

Welcome to the first issue of the Trust’s Adverse Incident Complaints and Claims Feedback Newsletter. An attempt has been made to anticipate some questions you may have, with the answers set out below.
Adverse Incident Complaints and Claims Newsletter – What’s it all about?
The Newsletter has been developed in order to share lessons learnt from trends and themes derived from Adverse Incidents, Complaints and Claims and to ensure that these are brought to the attention of all staff in order to help to prevent similar recurrences.  It is not the intention of the Newsletter to apportion blame or to point the finger at any individual(s).
What am I supposed to do with the information contained within the Newsletter?
The Newsletter is not just for operational staff to consider, but also for Supervisors and Managers who may wish discuss or highlight the content of the Newsletter in meetings with their teams in order to promote best practice.
Will there be other Issues of the Newsletter?
Yes, the Newsletter will be circulated on a quarterly basis?
Who is responsible for the content of the Newsletter?
The Risk/Patient Safety and the Claims and Complaints departments have developed the first Newsletter based on information received from AIR1 forms, complaints and claims. However, as time goes on it is hoped that suggestions on its content are received from other Directorates / Departments from across the Trust including operational staff.

As a Manager, what am I expected to do with the Newsletter? 
The Newsletter will be emailed to Executives, Regional Directors and Heads of Departments for circulation to staff that they are managerially responsible for. Hard copies will be posted out to Locality Ambulance Officers for distribution to all ambulance stations and any other facilities that staff report to. The Newsletter is to be displayed on all Notice Boards for a period of one month from the date of issue. Thereafter the Newsletter should be taken down and kept on a file located in an area that is accessible to staff.
Why must I post it on the Notice Board and not email it to all staff that I am managerially responsible for?
During a recent station walkabout conducted by the Chief Executive and a Non-Executive Director the Notice Board was identified by operational staff as still the most important and reliable method of communication. 
Why must it be kept in a file, and not just be thrown away?
It is important that new starters or staff returning from extended periods of leave are able to access the file and view the Newsletters in order to update themselves on any lessons learnt etc.

Will copies of the Newsletter be posted on the Intranet?

Yes, copies of the Newsletter can be viewed under the Policies and Procedures tab and then clicking on Feedback Newsletters. The Newsletters will be stored electronically in date order with the most recent on the top.
What about Feedback on individual incidents?
If you wish to receive some feedback with regard to an individual incident, complaint or claim you should approach your Line Manager or the Investigating Officer. The Risk/Patient Safety and the Complaints and Claims departments are responsible for providing feedback on trends and themes. 

What If I have a question or query with regard to the content of the Newsletter?
If you have a question or query please contact:

Mike Davies – 01745 532913 or Steve Johnson – 01792 563835
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