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STAG team liaise 
with named contacts 

in NHS Boards as 
required.  

Note: 
 

1.  Where a query is escalated by Quality Health Ltd., patient informed that query is being escalated and that 
they will be contacted with further information as soon as it is available. 
 

2. Patient’s NHS Board will be the NHS Board of the main hospital that they received treatment. 
 

3. “Other” incidents might be a carer or relative indicating that the patient is not capable of responding or a 
patient having specific comments or complaints about their care. 

General Qs about 
symptoms or injury 

management. 

Helpline staff thank 
patient and respond 
using QH guidance 

(as agreed with STAG 
team). 

Helpline staff thank 
patient and direct 

them to online 
information or if 

required provide the 
patient with the 

STAG generic 
telephone number 
(0131 314 1210). 

STAG team 
informed. 

 

QH removes patient 
from mailing lists 

and flags as “do not 
contact”. 

Patient contacts the helpline provided 
by Quality Health Ltd. (QH) 

General Qs about 
questionnaire/ 
purpose of the 

study/ how results 
will be used. 

Patient does not 
want to participate 

in the PROMs 
programme. 

Other data quality 
issue or incident. 

Helpline staff thank 
patient and direct 
them to their GP. 

Provide patient with 
STAG generic 

telephone number if 
necessary 

(0131 314 1210). 
 

Helpline staff listen 
to and reassure 

patient, signposting 
to the STAG team via 

the generic 
telephone number 

(0131 314 1210) 
and/ or NHS 

Scotland Complaints 
procedure if 
appropriate. 

STAG team informed 
where local input is 

required.  

NHS Board 
investigates, 
cascades to 
clinicians or 

contacts patient as 
deemed 

appropriate in each 
case.  


