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The Healthcare Act 2008 requires providers of NHS healthcare services 
to produce an annual quality account in relation to the quality of 
services they deliver. Quality of services is measured by looking at 
patient safety, the effectiveness of the treatments that patients receive 
and patient feedback on the care provided.

Our vision is to provide first class diagnostic imaging that exceeds our service 
commitments and customer expectations. This quality report demonstrates 
our achievements in the past year in support of our vision as well as our 
commitment to evidenced based quality improvement that makes a positive 
difference to our patients.  

Introduction

Definition and Purpose of Quality Account 
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I am pleased to present our Quality Account for 2021/22. This report presents the opportunity 
to provide a clear account of our work over the past 12 months to improve the quality of care 
we provide and to share our priorities for the year ahead. 

We pride ourselves on delivering excellent diagnostic care and we are always looking to find 
new ways to develop and improve the care we offer.

In the last year we dealt with unprecedented challenges associated with the second year 
of COVID-19. We had to make some adjustments and find new ways to support the NHS, 
working closely with  CCGs and Trusts to meet specific requirements for ‘COVID free’ sites 
and to provide additional scanning capacity to meet growing demand.  We introduced 
extended operating days, seven-day COVID-19 protected capacity walk-in centres and mobile 
diagnostic facilities and redeployed our staff from Community to Trust sites to provide 
additional support.

Whilst we faced in to the pandemic storm we 
continued to invest in new equipment in response to 
NHS demand, expanding our mobile scanning fleet 
with an additional 10 MRI, CT, X-ray and DEXA scanners.
  
We continued delivering the highest quality and the 
safest, most effective care throughout this challenging 
time, working in line with Government and NHS 
England guidelines. 

The high quality of the care we provide is testimony to 
our staff. I am immensely proud of the commitment, 
compassion and flexibility demonstrated by our 
people in continuing to deliver our diagnostic services 
throughout the pandemic. 

We always aim to improve our patients' experience by 
asking for feedback and developing our services to better 
meet their needs. This helps us to grow and improve. It 
was wonderful to receive thousands of patient comments 
during the pandemic testifying how pleasant, safe and 
clean they found our services.

We work to ensure all staff feel valued and able to contribute 
to improving our services and the quality of patient care. 
We are committed to providing a high standard of 
diagnostic services and patient care by creating a 
culture of ongoing quality improvement amongst 
our staff teams.  We continue to invest in staff 
training and development in support of this 
objective.

Introduction From The
Chief Executive Officer (CEO) 
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Pleasingly, our ISO 9001:2015 accreditation was 
maintained throughout the year.
A virtual inspection was undertaken in December 
2021. The audit team conclusion, based on 
the results of this external audit, was that the 
organisation continued to fulfil the required 
standards with the management system continuing 
to achieve its intended outcomes. No new non-
conformities were raised.

The face of healthcare changes constantly and 
there continue to be huge pressures on the NHS 
to deliver services that are accessible, embrace 
modern technology, techniques and medicines, and 
remain ‘free’ at the point of use.  Partnerships with 
private providers like Diagnostic Healthcare have 
helped the NHS achieve these targets and change 
the way many services are now delivered.  More 
and more patients are now seen in a primary care 
setting, at clinics based in their own community 
which can improve accessibility, choice and speed 
of care.  The advent of  Community Diagnostic 
Centres presents a further exciting opportunity for 
Diagnostic Healthcare to support the NHS and we 
are shaping our strategy accordingly.  

I am pleased to confirm that the Board of Directors 
reviewed the content of this Quality Account and, 
to the best of my knowledge, the content is an 
accurate reflection of our performance.Liat Karni, CEO

92%

87% 85%

of staff are clear about our goals and objectives focusing 
on continuous improvement and excellent patient care. 

Feel supported 
by their team 
and...

see their career 
development needs 
as being catered for.

5
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To deliver outstanding 
healthcare services as 
a technology focused 
leading provider

To provide first class 
patient care on every 
occasion with a world 
class workforce

Our company values were 
developed by our staff 
and shape our beliefs and 
behaviours and include:

Respect: we treat colleagues and patients the way that we would like to be treated, 
encouraging each other to grow and develop in the workplace. 
We treat people as individuals and understand that strength comes from our diverse 
workforce. 

Care: We work as a team to provide the highest standard of care in a welcoming 
environment. We are committed to ensuring that every patient and employee feels safe 
and valued. We listen to those we serve and work alongside, we learn from feedback and 
constantly make improvements.

Professional: Our employees work to deliver the best possible experience for each patient. 
A culture of innovation and continuous improvement ensures that we are providing the 
best possible service.

Safe: The safety of our patients and colleagues is at the centre of everything we do. We 
hold each other accountable and work together to create an environment where both 
patients and colleagues feel secure and valued.

Excellence: We deliver our services using the most innovative and advanced equipment 
enabling us to excel in everything that we do.  We strive for continuous improvement as 
leaders in our profession.

Our Vision

Our Mission

Our Values
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The priorities in this year’s report focus on the quality and safety strategy.
Diagnostic Healthcare aims to provide world-class clinical care. This ambition is 
reflected in our strategic objectives and is underpinned by our quality and safety 
strategy which is based on the CQC’s fundamental standards: Safe, Effective, Caring, 
Responsive and Well-led.
We look at these areas when assessing the quality of our services. If they are as good 
as they can be, we believe we will be delivering a genuinely high-quality service to 
patients. 

Our priorities for improvement for 2022/2023 are set out below. 
This year we will improve patient experience by asking more people for input and developing 
services to better meet their needs. We will ensure all staff are valued and feel able to 
contribute to improving our services, and we will ensure our services meet patient needs 
and exceed their expectations.

Priorities For Improvements 2021/2022 

Patient Safety
Improving and increasing the safety of the services we provide by having the correct 
systems and staff in place to minimise patient risk and by being open and honest and 
learning from mistakes when things do go wrong.

Clinical effectiveness
Making sure that the services we provide achieve good outcomes and are based on the 
best available evidence.  Auditing and benchmarking our work to drive a continuous quality 
improvement cycle.

Patient experience
Ensuring that people are treated with dignity and respect through the delivery of patient-
centred services. Demonstrating organisational learning from complaints, incidents and 
patient feedback.

Good management is key for us to provide high-quality services and to maximise the impact 
of our resources in the face of growing demand. During 2021 we have managed to strengthen 
the operating structure by appointing a Chief Operating Officer and a Head of Clinical Services, 
who have a wealth of experience in healthcare and radiology. Our objective for 2022 is to 
further strengthen the quality structure by appointing a Quality and Risk Director.

The following demonstrates 
our sub committee structure 
which provides the appropriate 
assurance to the Diagnostic 
Healthcare Board of Directors

PA
RT 2
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Category

Patient 
Safety

Clinical 
Effective-
ness

Patient 
Experience

Quality Priority

Improve our risk 
management system:
Electronic advanced risk 
management system has 
been implemented during 
2021/2022.

To Increase the number of 
IPC and H&S audits:
The company is developing 
an electronic system 
to integrate Infection 
Prevention and Control and 
health and safety audits

Increase patient 
satisfaction response 
rates with our mobile fleet 
modalities

To develop the current 
electronic recruitment and 
induction system

Attain QSI accreditation:
The QSI sets national quality 
criteria for imaging services. The 
QSI aims to improve the quality 
of care for people attending an 
imaging service. It sets out best 
practice to improve patient care 
and outcomes. The company 
completed level 4 out of 5 levels 
in 2021/2022.

Improve communication 
with staff and the process 
for learning lessons from 
significant incidents and 
events:
Staff quarterly newsletter 
acts as an invaluable 
communication tool 
with our geographically 
dispersed workforce.

Target For 2022/2023

Our focus will be to integrate the electronic system 
with the new national NHS learn from patient 
safety events service which is in the final stages of 
development as a central service for the recording 
and analysis of patient safety events that occur 
in healthcare. Diagnostic Healthcare is committed 
to sharing learning and to learn from other 
organisations to keep patients and staff safe.

This development will provide staff with the ability 
to enter and access audit information remotely and 
to review and analyse information easily. It will also 
provide management with the ability to  analyse and 
oversee the performance of specific locations and the 
group performance to drive improvements based on 
accurate and real time data.

The company’s electronic patient satisfaction 
system works well and provides the company with 
a comprehensive analysis of patient views on our 
services. This is shared with staff on a monthly basis. 
The target for 2022/2023 is to bring the mobile fleet 
modalities to the same level of response. 

Develop current system  to include the induction 
and training process of each member of staff with an 
automatic alert system for documents and training 
which are overdue.

We will continue to work towards 
attaining L5 QSI accreditation in 
2022/23.

Introduction of a Safety and Quality section with 
the newsletter offering detailed updates on quality 
activities and progress on the company quality and 
safety strategy. This will keep our staff engaged with 
the company quality plan. In addition, learning points 
raised during the relevant quarter from incidents, 
complaints, patient feedback,  clinical governance 
meetings, case studies and clinical audit will be 
shared.
Introduction of a ‘Quality Check Quick Guide’ as a 
single page update which can be distributed at any 
time to quickly communicate important changes to 
process.
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This statement is designed to provide assurance that the Board has reviewed all 
the information we have on the quality of care provided by Diagnostic Healthcare.

Statement of Assurance From The Board

Diagnostic Healthcare submitted the data security and protection tool kit and met 
all the mandatory standards of the tool kit.

Diagnostic Healthcare submitted and accredited the cyber essential standard.

Diagnostic Healthcare had an external ISO 9001:2015 audit in December 2021 
and received its accreditation with no non-conformities.

Diagnostic Healthcare had an external ISO 14001:2015 audit in November 2021 
and received its accreditation with no non-conformities.

Diagnostic Healthcare effectively responded to the requirements of an in-year 
CQC IRMER inspection identifying areas for improvement in a small number of 
our processes.

During 2021/2022 the monthly quality 
report was prepared and reviewed by 
the Board. 

9
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The Care Quality Commission 
(CQC) is the primary regulator of 
Health and Social Care Services 
in England. As a provider of 
Health and Social Care Services, 
Diagnostic Healthcare is obliged to 
register with the CQC, all services 
meeting the scope of registration. 
All Diagnostic Healthcare services 
are subject to unannounced or 
announced inspections by the 
regulator. 

Diagnostic Healthcare welcomes 
regulatory inspections and sees it 
as an opportunity to demonstrate 
the excellent care it provides and, 
at the same time, as a learning 
tool to make improvements and 
developments when needed.

Following any inspection, a 
robust action plan is generated, 
listing the areas of improvement 
required.  This is reviewed and 
actioned by the operations and 
the clinical teams, overseen by our 
compliance team and is closely 
monitored by the Executive team.

The Care Quality Commission 
suspended on-site inspections 
in 2021/2022 due to the Covid-19 
pandemic.

CQC
Inspection 
Programme

10



Quality Account 21-22  Diagnostic Healthcare ltd

The NHS digital core indicators are not applicable for the specific mobile and community 
diagnostic services provided by Diagnostic Healthcare and, therefore, a different set of 
indicators is presented below.

Recording safety events (Indicator number 25, which is the only indicator which is relevant 
to Diagnostic Healthcare), whether they result in harm or not, provides vital insight into what 
can go wrong in healthcare and the reasons why. We are fully committed to learning from 
these events to prevent recurrence and reduce risk to patients and the organisation. During 
2021/2022, Diagnostic Healthcare used the information gained from incident and complaint 
reporting to develop and support changes in practice. 

Diagnostic Healthcare recognises the importance of continuous evaluation of our services as a 
means of assuring the highest standards of safe care are provided.  As such, all incidents are 
logged in a central incident register with a lead investigator and root cause analysis completed as 
appropriate.  This process enables development and completion of action plans, identification 
of the components of good practice that reduce the potential impact of the incident and 
lessons learnt. Appropriately identified actions to prevent recurrence are implemented and 
staff trained accordingly. 

It should be noted that incidents do not necessarily result in harm, rather a deviation from 
expected delivery, and can relate to matters such as procedures, policies and systems.

Our incident rate per 100 patients in the reporting period was 0.02

There has been 1 reportable CQC IRMER incident and no severe harm incidents in 2021-2022

We are committed to reducing avoidable harm and improving patient safety. 

When an incident happens, we are open and honest in informing the patient. 
We ensure we fulfil the duty of candour requirements. 

Reporting Against Core Indicators

Patient Safety

Year

2018-2019 14 0

2019-2020 7 0

2020-2021 24 0

2021-2022 17 0

Number of patient 
safety incidents

Number of patient safety incidents 
resulting in severe harm or death

11

The duty of candour is our statutory obligation to be open and transparent when an incident occurs.
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Staff are informed of the results both collectively and individually. A monthly report is presented to 
the Clinical Governance Committee which provides assurance of clinical regulatory compliance 
and the ability to promote shared learning and case studies. 

The audit process follows the Recommendation of the Royal College of Radiologists and/or the 
Society of Radiographers.

We review a minimum of 5% of completed imaging cases and can confirm that the company 
completed 100% of the clinical audits allocated for 2021-2022.

Quality Assurance Framework

Clinical Effectiveness

High and 
consistent 
standards 
of clinical 
practice

Strive for 
optimum
image 
quality

maintain 
clinical safety
for both staff 
and patient

Promote 
excellent
patient 
care

Provide clear and 
accurate reports 
that answer the 
clinical question
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Diagnostic Healthcare has robust clinical governance procedures in place which ensure that, 
with strong clinical performance and clinical leadership, we deliver services which are of the 
highest quality, evidence-based and constantly monitored to ensure that standards are met 
and maintained.

During the reporting period, no national clinical audits and no confidential enquiries covered 
the NHS services that Diagnostic Healthcare provides. 

We do not participate in clinical research.

The Governance Committee oversees a comprehensive internal clinical audit programme 
designed to ensure all staff performing and reporting diagnostic imaging examinations and/or 
varicose vein treatments demonstrate:
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Engaging patients and carers/family is fundamental to transforming the provision of health services 
to people-centred health systems. This requires action by providers, managers of services and 
policy makers to support patients in their engagement in the management of their conditions and 
risks factors in adhering to treatments and in their participation in the clinical decisions (WHO).

Diagnostic Healthcare prides itself on its patient-centred approach and believes that safe and 
effective care must be delivered promptly and have communication, engagement, transparency 
and professionalism at its core.

We are delighted with our patient experience results:

 97.8% of patients would recommend our services to friends and family
 97.8% would come again 
 The average score for our performance overall was 96% which is above our 95% KPI target.

"A friendly, fast and efficient service."

"Excellent help and reassuring advice and information."

"Amazingly professional, compassionate and caring service. Felt really comfortable and well 
taken care of. Couldn't fault the whole process."

"I really felt my examination went above and beyond what had initially been requested for 
me as the staff member recognised that something other than what I was sent for might be 
causing the problem."

"Lots! Superb staff - helpful and efficient throughout, appointment came through very 
quickly, environment very clean and hygiene/anti-COVID measures very good. Faultless!"

Patient Experience

Examples of feedback
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This year 13,983 patients provided us with their 
feedback and comments about our services via 
our primary satisfaction survey. We have largely 
maintained or improved our excellent satisfaction 
scores across different aspects of our services, with 
a slight decrease in satisfaction in the friends and 
family test. We will continue to identify key themes 
and improvements in these areas to focus on in 
2022/2023.

We also ask patients how likely they would be 
to recommend our services to their family and 
friends (see table below). Out of 13,983 people who 
answered this question, 13,681 people (97.8%) said 
they would recommend our services. We believe 
this indicates that we generally achieve a high level 
of care, which has remained consistent over the 
past year. However, a small number of people would 
be unlikely to recommend Diagnostic Healthcare to 
their family and friends, and we are committed to 
learning from their experience and improving. We 
will continue to monitor this measure and to make 
improvements in response to feedback wherever 
we can.

Patient experience

Friends and Family Test 
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We aim to respond to 95% of complaints within 20 working days. If it is not possible to 
respond to a complaint within 20 days (due to the complexity of the complaint or difficulties 
investigating the concerns raised), we agree a revised timeframe with the complainant. 

Complainants who are dissatisfied with the outcome or handling of their complaint can refer 
their complaint to the relevant ombudsman or regulatory body. 

We received 60 complaints in 2021/2022 (0.02% of total scans). All 60 complaints had a 
satisfactory resolution from the initial investigation and response at Stage 1.

Our policies and procedures are available for each member of staff 
via the company Intranet. All policies, procedures and guidance are 
reviewed at specified intervals with updates electronically stored 
and made available to staff once amended.  This ongoing review 
process enables us to adhere to best practice and to keep our 
workforce up to date with any changes or new guidance.

Patients and carers/family are well positioned to provide 
constructive suggestions about service improvement and examples 
of positive actions taken following feedback include:

Colchester Clinic Parking – patient feedback identified the 
inconvenience of limited parking at the clinic.  Additional car 
parking was sourced and appointment letters updated to 
direct patients to this additional facility.
 
Clinician Request Protocol -  following a patient feedback who 
wanted her urgent scan to be taken by a female clinician, we 
have updated our procedure to routinely ask all urgent referrals 
if they have a preference for a male or female clinician.  

Cheshire Clinic Waiting Room - patients reported difficulty in 
locating the ultrasound waiting area.  Signage was introduced 
to enable patients to find their way more easily.

Complaints

Policies and Procedures

Learning from incidents, complaints 
and patient experience
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Our people are the most valuable part of our company and we strive to ensure that we are the 
employer of choice but also that our people choose a career for life with Diagnostic Healthcare.

Our company prides itself in maintaining a high standard of care by recruiting only people who 
have the skills, qualification and experience required for the job.  We follow stringent and best 
practice pre-employment processes for both contracted and temporary staff.  This includes:

We place a great emphasis on making sure that every member of staff has access to the tools, 
resources and training thereby enabling the delivery of the highest quality care, in the safest way. 

In addition to an ongoing mandatory training programme and professional training we are 
passionate about supporting staff to excel and achieve their personal career goals and ambitions. 
We facilitate this through our annual appraisal process and the design of bespoke training and 
development programmes for all clinical and non-clinical staff.    As a consequence, we have 
supported many team members to promote to more senior positions within our company.

Training and development deployment is overseen by the company workforce committee, chaired 
by the Head of Clinical Services.

In addition to an extensive range of online courses staff are supported to undertake a range of NVQ 
qualifications and post-graduate training modules with the aim of developing staff knowledge 
and skills, quality outcomes for patients and, ultimately, the development and growth of our 
business.

Identity check

Right to work in the UK

Employment history

References

Qualifications and diploma

Professional registration

Disclosure and Barring Service check

Clinical assessment (when relevant)

Occupational Health assessment

Our People

Recruitment

Training and Development
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We have a large team of exceptional people who are experts in their field.. Our staff are committed 
to delivering an excellent service and we like to celebrate their success with them. Our annual 
recognition and awards programme has five categories:

Diagnostic Healthcare has a firm commitment 
to equality, diversity, inclusion and human 
rights. We are proud of the diversified workforce 
we have built and maintain.

The emotional and physical wellbeing of our staff 
is really important to us. We constantly work 
on improving solutions aimed at supporting our 
colleagues. In 2020, we introduced a weekly 
opportunity for staff to have a confidential 
conversation with a senior member of the 
management team. Sometimes it is enough 
just to have someone experienced listen to 
a problem or concern and, sometimes, more 
support isrequired.  In such circumstances, 
we will work with the staff member to access 
that additional support. This is in addition to 
all staff having access to a 24/7 external and 
confidential Employee Assistance Programme 
which staff value highly.

We continue to promote our bike to work 
scheme with some of our staff now increasing 
their wellbeing and fitness as a consequence.

Individuals are nominated by staff with a team judging event followed by an annual awards 
ceremony and celebration. 

1. Mentorship
2. Team Player

3. Customer Service
4. Above and Beyond

5. Excellence

Recognition and Awards

Equality and Diversity

Staff Mental Health 
and Well- Being
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Employee engagement surveys measure 
employees' commitment, motivation, sense 
of purpose and passion for their work and the 
company.

The results of Diagnostic Healthcare's Staff 
Survey were published in May 2021 and we 
were delighted to see an improvement in staff 
responses.

Due to COVID-19, the staff survey was not 
conducted in 2020. The below shows several 
examples to demonstrate staff views on 
Diagnostic Healthcare:

Having reviewed the feedback we have received, the following two areas have been prioritised 
for attention during 2022/23:

Communication: implementing further initiatives to improve communication with and 
between our staff.  This will include a particular focus on new starters who need greater 
support as they settle into the business. 

Progression: improving development opportunities for non-clinical staff

Employee Engagement Surveys

Staff Survey

Total rate of staff who agreed with the below statements

I am clear about DHC's current goals and objectives

DHC has a strong Management Team

DHC Makes Positive Changes

DHC Cares for its employees

I see my manager as a positive role model

I Feel supported by my team members

I feel free to discuss what I feel and think with my manager(s)

My views are sought out and valued

Agreed rate

81.20%

80.34%

68.37%

71.80%

83.04%

84.83%

85.72%

58.04%

92.47%

84.94%

74.19%

80.65%

82.79%

87.10%

87.10%

67.74%

Agreed rate

2019 2021
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Magnetic resonance imaging (MRI)

Computed tomography (CT)

Non-Obstetric Ultrasound

Vascular ultrasound

Bone densitometry (DEXA)

X-ray

c. Mobile Services

Our portfolio includes 
numerous contracts with 
NHS Hospital Trusts and 
CCGs to provide mobile 
diagnostic services with 
our fleet of scanners and 
relocatable and modular 
units. This provides a flexible 
solution to provide additional 
capacity and support the 
NHS diagnostic and scanning 
provision. 

a. Community Services

Our community services 
are aligned to each CCG’s 
strategy planning. The pathway 
from referral to discharge is 
fully integrated to provide a 
seamless real-time service to 
GP practices and community 
health services.  

We see the technology and 
integration as a key element 
to provide a safe and effective 
service and commit to continue 
investing and developing 
technology with all other 
stakeholders.

b. Fixed Sites/Clinics

Our fixed sites provide a 
range of diagnostic services 
across the country. These 
diagnostic clinics offer 
convenient services to 
local patients, which are 
fully integrated to provide a 
seamless real-time service 
to local CCGs and Trusts. 

Other Information and Annexes
Scope of Service Provided

Services Provided

PA
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Diagnostic Healthcare has a firm commitment 
to equality, diversity, inclusion and human rights. 
This commitment will be evidenced by the 
elimination of unlawful discrimination, promotion 
of equal opportunity and fostering good relations 
in everything we do, this is also demonstrated in 
our most recent published WRES (Workforce Race 
Equality Standards). 

Our dedicated Equality, Diversity and Inclusion 
Committee sets an active programme of 
communications and educational activities across 
the year and our mandatory training via the 
e-learning modules continues to ensure Equality 
and Diversity training is completed.

Diagnostic Healthcare is accredited to ISO 9001:2015 
quality standards, ISO 14001:2015 Environmental 
standards, Working towards the Quality Standard 
for Imaging (QSI) and meets the standards of the 
current Data Security and Protection Toolkit.

Regular internal audits and annual external audits 
ensure the effectiveness of policies, procedures 
and organisational arrangements and supports us 
in meeting the CQC’s standards. 

Diagnostic Healthcare’s Health and Safety Committee 
meets quarterly and continuously monitors the 
arrangements in place to ensure the safety of our 
staff, patients and visitors. Appropriate instruction, 
training and supervision is provided to ensure 
staff are able to fulfil their duties safely and to the 
required standard. Refresher training is undertaken 
annually to ensure staff maintain their skills. Risk 
assessments and control measures have been 
created where work-related hazards have been 
identified and are reviewed regularly to ensure they 
remain current. The committee reviews and updates 
risks and mitigating factors and ensures all control 
measures are implemented.

We are committed, through our Infection Prevention 
and Control Policy, to improving the quality of 
care and promoting high standards of infection 
prevention and control practice. At induction, all 
staff are given infection decontamination training 
commensurate with their role and are then subject 
to periodic unannounced checks and an annual 
audit. Infection prevention and control activity is 
overseen by the Clinical Governance Committee 
and is supported by an external specialist infection 
prevention company.

Quality Assurance and Commitments

Equality, Diversity and Inclusion 

Internal and External Quality Assurance
and Audit

Infection Prevention and Control

Data security and Protection Toolkit

Health and Safety
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Diagnostic Healthcare actively promotes openness 
and honesty with patients and people in its care 
when something goes wrong with their care or has 
the potential to cause harm or distress. We have a 
robust process for communicating with patients, 
family and carers which outlines the processes by 
which openness will be supported. 

Our Radiation Protection Committee meets 
quarterly and aims to provide assurance in relation 
to the safe and appropriate use of ionising radiation 
by the company. The committee is responsible 
for ensuring compliance with relevant radiation 
protection legislation and implementation of best 
practice. This governance function is supported 
by our mandatory appointment to a Medical 
Physics Expert and Radiation Protection Advisor

Duty of Candour

Radiation Protection

The data security and protection Toolkit (DSPT) 
self-assessment is ‘standarxd met’.
The company is also accredited with Cyber 
Essential, last renewal was in March 2022.

All children and adults at risk (adults with care 
and support needs) have a right to protection from 
abuse. We take our responsibility in this regard 
seriously and ensure all staff members are trained, 
understand and comply with our safeguarding policy 
and procedures.  Our  Safeguarding Lead provides 
further support and advice to staff and ensures 
safeguarding continues to be an integral part of our 
quality and governance structures.

Safeguarding and Working with 
Adults and Children 
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Diagnostic Healthcare adheres to good practice 
standards for NHS complaints handling as 
outlined by the Patients’ Association.   Effective 
handling of complaints enables us to understand 
the root cause of a complaint, resolve the issue 
and implement action plans and lessons learnt 
with staff trained accordingly. Complaints trends 
and themes are reviewed by our governance 
committee. 

ComplaintsMaintenance

21

Medical devices are kept safe and effective through 
routine maintenance procedures, supervised by 
professional users, and planned preventative 
maintenance performed by external companies. 
We have maintenance contracts in place with 
our equipment suppliers and specialist medical 
maintenance companies. Our contracts include 
rapid response in the event of breakdown to ensure 
maximum uptime and minimal service disruption.

Diagnostic Healthcare actively promotes a 
healthy speaking-up culture where staff have the 
knowledge and confidence to highlight potential 
problems and make suggestions for improvement. 
Our Whistleblowing policy is in place to support 
this process and to encourage our staff to raise 
concerns at an early stage in a safe and supported 
environment.

Freedom to Speak Up
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