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Middlesbrough Local Involvement Network (LINk) Meeting

13th July 2009

2pm-4pm

The Trinity Centre, James Street, North Ormesby TS3 6LD 

Present:
Jenny Shepherd 

UNITE Mediation Ltd 



Rukhsana Siddique

Stockton International Family Centre
Eric Chambers                     
Physical Disability Reference Group
Christine Brown

Tees Valley Social Care and Health Alliance
Craig Duerden


MVDA

Mollie Goodall


Individual Member
Rachel Gaffney 

South Tees Hospital NHS Trust 



Anne Frizell


Host Staff
Danielle Pope         

Host Staff



Rachel Duncan

Host Staff

	
	Decision / Action
	By whom & date

	1. Welcome & Introduction


	
	

	2. Presentation.
Complaints Procedure 

Rachel Gaffney, Head of Patient Relations, South Tees Hospital NHS Trust 


	Rachel gave an overview of “The four C’s” – Comments, Complaints, Concerns & Compliments implemented by South Tees Hospital NHS Trust.  In particular she spoke about the revised complaints procedure which came into being on 1st April 09. Covers NHS care and treatment (Not private).  All complaints dealt with at ward level where possible.  PALS offer an informal and usually quicker acting route and handle around 5-600 per quarter.  Formal complaints are all referred to the Chief Executive and are logged, acknowledged and investigated.  The complainant is contacted and asked how they would like complaint dealt with.  If not satisfied with final response can refer to Health Service Ombudsman (review full case) and complainant can take legal action.  Media reports can influence type of complaints.  Most common – car parking, outpatient appointments, waiting lists.
In the last quarter the Trust received more compliments than complaints.
Rachel was thanked for her time and interesting presentation.


	

	3. Apologies
	Sharon Meadows
Louise Bainbridge

Joanne Cole

Bob McMillan has resigned from post for personal reasons. Letter of thanks to be sent.
	JS / AF

	4. Minutes of last Meeting held on 13th July

	Agreed as a true record
	

	5. Matters arising. (not already on the agenda)

	PCT Changes to protocol

Agreed – not to review document until March/April 2010.

PCT Out of Hours Survey

Concern expressed at lack of true consultation time allowed from PCT.  Letter has been sent by Chair on behalf of LINks expressing this.

Agreed - PCT to be invited to September 24th event to discuss this.

Discussion on new members wishing to join Core Group (filling current vacancies).

Agreed – all potential members must complete a nomination form, Code of Conduct, Behaviour at meetings and Conflict of Interest forms before joining the group.  Currently there are two possible new members both of whom have been sent the forms but not returned as yet.

Request to attend Core Group meetings.

Agreed – meetings are not open and attendance by non Core Group members is by invitation only.  There will be 4 open meetings each year.

	


	6. Work Plan
	Agreed revised work plan (No.4)

	All

	7. Reports from Members
a. Representing LINk on outside bodies
b. Other interest groups

	South Tees Hospital Trust
Jenny Shepherd’s last report to be circulated to members with papers from this meeting.
Request for Core Group member to be substitute at Patient & Public Engagement Committee meetings – no names forthcoming.

Help the Aged conference

Physical Disabilities

Changing Places

Eric Chambers attended these meetings

Information circulated – copies in office should members wish to see these.


	Host / Office

All
All

	8.  Link Host update.


	Middlesbrough LINk Finances
New financial year started June 2009 
Waiting for final figures from Host organisation for Year 1.  There will be a small carry over figure into Year 2 from the LINk’s budget.
LINk budget June to date circulated
360 Stakeholder Feedback

Still waiting for response from Council 

Agreed – to be an agenda item at next meeting.  Members to work through document collectively.
Letter received (13th July) from PCT asking if representative from LINk could take part in the evaluation process to select the GP provider for Hemlington.  Same person to attend all evaluations starting 20th July (3 days) and 27th July (3 days)
Eric Chambers volunteered.

(Later on checking his diary he was not able to make all the 6 dates required so is unable take part.)


	All

Eric Chambers

	9. Any other business


	Copies of Code of Conduct to be re-circulated at next meeting.

Reminder of Regional Event 15th July - Sunderland

	


Next meeting – 10th August, 2pm at the Trinity Centre, North Ormesby
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