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Lessons Learned File 

	Date 
	What happened 
	Lesson Learned
	Whom
	Where this will be shared

	26.9.2022
	Client raised a complaint regarding how she was informed the RM was leaving.
	To ensure we communicate with clients in a timely and respectful manner
	RQ
	Website /
Staff board

	15.11.2022

	Individualised training for transport clients not taken place (brought up via Allcare) 
	Any new care package taken on we have to assess any individualised needs for training and the staff team to be trained prior to package commencing this can be either via our in-house trainer or external provider. 
	SH 
	Website /
Staff board

	15.12.2022

	Having to rearrange a client visits, ended up with them leaving their house vulnerable in poor weather conditions to go to the shop and nearly falling 
	Client welfare form to be completed if any client visits are cancelled or changed to ensure their safety and well-being
	SH 
	Website /
Staff board

	27.01.2023

	Failing to gain last employer reference for a new starter 
	Recruitment reminded and asked to gain this reference ASAP, closely monitoring staff member (NWP) no concerns raised 
	SH 
	Website /
Staff board

	30.1.23
	Quality Questionnaires
		
	
	

	We have realised that many of the answers 'neither agree or disagree' might be due to the fact that the client doesn’t have an opinions as it isn't relevant to them.

	We, therefore are adding a not applicable column.
	
	

	We are also adding the opportunity for clients to add their name should they wish us to contact them to discuss any issues.



	RQ
	Website /
Staff board

	4.5.23
	Medication charts
	When auditing a clients medication administration sheets many errors were noted and the format was unclear. The format will be changed back to the original and further staff training given. Going forward two members of the management team will review any new documentation.
	RQ/LD
	Website /
Staff board/relevant staff

	5.5.23
	Staff files audit
	An audit of three files identified areas that were not correct. Management going forward will ensure a more thorough audit is completed. Any areas where there are errors identified with the recruitment team to highlight areas for improvement in our paperwork.
Audit paperwork has been updated and expanded to assist with a more robust process.
	RQ/LD
	Website /
Staff board
Management
team

	15.5.23
	Medication audit
	The medication audit from 29/3 was incorrect as it stated there were no errors on the MAR charts. The person responsible for this has since left the business. We have however, updated the form and had a professional discussion around the importance of accuracy in reporting.
	RQ
	Management team

	16.5.23
	MAR chart update
	On obtaining up to date GP evidence to update the MAR chart it was evident that one of the doses did not match the MAR. The blister pack dose matched the evidence.
The MAR chart has been altered and all staff to be refresher trained around cross checking MAR to blister pack.
We will also ensure when carrying out medication audits or if client has been in hospital we recheck this.
	RQ
	Website /
Staff board
Management
team

	12/03/24
	A complaint was received from MS mum regarding staff member LB
	MS mum informed on call , and LD on 12/3, that her mum had met LB and M in town on 15/2 and that her mum had helped LB change M’s pad. M’s mum had kept it to herself for a while but, because of the safeguarding implications, thought it best to bring to our attention. LD and HM saw LB on 12/3 in the office to go through the visit that day. LB informs they didn’t meet M’s grandmother that day and she didn’t change M’s pad in town. Her notes from the visit support this. However LB does admit to ringing M's mum (she had her number in case of emergency when out and about) when it wasn’t an emergency situation
There is no clear evidence to bring this to a disciplinary. MS mum has indicated to LD that her relationship with her mum is volatile, and later she stated she isn’t sure if her mother’s account is correct.
We have decided this will be a lesson learned situation. LD has emailed the whole staff team about inappropriate use of client’s/parent’s phone numbers, and also how to handle speaking to ‘strangers’ when out with clients

	RQ/LD/HM
	Management and staff team

	20/3/24
	A complaint was received due to lack of cover in a care package
	We received notice on a package and a complaint from the client’s father that we had failed to fulfil our obligation to cover the shifts.
We investigated this and realised we had let the family down, largely due to the unreliability of one staff member.
We have learned that we need to be more vigilant if this is happening and take steps to change the staff working with that client.

	RQ
	Management team

	03/10/25
	A complaint was received from a child’s foster parent about care procedures undertaken (or not undertaken) on transport by a particular member of staff (AVE)
	LD investigated the complaint and spoke to AVE. Her training and competencies were all up to date. LD reflected on the photo of the child’s mouth sent by the foster parent and agreed that oral clearance should have been given. Discussed this with AVE. Foster parent was happy for AVE to remain on child’s transport team after LD went back to her, discussed the findings and assured her the following action had been completed

All checklists on transport have been reviewed and amended as necessary as a result and we are looking at this as a lessons learned situation
	LD
	Staff team

	05/12/25
	
A ‘near miss’ was reported in HK’s package by KL regarding the preparation of medication
	LD asked KL to complete an incident form. The carer concerned, RR, was contacted and the procedure discussed with her. Further supervision and training offered to RR but, on reflection, she is “baffled” as to what incident KL is referring to. We have discussed this at length and RR feels the team working with HK are very supportive of each other and mum seems very happy with the support given. This is reflected in the discussions I have had with HK’s mum. RR is aware she can ask for advice and further training at any time.

I will record this as a ‘near miss’ in view of KL’s report/incident form, and I’m satisfied that no further action is currently necessary, but have spoken to the rest of HK’s team and offered further advice and training if needed.

	LD
	HK staff team
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