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• 13:00-13:15 - Introduction

• 13:15-14:00 - Discussion on key definitions of risk and patient 
safety

• 14:00-14:10 - Coffee break

• 14:10-15:10 - Using data from patient complaints to identify risk

• 15:10-15:20 - Conclusion and evaluation

• 15:20-15:30 - Next meeting

Meeting agenda
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• Discussion on key definitions
• To identify risk to patient safety there needs to be an understanding of what 

constitutes “risk” and what constitutes “patient safety”.
• A common definition of risk is a probability of damage that may be avoided through 

pre-emptive action, whereby a risk score probability multiplied by consequence.

• The simplest definition of patient safety by WHO is “prevention of errors and 
adverse effects to patients associated with healthcare” 

• Both definitions are rather high level and needs translating when calculating risk to 
patient safety. 

• We suggest a tour de table in small, where we share our experiences in 
defining “risk and patient safety”.

• Using data from patient complaints to identify risk 
• It is our impression that many of us use data from registered patient 

complaints to identify risk, and have established or are working to establish 
dash-boards where data regarding complaints are translated into a colour-
code. 

• We will present how DPSA use data from patient complaints and how the 
algorithm for “colour-coding” is constructed.

Introduction
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• Discussion where we share our experiences in defining “risk to patient 
safety” and using this to identify risks.

Discussion on key definitions
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 Assignment
1. Gather into designated groups.

A group representative has been chosen in each group.
2. Discuss and capture areas where the group is in agreement and where 

the group is not in agreement.
Each group has a wallpaper with the questions and is kindly asked to 
capture the discussion there.

3. Return for plenum presentation.
Bring your wallpaper.

4. Each group representative gives a short 5 min summary of the group 
discussion.



10 min – see you at 14:10

Coffee break
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• It was our impression at the 
last meeting that…

• many of us use data from 
registered patient complaints to 
identify risk.

• many of us have established or 
are working to establish 
dashboards where data 
regarding complaints are 
translated into a colour-code.

Using data from patient complaints to identify risk
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• Use of data from patient 
complaints at DPSA

• How the algorithm for “colour-
coding” is constructed

• How data is presented to our 
end users

Using data from patient complaints to identify risk
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• Patient complaints

• Criticality of open complaint 
cases

• Green

• Yellow

• Orange

• Red

• None

• Criticality of closed complaint 
cases

• Other parameters

• Results from previous audit 
visits

• Newly started treatment facility

• Years since last audit visit

• Frequent changes in 
healthcare facility responsible 
doctor/dentist

• Healthcare facility type

• Geolocation of healthcare 
facility

Using data from patient complaints to identify risk
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How the algorithm for “colour-coding” is constructed



• Patient complaints

• Criticality of open complaint 
cases

• Green         Number of cases X 2 points

• Yellow         Number of cases X 4 points

• Orange       Number of cases X 6 points

• Red            Number of cases X 8 points

• None          Number of cases X 1 point     

• Criticality of closed complaint 
cases

Using data from patient complaints to identify risk
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How the algorithm for “colour-coding” is constructed

Cases Points

0 0

2 8

0 0

0 0

1 1

Score 9



Using data from patient complaints to identify risk
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How the algorithm for “colour-coding” is constructed

Cases Points

0 0

2 8

0 0

0 0

1 1

Score 9

>5  = Red
3-5 = Yellow
0-2 = Green

(*Actual points given and colour thresholds are still being determined)



How data is presented to end users

Using data from patient complaints to identify risk
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• Our end users requirements for a dashboard

• An overview of all healthcare facilities
• Information needed to identify healthcare facilities in need of a visit

• Information that identifies the healthcare facility and the owning organisation

• Calculated risk score

• Facility type and category

• Latest and next planned audit visit

• A detailed view of an individual healthcare facility
• Information needed to prepare for an audit visit

• Details on the parameters that lead to the calculated risk score

• Information from and links to open and closed patient complaint cases, as well as 
open and closed audit visit cases.

• Contact information, specialities, volunteer work only 

• Links to owning organization profile in other databases



How data is presented to end users

Using data from patient complaints to identify risk
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DEMO

(All data displayed in the demonstrated dashboard are test data)



Questions?

Using data from patient complaints to identify risk
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• Algorithm for “colour-coding”

• Experiences and possible pitfalls?

• Data presentation to end users

• Experiences and possible pitfalls?



• Summary and conclusion

• Evaluation of meeting form

Conclusion and evaluation
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Spring 2019 in Scotland
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Next meeting

• Suggestions for meeting topics

• AOB



See you in Scotland

Thank you !

EPSO Risk Working Group Meeting

October 10th 2018


