
The purpose of this stop press is to tell you about the biannual customer care 
audit which is now due. This is the second audit of the year, with the first audit 
having taken place in June. 

The biannual audit remains one of NHS Ayrshire & Arran’s priorities to monitor 
our performance against the customer care commitments.
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What are our customer care 
commitments?

Our customer care commitments are a 
set of promises to patients, carers and 
staff when accessing care or services 
within NHS Ayrshire & Arran and are 
part of the organisation’s customer 
service programme. The commitments 
are designed to help us to deliver a 
high quality person-centred customer 
experience for everyone in NHS Ayrshire 
& Arran. 

To find out more about the customer 
care programme click here.

The biannual customer care audit

As part of this, we have committed to 
carrying out a customer care audit at 
least twice every year. The customer care 
audit is relevant to all areas of service. 

The current audit period is the month 
of November. However, data can be 
entered up to 31 December 2017. 

Who should complete the audit?

We suggest that managers, or their 
delegated representative(s), carry out 
one snapshot observation audit with five 
separate staff for each of the three quality 
indicators. Where there are less than 
five staff members within the service, 
observation audits should be carried out 
with all staff.  

http://athena/patcommrels/PFPI/Pages/CustomerService.aspx


Tell us what you think... If you would like to comment on any issues raised by this Stop 
Press, please email comms@aaaht.scot.nhs.uk or write to the Communications Department, 28 Lister 
Street. If you provide your contact details, we will acknowledge your comments and pass them to the 
appropriate departments for a response.

Name and department (optional)

Comments
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The audit is most ideally suited to 
monitoring staff performance within 
services or areas that are accessible to 
the public, patients or other service 
users. However, most aspects can be 
applied to any member of staff. The 
audit is a helpful tool to identify things 
that can be improved within your 
service area. Please encourage as much 
participation as possible. 

How do I fill out the audit?

You can access the audit through 
the new Quality Improvement Portal 
(formerly the Clinical Improvement 
Portal). Please click here and enter 
your normal login details.

For some time now, audit reports have 
been generated using a reporting 
tool called Business Objects. The 
instructions for this can be found in 
the full user guide for the new portal 
which is available here.

If you are unsure about whether you 
should be carrying out this audit, or 
would like more information, please 
call Eunice Goodwin on extension 
26222 or email  
eunice.goodwin@aapct.scot.nhs.uk.

http://xhiis1/CIP/Pages/Login.aspx
http://athena/pdu/QIPortal/Shared%20Documents/User%20Guide%20for%20Quality%20Improvement%20Portal%20-%20Staff%20v5.docx

