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AIM OF THE SESSION

• Establish an understanding of the Feedback module 

• Reporting Feedback records using the FEED1 form= 
Datix Feedback Module Reporting Form

• Identify, why, what to report and how to report



FEEDBACK – RECORD TYPES

Compliment: Any positive feedback received about a member of Staff or service 
delivery. Positive feedback should be shared with staff involved within 5 working 
days, and the record should be closed within 5 working days. 

Concern: A request for the resolution of a problem or difficulty by a patient, carer 
or representative. Concerns should be addressed immediately, and resolved and 
closed within 10 working days. 

Complaint: A formal expression of dissatisfaction made about any aspect of 
service provided by PC24, made by a patient, carer or representative or member 
of the general public. Acknowledgement, investigation and formal response must 
be completed within 25 working days of the complaint being received. 

Serious/Complex Complaint: Requirement for the resolution of a complaint or 
concern which is highly complex or serious and as such, will take longer to 
investigate. Complainants should be advised of an anticipated 35 working day 
timeframe for completion of investigation and drafting of formal response. 



FEEDBACK – FREEDOM TO SPEAK UP (FTSU)

What is an FTSU Record: When a staff member(s) raises a concern about
malpractice, patient safety, wrongdoing or possible illegality, which
harms, or creates risk of harm, to patients, carers, staff or members of
the public.

FTSU Routes: Staff will continue to report FTSU notifications to the FTSU
guardian (Paul Kavanagh-Fields). These notifications will then be added
to the system by the FTSU guardian and monitored with the support of a
single member of the Quality & Governance team. These records will be
locked down with restricted access.



FEEDBACK LEVEL GUIDANCE



FEEDBACK – ADDING A RECORD

Enter Service/Team name. Please
note that the fields will
automatically populate

Select method of contact used

1. Select “Compliment, Concern or Complaint”

2. Complete the main page and click Submit  to add the record on Datix

The date received will automatically 
populate.  Enter Compliment, Concern or 
Complaint record type

Select the required Level in
accordance with the guidance add
the method of contact and add
record description



FEEDBACK – ADDING CONTACT DETAILS
Please enter initial contact details
by selecting options from the
drop down field.

You need to record all contact
details to enable as they will need
to appear in Datix auto-generated
correspondence

Please select Yes/No highlight if
the complainant is not the
affected individual

Select the Type of person 
affected from the drop down 

menu.  Add first name and 
Surname then click SEARCH If the 

correct person displays click 
CHOOSE The rest of the fields will 

auto populate

Please select yes, if there are 
additional people that were 

affected.



FEEDBACK – ADDING SUBJECTS & DOCUMENTS

Please select the Subject and Su-subject  
from the drop down menus in this 

section.

Please note that you can add multiple 
subjects

The reporter details will automatically 
populate 

Submit record once all the sections have 
been completed

Please select Yes if there are documents 
to be added to the record and a section 

will open up to enable you to attach 
documents

(Instructions on slide 22)

Enter Record Owner Details – this is 
normally the service manager or a 
named person assigned to manage 

Feedback module records



• If you have any queries, please don’t hesitate to contact your line 
manager, or the Quality & Governance team on Datix@pc24.nhs.uk.


