CJRLDatix

RISKMAN REFERENCE GUIDE TO REVIEWING FEEDBACK

Introduction

This guide is aimed at Line Managers who are required to
review and investigate feedback reported by their staff.

Role of the Line Manager

When a feedback notification is entered by a staff member
reporting to you, you will be notified via email. You can
either

e  Click on the link in the email to open the notification or

e  From the menu select My Workspace -> Review My ->
Feedback. This will display a list of feedback
notifications entered by you; your staff; or those that
you have been granted permission to via an alert,
distribution list or a Journal

Review the details of the Feedback

e Check the Review History to see who else is aware of
the feedback notification

e C(Create a Distribution List if others need to be informed
of the feedback

e  Optional: Bookmark the feedback notification to
enable a quick return to the notification if required

e Check consistencies of Issue Classifications if applicable
e Save any details that need immediate change
Investigate any Complaints/Enquiries/Suggestions

e Return to the Feedback (via Bookmark or Entered
Feedback page)

e Acknowledge complaints/enquires/suggestions and
update the Date Acknowledged field

e Ifa complaint is a result of an Incident, link the incident
to the complaint

e Add/Assign Journal Actions

e Edit Issues/Suggestions/Enquiries — Ensure these are
followed up or update as required

e Provide a response to the family — This may include
ensuring that all relevant documentation is linked to
the Feedback notification via the Documents section
and recording any response that may have been
provided to the family e.g. phone calls, correspondence
via the Journals

Close the Feedback Notification

e Complaints may need to be resolved within a specific
period of time e.g. within 30 days of being received.
The Line Manager’s role maybe to ensure that the

Issues, once completed, are resolved & closed
Journal Actions, once completed, are marked
as actioned

o The Feedback Notification, once completed, is
closed.

e Remove the Bookmark if required

e Optional: Mark the Feedback notification as Finalised

Reviewing Feedback

If | know the ID of the Feedback Notification you can use
the “Go To” function to locate the notification

1. Press the GoTo 0 icon on the menu or press ALT-G
2. Select Item = Feedback and enter the ID
1. Press Enter or the Go button

2. If you have permission to the notification it will be

displayed
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Feedback Review

You may make any changes to the form that are appropriate. Then click 'Submit' at the bottom of the page.
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Version Control
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Ralated £ Incident o e
Has an aitempt been made 10
resolvs the =

B

2.

If changes are made to the feedback notification, press
Save Feedback ©

Can | link a Complaint to an Incident?

Save
‘Save any changes you have
‘made o this Feedback, and
el 1 the Inbor

- @

Review History

1. Review the feedback and investigate as required

e  Fields displayed in ® are mandatory and

must be completed before saving the notification

e [fyou receive a complaint and compliment from
the same person a linked feedback may have been
created. If so, the ID’s of the linked feedback will
appear in the Control Panel of the reviewed
Feedback. Click on the respective ID ® to view the
other feedback notifications linked with the
displayed notification. Each feedback in the link
needs to be reviewed, updated and saved

separatel

e The Review History ® at the bottom of the
feedback will indicate to you who has been
notified of, edited or viewed the notification,
Create a distribution list to let others know about
the Feedback notification

If a complaint is a result of an incident, the Incident/s that
are associated with the Complaint can be linked

1. Open the Feedback from the Entered Feedback page
2. Onthe Feedback Review page, select ‘yes’ for Related
to Incident? ©
e A Search window will display
3. Enteryour search criteria @ (If you have entered a
Medical/UR/Client Number in the Consumer section, it
will automatically be displayed in the Client ID field in
the Search window)
4, Press Search ©®
5. Check mark @ the incident/s that you wish to
associate the Feedback to
6. Repeat steps 3-5 if you wish to associate more
incidents from another search
7. Press Submit ©
Details
Feedback Item
FLLIE client is unhappy with service
Detail

client is unhappy with the way her son was treated on an

i

Feedback Objectives ]

Related to Incident? o ® Yes (O No

SetectiDs %

Please enter your Event search phrase andior other search criteria then click Search

Search Phrase item Id \
Event category
Incident date From Incident date To - v
= | .|
Region B B Hospital / Site
= )3
Area Patient Hospital Number @
M M
First name (Gontains)
‘Sumame (Contains)
J

@ Search Clear Close

SelectiDs x

Show Filters Close.
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How do | let others know of the feedback?

If, after reading the feedback and looking at the Review
History, you think other people within your organisation
should be notified of the feedback, you can create a
Distribution List

1. Click on the Dist List @ button

2. Search for the users using the Filter List ® option e.g.
filter by the user’s first or last name

3. Highlight the user in the Unassigned List ® and press
Assign O

4. Repeat steps 2-3 if more users are to be notified

5. Recommended: Enter a comment © explaining why
the selected users are being distributed the Feedback.
This comment will be included in the distribution email

6. PressClose @

7. An email notification will be sent to the users on the
Assigned List who have an email address in their user
profile

Note: If there are already users in the Assigned list when you are

creating a Distribution list, it means that the users have not yet
read the Feedback — do not delete them from the list as it may
negate the user’s permission to the Feedback notification. Only the
newly added users will receive the email

ew

hen click 'Submit’ at the bottom of the page.

o

[ Bookmork || Archwe || Alemmier || changemistory][  omtts || ermtJopiayas o %]

Actions,

Can | view comments sent in a Distribution List?

At this stage, it is not possible to view these comments.
They will only be available in the email that is sent to the
respective users

What is the “Bookmark” function?

Bookmarking places the feedback notification into your
Bookmark Items list available in your My Workspace ->
Reminders & Alerts page. You may wish to bookmark (flag)
the feedback as one you would like to follow-up later or
requires further information before investigations are
underway.

To bookmark a Feedback Notification, click on the
Bookmark @ button

Feedback Review

You may maka any changas fo tha form that are appropriate. Than click ‘Submit” at the bottom of tha page.

Control Panel

Version Control
3 There have been no adits. Y

Last edited by:System Manager (Manager) on 14 Sep 2016 11:57:11
Related Ttam ID=

25

Actiona @
[ Boctamarte || avchive || Mlerimr || Ghamgemitorg || ettt || et Jowptsyss [P <]

How do | view my bookmarked feedback?

All your bookmarked feedback (and incidents) will be listed
in your Bookmarked Items @ list under your My
Workspace -> Reminders & Alerts page

1. To open the Feedback, click on the Notification Date ®
link

2. Toremove the bookmark, click the Bookmark button
on the Control Panel

@® | | my workspace | Administration | Reports | Help | Logout | USER: BrenFemandex(Eren)l

Reminders

[ Dsmwtentsiss | Seokmarkedltoms:o | AlocatedActonss | Allocated Journal Actionsi22 T

You have bookmarked the folloving 9 itemg

Type  Days Assianed Ip

Incident 1685 22 Mar 2006 3489
Incident 1666 22 Mar 2006 3451 15 Mar 2006
Feedback 1052 26 fiov 2007 100 25 fiow 2007
Incident 932 25 Mar 2008 3751 25 Mar 2008 i
Incident 515 7Apr2008 3711 5iNov2007 wi
Incident 818 17 Jul 2008 3544 25 Sep 2005 Brett Fe

Incent 414 25 Aug 2005 3857 1A 2005 vinar barh S CenvSockndFooy  Clertvms agarsaie ovards o st
Feedback 55 19 Aug 2010 167 8 Aug 2008  Manager Smith ‘Community Health Centre test

Can | print a copy of the feedback?

A copy of the current version of the feedback notification
can be printed from an opened notification in different
formats e.g. Word™, PDF or Excel™

1. Inthe Control Panel, select an output format @

2. PressPrint ®

Feedback Review

You may maka any changas fo tha form that are appropriate. Than click ‘Submit” at the bottom of tha page.

Last edited by:System Manager (Manager) on 14 Sep 2016 11:57:11
e
R ) )
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How do | add a Progress/File Notes or assign a
task?

Journals are used add progress/file notes and can also be
used to assign a task or action or another RiskMan User.
When you assign an action or task, the assigned user will be
sent an email notification with details of the task and a link
to the Incident

To add a Journal

1. Press Add Journal @

2. Select alJournal Type ®

3. Enter a description ® of the Journal
4. Ifyou are assigning a task

e Enter adue date or select the date using the date
picker in the Followed up Date field ®

e Assign a user in the Follow-up User field @ - press

the Filter button and search for the user. You
will need to select the user from the Follow-up
User field once you have used the filter option

5. PressSave ©

6. If the journal is not allocated to a user, it will
automatically be actioned once the feedback is saved

7. IftheJournal is allocated to a user, once the Feedback
is saved an email notification will be sent to the
allocated user with details of the Journal and a link to
the Feedback Notification

8. Ifthe Journalis not actioned by the due date then an
email reminder will be sent to the allocated user as
well as the creator of the Journal

File Notes. o
'Add Now Journal Entry.

| Journal Type ‘Description Follow Up Allocated To. Journal Follow Up

Tem Actionsd

Journal Entry x

Journal Entry
Journal Type Description

[Action Required 9 ~] 9

DateStamp:

<&

14 Sep 2016 | 13:37
Sent To: Sent Date:
Journal Follow Up: Item Actioned: [ |

ol b et 1 (2 Wici

Add Entry. Cancel

e

How can | view a list of outstanding tasks
assigned to me?

If you have been assigned a task via the Journals, all your
un-actioned Journals will be listed in your Allocated Journal

Actions © list under your My Workspace -> Reminders &
Alerts page

1. Click on the Created ® date link to open the Feedback

2. Once you have actioned the Journal it will be removed

e e e UseR: Bret Femandez (oret) ||
Reminders %
[ e (R e T T
e e R Y s

———— sy gt o paod, iy

Feedbock Mo Dus Otia NoDuaDate 152 Manaser 2922008

oo DO | NSOHAGN 27 Mavsgd | SANIEHD

Incident [SENINSVSIOVERINE] 21 Aug 2006 3576 Manager 21 Aug 2006

Incident [SIINSNSNDNENNNE] 1 Au 2006 3596 Manager 24 Aug 2006

tocitent NUSOPRONRRINN 25 sec 006 3443 Seoteer 26 Sen 200

How do | action a Journal?

If a Journal is assigned to you, to ensure the creator of the
journal knows that you have completed the task, the
Journal should be actioned. To action a journal task follow
the below steps:

1. Press the Action © button next to the respective
Journal

‘Add New Journal Entry

Datestamp Dournal Type Description Bournal Usemame Follow Up Allocated To Ttem Actioned

224 Apr 2017 10:31 Acton &

Plasse action the following task Manager Manager False

Journal Type. A DateStamp: 24 Apr 2017 1031 Reference:

Brsarsi Pl acton the Follwing task -

Follow Up By Date: ltem Actioned: " _.ME_ Follow Up Alocated & s )
o

Created By: Manager New Unsaved Journal Entry

2. A pop-up will appear asking if the journal item has
been actioned. Depending on your system
configuration, you will see either of the below
messages:

Option A

Action Journal %

Journal ID: Not yet saved
Has this Journal Item been Actioned?

Yes
Cancel

Note: Actioning is immediate.

If you see this message click ‘yes’ to action the journal

Option B

Page 4

Valid for Version 21.03



CJRLDatix

RISKMAN REFERENCE GUIDE TO REVIEWING FEEDBACK

Action Journal x®

Journal ID: Not yet saved
Has this Journal Item been Actioned?

Task Completion Date: 24 apr 2017 o

Task Outcome: The task was completed @)

©

Yes

Cancel

Note: Actioning is immediate.

If you see this message you must fill out two mandatory
fields; Task Completion Date @ and Task Outcome @
before clicking ‘yes’ © to action the journal. You will not be
bale to action the Journal without filling out these fields.
Once these fields have been filled out, they will be viewable
from the Journal entry section of the feedback form.

Add New Journal Entry

Datestamp

Follow Up Allocated To Ttern Actionsd

24 Apr 2017 10:31  Acti ion the following task Manager Falze

Journal Type: A DateStamp: 24 Apr 2047 1031 Reference:

Description: Plase action the fallowing task

g Actioned:

Ves Follow Up Allocated vstem tanaer (ranager)
To:

Bok Completion 2442017

The task was cor

mpletad

Soted By: Manager New Unsaved Journal Entry

3. Press Submit at the bottom of the feedback to update
your changes

Can | attach a file to a Notification?

Relevant files of any description, can be attached to a
Feedback notification via the Documents section e.g.
correspondence, photos, policies

1. Press the Add Document @ button
2. Enter a Description @ of the file

3. Press Browse © to locate the file

4, Once the file is selected press Add @

5. A pop-up will appear asking if you want to add another
document or return to the form®

i (1)

atschDocuments (@) x

The maximum allowed document size is 5 MB
Mandatory: Please enter a description of this document:

‘Complaint letter 9

Click the browse button to look for the document you want to add:

Complaint letter.docx X Browse... 9
Click the Add button when you are ready:
Add (4)
Attach Documents x
® Document added successfully ®

What would you like to do?

Add another document Return to the form

To view an attached document

1. Click on the View © icon
you wish to view

next to the document

2. Click on the o icon to view the Document Details

and Document Review History @
R s

D Document Name Description

500037 Complaint letter docx Complaint letter
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How do | know which feedback | have viewed
and those modified since | last viewed them?

Next to each feedback notification on your feedback list
there is a coloured flag which represents your viewing
status of your feedback

4

- You have viewed the feedback and there have been

no modifications

K
-There have been modifications since you last viewed
the feedback

- You have not yet viewed this feedback notification

To view the Review History of a feedback notification

1. Click on the Eye next to the feedback

2. The Review History will display. This information will
enable you to see if there were amendments made to

the Feedback that you were perhaps waiting on

How do | view the changes that have been

made to the feedback notification?

Each time a change is made to a feedback notification
another version of the feedback is created; this ensures the
original version is kept intact. The feedback you are viewing
is always the most current version

Note: There is no history to changes made to Journals, Documents
and Issues; however there is an entry in the Review History
documenting who has made changes in these areas of the
Feedback Notification

To view the changes made to the feedback

1. Inthe Control Panel you will need to click on the
Previous Edit @ icons to view the previous versions of
the Feedback Notification

Feedback Review

You may maka any changas fo tha form that are appropriate. Than click ‘Submit” at the bottom of tha page.

=
(1} ST —

by:System Manager (Manager) on 14 Sep 2016 11:57:11
Related Ttam ID=

24 Mastar 25

Heton
[ Boctomart || avchive || Mlerimer || Ghamgebitory || ettt || et Jowptsyss [P <]

2. To return to the most current version (modifications
can only be made on the current version) click on the
View Last Edit @ icon

Feedback Review

You may make any changes fo the form that are appropriate. Then click Submit’ at the bottom of the page.

Control Panel

Control

There have been no edits. e NEY

L by:System Manager (Manager) on 14 Sep 2016 11:57:11

Related Ttem IDs

24 Master 25

Retons
[ Bootamerk || avaive || leremer || Ghamgemistory || omwtme || pem Joustayan|ror 9]

If | have finished working on a Feedback, how do
| hide it from my Feedback List?

If you have completed working with a Feedback Notification
e.g. if a complaint, it is closed; and you no longer require
the feedback to be shown in your “Entered Feedback” list,
you can “Archive” the Feedback, either from an opened
notification or from your Entered Feedback page

To archive Feedback from an opened Notification

1. Click on the Archive @ button

2. Once archived a tick will display next to this button, an
entry will be added to the Review History of the
notification and it will be hidden from your Entered
Feedback list

Feedback / Complaint Review

You may make any changes to the form that are appropriate. Then click 'Submit’ at the bottom of the page.

Control Panel

Version Contral
i< There have baen no adits e

Last edited by:default (default) on 14 Sep 2016 15:47:07

o
nookmark ||+ Archive || aertmer || Ghamgewistory || ommimt || promt oy s [Por <]
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To archive Feedback from your Entered Feedback page

1. Check mark @ the feedback that you would like
archived

2. Pressthe Archive ® icon = The feedback will be
hidden from your Entered Feedback List

o e}

s EER

“Clone and Link” @

copy of the Feedback

icon which will open a

3. If the feedback notifications were entered separately
they can be linked together using the “Link Records”

& icon on the “Entered Feedback” page

How can | tell if feedback has been linked?

L T e S S S e

How do | view a feedback | have archived?

%3

1. Go to Selection Settings by clicking on the
icon @

2. Select Show Archived ® and click Apply Settings
(3]

3.  An Archived @ column will display, indicating
which feedback has been archived. Archived
feedback can still be opened and modified if
required

What is a Linked Feedback notification?

A linked feedback is when one or more Feedback
notifications have been linked together for a specific reason
e.g. a complaint and a compliment have been received by
the same person; or one person has provided multiple
complaints over a period of time

Linked Feedback can be created 3 ways

1. After the first notification is submitted, by clicking on
the “Click here to create a linked feedback” button
after a new Feedback notification has been saved

2. From the “Entered Feedback” page by checking the
notification you wish to link from, and pressing the

On opening the feedback notification from the Entered
Feedback page, the ID’s of the linked feedback will display
in the Control Panel under the Related Feedback heading.

Note: The “Group” column available in the Incident Lists page is
not available in the Feedback listing pages.

Feedback Review

You may maka any changas fo tha form that are appropriate. Than click ‘Submit” at the bottom of tha page.

Control Panel
Version Control

e There have been no edits. 202

Last edited by:System Manager (Manager) on 14 Sep 2016 11:57:11

[ Boctemart || avchive || Mlerimer || Ghamgebitory || ettt || et Jowptsyss [P <]

How do I create a new linked feedback from an

existing notification?

If you need to create a linked feedback from an existing
notification

1. Onthe Entered Feedback page, click on the Record
Selector @ next to the feedback you wish to create a
linked feedback with

e

2. Pressthe Clone and Link ® icon

3. A copy of the Feedback notification will open. Make
any changes to the feedback as required and press
Save Feedback

4. If you then need to create another linked feedback
after saving the notification press the “Click here to
create a related ‘Link Feedback’” button on the
Feedback Saved page

How do | link 2 or more feedback together?

If you find that 2 or more feedback notifications should
have been linked but were not
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Link Records

o 0006 00
e - ot Al
Linking/De linking Reason: TN De50n was nvoved in the event aisd| )
sttus @ excude |10 (Wha/What) Fiest Nome (Who/What) Sumame
e o 285 8rown
o ©

1. Add the ID of a record you wish to link

2. New: Enter the reason you are linking/de-linking this
new record. The reason will be recorded in the Review
History of the master record. Another Review History entry
will be made in the master record while performing actions
like linking, de-linking, changing the master record, and
dissolving the group.

Review History

Date + User % Notes

27 Mar 2017 13:17 System Manager (Manager]  Created the incident item.

27 Mar 2017 13:17 System Manager (Manager) Incident item posted.

27 Mar 2017 13:17  System Manager (Manager] Mot recently viewed.

27 Mar 2017 13:17 Megan Kirkby (kirkbym) User Alerted and Email SENT. Alart ID: 2

27 Mar 2017 13:17 Kim Edgar (edgark) User Alerted and Email SENT, Alert ID: 18

27 Mar 2017 13:17  Anne Wright (wrighta) User Alerted and Email SENT, Alert ID; 20

27 Mar 2017 13:17  Anthany Vidler (vidlera) User Alerted and Email SENT. Alert 1D; 21

27 Mar 2017 13:17 Peter Simmonds (simmonp)  User Alerted and Email SENT. Alert 1D: 22

22 Mar2017 3702 Ui L Lsar 8lacted and Email NOT SENT alact 10 4
27 Mar 2017 13:26  System Manager (Manager]  Linked to ID 282

27 Mar 2017 13:36  System Manager (Manager Linking/De-Linking Reason: This person was involved in the event also

3. Click to link the record you entered in @

4. New: Search tool helps you find a record so that you
don’t necessarily need to know its ID number:

Select Records x
Please enter your Incident search phrase and/or other search criteria then click Search
Search Phrase Item Id
(Associated) Division (Associated) Department/Service
& ™

(Who/What) First Name (Contains)
(Who/What) Sumame (Contains)

(When) Incident Date From  (When) Incident Date To

Search Clear. Close

5. This info icon will display a tool tip, providing the user
with advice on using the tool:

Link Rec

To link another record with the selected

record and click the add buiton. You can
p Q 0 enter comma separated ID numbers to link
muiiiple records at the same time. If you do
not know the ID number of the record you
lso wish to link, you can search for it by clicking
the search button.

record(s), enter the ID number of the new ——

Name | {(Who/What) Surname

6. De-link all records (previously the “Dissolve Group”
button)

7. Click to exit the dialog

8. New: The Master record will now always be the first one
listed

9. Click to promote a record to be the Master record

10. Click to de-link the selected record

How do | check that | have the right staff
reporting to me?

Refer to the Manager/Staff Relationships Guide accessible
via the menu Help -> Reference Guides

What happens if | go on Leave?

Refer to the Personal Delegates Guide accessible via the
menu Help -> Reference Guides
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