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Summary

C complained on behalf of their parent (A) who had been admitted to hospital with pneumonia. C complained that
they found medication on the floor and in A's bedside cabinet. C complained that A's personal care needs had not
been met, as they had not been washed and they had sore gums and an ulcer in their mouth. C also complained
that A had red, sore skin in the groin area.

The board apologised for the fallen medication and advised that they were undertaking a project to reduce
medication errors. They advised that A had not wanted to shower and that both personal and oral care had been
undertaken regularly. They also said that the skin in the groin area had been checked and had only become red
on the day that C visited.

We took independent advice from a nurse. We found that there appeared to be a design fault with the lockers,
such that medication could fall out of the medication pod. We also found that A should have had a personal care
plan and had not been offered sufficient personal care or oral care. We found that red skin had been noted 11
days prior to C's visit but had been recorded as healthy in the interim period. This would suggest that the skin was
not properly checked. Therefore, we upheld C's complaint.

Recommendations
What we asked the organisation to do in this case:

e Apologise to A for providing unreasonable personal care and unreasonable skin care. The apology should
meet the standards set out in the SPSO guidelines on apology available at www.spso.org.uk/information-
leaflets.

What we said should change to put things right in future:

e Person centred care plan to be put in place for patients within 24 hours, as per board policy and skin care
guidance to be followed correctly.

We have asked the organisation to provide us with evidence that they have implemented the recommendations
we have made on this case by the deadline we set.
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