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This session will cover

e |ntroductions

You must

e Background clearly explain

your problem

 Programme Overview
e Project Structure
 An example

 Drawing the session to
a close
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By the End of the Session

You should:

Have an understanding of what is meant by
‘patient experience’.

Know what the Scottish Patient Experience
Programme is.

Have an opportunity to think about how you
currently use patient experience information and
what would help you do more of this.
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Background
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What Is Patient Experience?

Patient Satisfaction vs. Patient Experience
Patient Safety vs. Patient Experience
Public Involvement vs. Patient Experience

Turn to the person next you

Identify one difference and
One overlap

Between each of the above
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Safe & Effective

External ‘process’/journey

Admission/
Referral

v
Assessment/
Treatment

v

Intervention/
Treatment

Discharge Plan/
Exit System

Expectations

Anxiety
Explanation of
procedure/risks
Empathy involved
/Engagement

What has been done to
patient
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Patient Experience

Rights
Based Human ‘internal’/experience

Approach

Clarity about
purpose
“what happens
to me”

\

Choices offered/
patient/carer
engagement

Role

of - Understanding

the aftercare/self care
healthcare - Compliance assured

professional

- Lifestyle change
- Where to aet heln

4

Impact on patient N
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A Part of the Team
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Another Pair of Eyes
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Who Cares?
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Dimensions of Quality
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Context

Delivering for Health

“NHS Boards will be asked to demonstrate
how they are working to achieve year-on-
year improvements by involving the public
In service delivery and in individual
decisions about their personal health care”
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Current situation

*NHS staff collect / use information on how their patients
feel about the services they provide.

*For GP’s, patient information is recorded in the QOF
return

 Nationally there are two surveys which record information
on the views of patients and the public.

*Organisations also collect relevant information e.g.
Scottish Public Service Ombudsman.
ll'!g N/ healthier
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Current Situation

It IS not possible to collate the findings of
local surveys/ other methods to provide
comparison and benchmarking between
Boards or a comprehensive national
picture of patient experience/views.
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An Example of A Way Forward

Inpatient survey 2005
Plymouth Hospitals NHS Trust

The hospital and ward

Did you ever share a room or bay with patients _
of the opposite sex?

Were you ever bothered by noise at night from |
other patients?

Were you ever bothered by noise at night from |
hospital staff?

In your opinion, how clean was the hospital
room or ward that you were in?

How clean were the toilets and bathrooms that |
you used in hospital?

How would you rate the hospital food?

0
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performance score better >
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An Example of a Way Forward

e Multi-disciplinary teams
50, agree care pathways
for 80% of procedures

* Nurses explain care
pathways in pre-
operative clinics

% patients

* New patient information
- leaflets for standard
2002 2004 procedures

[ Staff gave conflicting information
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Programme Overview

DOES

IT HURT
WHEN I DO
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The Patient Experience Programme

« Consistent information regularly collected
across NHS Scotland

* Focused on patient experience
e Useful at both local and the national level

To ...Drive forward service improvement
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The Programme Will Include

Development work to build on experience
Later on, this session will focus on this!

A national programme of patient experience surveys
Other patient experience gathering methodologies
NHS Complaints

NHS/ SE Consultations
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Evidence will then be used to drive
forward change by ...

NHS Boards in their duty to provide year-on-
year improvements in Patient Focus and Public
Involvement

Informing NHS Quality Improvement Scotland
functions

Providing high quality evidence to support the
Scottish Health Councill

Giving the Scottish Government information on

experiences to inform national policy
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Implementing a patient experience
programme for NHS Scotland

Year 1 and 2:
e Acute Care (Inpatient)
 Primary Care (GP Services)

* Disease specific (Long-term conditions +
cancer)

Results available during the next year
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Project Structure

I'm sorry, but the doctor no longer
sees patients in person. But he does
take e-mails from 9:00 until 3:00."
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A patient experience programme for NHS
Scotland: 5 Sub-projects

« Building on Experience

 Measuring Experience (Surveys & other
methodologies)

e Learning from Complaints
e Learning from Consultations
e Closing the Loop
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Patient Experience Project

* Project Steering Group chaired by the Chief Nursing
Officer Paul Martin

 Work will be taken forward by sub projects
o Community of interest/ Website

 Patient Focus and Public Involvement Leads
coordinating for NHS Boards

As the programme is developed the most important
people are you and your patients !
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Building on Your Experience
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An example: Experience Based Design

http://institute.nhs.electern.co.uk/login.aspx?R
eturnUrl=%2fsecure%2fDefault.aspx

http://institute.nhs.electern.co.uk/secure/Defa
ult.aspx




Building on Your Experience

In Groups discuss the following questions

1. How do you know if you are delivering/
receiving a high quality service?

2. How do you make service improvements
happen and who is responsible?

3. What would help you do more of this?

Come up with three key points for each question.
Be ready to report back!



Drawing the Session to a Close



