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Listening Learning together Improving care and support CHILDREN'S HOSPICE
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1. FEEDBACK -> 4. ACTION >
We make changes

We listen in lots of ways

Day-to-day conversations All feedback, compliments, e Twice-yearly audits of Action plans created to Improvements embedded
concerns and complaints feedback, concerns and address themes and into practice
Post-respite questionnaires are recorded complaints individual issues

Services shaped by the
experiences of children,
young people and families

Feedback after group Information is reviewed « Analysis of themes, trends Complaints investigated in
sessions and events regularly by teams and and any recurring issues line with our complaints

managers o . policy and recorded as
Emails, cards and letters * Audit findings shared with incidents where appropriate Staff learning and

:rhem.e.s and trends are the team, leadership and
identified trustees Clear actions identified,
Positive feedback is shared . - implemented and
Complaints and “grumbles” Triangulated with other monitored to completion

Better outcomes and
to recognise good practice quality data (incidents, experiences for children,
in our operations

Child, young person and safeguarding, surveys, case Learning shared with staff young people and families
family involvement reviews) and teams

development
Compliments

What this looks like What this looks like What this looks like What this looks like What this looks like

Children, young people and Your feedback is listened to, We take a closer look to make We take action to improve
families share their views about understood and used to identify sure issues are understood,
their experiences - what’s what matters most and where learning is identified and
working well and what could we can make improvements to priorities for change are clear
be better. how we work. and actionable.

Care and support continues to
care, experiences and improve, becoming more
processes. We keep families responsive, person-centred
informed where relevant. and meaningful.

How this is governed

Complaints and concerns S Outcomes and learning are
are recorded in our log @ shared with teams, trustees

and managed through the || | || and staff to inform service

incident reporting system. development.

I, A
(‘\\ If you wish to share any feedback, we ‘ e 0161 434 4118 ‘ @ feedback@francishouse.org.uk ‘ www.francishouse.org.uk
\ would love to hear from you.
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