	March	4	2	0	1	1	1	0	0	0	0	0	0	





CAS/F2F Complaints Sept 2021





Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	1	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	2	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	1	1	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	4	1	1	

Care Processes	Clinical Care or Advice	Communication	Prescription / Medication	System Processes	Waiting Time	3	3	



CAS/F2F Complaint Outcomes



Not Upheld Partially upheld Upheld	

April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	Not Upheld Partially upheld Upheld	

April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	Upheld	

April	May	June	July	August	September	October	November	December	January	February	March	0	2	2	2	1	





Complaint Outcomes



Not Upheld	April	May	June	July	August	September	1	1	1	3	Partially Upheld	April	May	June	July	August	September	2	1	1	Upheld	April	May	June	July	August	September	0	2	2	2	1	









Risk Score Charts

		Count of Our Reference		Column Labels

		Row Labels		1		2		3		4		Grand Total

		2019/2020		5		3		4		2		14

		January		2		1		2		1		6

		February		2				2		1		5

		March		1		2						3

		2020/2021		3						1		4

		April		1						1		2

		May		2								2

		Grand Total		8		3		4		3		18

		Governance Year		(Multiple Items)

		Month		(All)

		Row Labels		Count of Our Reference

		1		8

		2		3

		3		4

		4		3

		Grand Total		18



Risk Score by Month











1	January	February	March	April	May	2019/2020	2020/2021	2	2	1	1	2	2	January	February	March	April	May	2019/2020	2020/2021	1	2	3	January	February	March	April	May	2019/2020	2020/2021	2	2	4	January	February	March	April	May	2019/2020	2020/2021	1	1	1	Year/Month







Count









Overall Risk Scores





Total	

1	2	3	4	8	3	4	3	





complaint not for SIUC or Brisd

																				NO CASE FOUND BY PPG OR BRISDOC FOR THIS PATIENT - COMPLAINT CLOSED he rang their Out of Hours service. He informs me that he was told it would be four hours before someone could attend and that he then called for an ambulance. He states that an ambulance did not come, but when an Out of Hours nurse arrived at 5.30am, he was called by the ambulance service who told him that the ambulance he had requested had subsequently been cancelled by the Out of Hours service. 
Mr Sohus-Blackmore wishes to have an explanation for the Out of Hours service cancelling the ambulance he had requested.

		153		2021/2022		001		2021/2022		Complaint		SIUC CAS/F2F		4/9/21		4/13/21		Clinical Care or Advice				n/a		Patients home		Sohus- Blackmore 		Traci Clutterbuck		traci.clutterbuck@nhs.net		Acknowledge receipt to a third party				Not Upheld				No		Carer		Email		Various		No		No		No cases found by PPG or BrisDoc		12/2/20		4/9/21		4/30/21		1		5		21		April		Rare		Negligible		



Complaints received but no contact can be found by PPG or IUC
	


mailto:traci.clutterbuck@nhs.net
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“This patient is registered with the Violent Patient Scheme. Do not arrange to see
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