‘Owl’ we know what people NHS

feel about our service? gl

Eunice Goodwin, Patient Feedback Manager, NHS Ayrshire and Arran

Rationale for P u b I i c

encouraging feedback

from patients and the public fe e d b a c k

There is growing evidence supporting the need to involve
patients and the public at all points of planning and designing
health care, however, it is important that the feedback is truly
valued and used to improve services.

We:
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Feedback helps us to deliver the Quality Strategy, which “aims * Carried out a ‘needs analysis’; - <
to deliver the highest quality healthcare to the people of * explored feedback mechanisms in other areas;
Scotland to ensure that the NHS, Local Authorities and the Third » created a ‘system’ to enable feedback data to be managed;
Sector work together, and with patients, carers and the public, . develobed a blan: .
towards a shared goal of world-leading healthcare”. It is the & pran; : NHS Ayrshire & amrce
‘vehicle’ towards the 2020 vision. e consulted extensively with staff and members of the public;

Write: i

ite: ;o;r::sq avall.able at the main entrances to

Patisent);:rshlre and Arran hospitals or from th
eedback Manager on 01563 826222e

e had the proposal ratified by The Senior Management Team

and Health Board; TYPe: Mtp/bitdo/NHS AAfeedback
_ e developed and implemented a communication strategy; sotothe e
Review the feedback process for NHS Ayrshire and Arran in * developed resources; NHS Apraback o
order to:  displayed poster boards and resources in prominent areas ndependun oo
e give patients and the public easy means to feedback; across the premises; and
e encourages positive feedback (pubhc appeared unsure how e disseminated the resource th roughout the organisation TyPe:  http://bit.do/careopinion

Orscan the box to
9o to the website
4. -

to give positive feedback);

How to feedback to

 make it easier to hear and listen; An NHSAA process - developed and introduced in
e increase awareness of how to give feedback (staff and the June 2017 underpinned by resources which included: e v
public); e e 3 W ’ .’
* posters,

* give routes for early resolution of concerns and issues; | | |
» reduce the number of confusing ways to feedback e double-sided cards (postcard and business card size)

experiences; e feedback form, created for scanning into the new system NHS AA and Care 0pinion marketed as

* make it easier to share and report on; (allows joining of data from web and paper) Write, Type, Talk

« improve the ease of logging the information; e envelopes for returning the form (free-post and self-addressed)

e improve positive feedback sharing/ dissemination with teams * ‘How to” feedback and complain guide 1. Write (on forms);
and individual staff; * a ‘Feedback Champion’ Badge and certificate (awarded to 2. Type (direct to the web form) — by using the URL
« make analysis easier to enable ease of learning, improving named individuals who have provided exceptional care) created for feedback- http//:bit.do/NHSAAfeedback or
and sharing; The resources offer details for all the options for giving feedback. use the QR code created for smart phone direct access.*
e increase staff knowledge and understanding of service users’ Twis iPC.IUdeS fe}edback direct to NHS AA and Care Qpinion (CO). 3. Talk to NHS AA and Care Opinion (independent
views and feelings This ‘joined-up’ approach reduces cost and confusion for the feedback platform).

public and the staff.

Responses are given to all feedback requiring or requesting _
one. Reports are shared with management and discussed at Many improveme“ts Since introduction of the new process in June 201/, there have

governance gr(;ups. F]ecfedback of both a positive and negative been 646 from the ‘owl’ feedback, 512 paper forms and 134
nature is passed to staft as appropriate. ‘ ‘ ing, | ' icati ’
: PP This ranges from signposting, improving communication, via the electronic method, 892 stories on Care Opinion, viewed

S orting patients who ‘just did not know who to contact’ . . .
.upp .' gp I . Ju I . . : : 328,451 times to date. Other feedback continues to be received
improving service users’ understanding, getting a patient back : : ) :

via twitter, face book or by emailing direct.

: : : _ to work earlier by ‘expediting a patient’s report to primary care,
* contributes to improving patient outcomes; getting a patient the hip operation that was vital for her financial
* enhances staff experience; health and mental health, which was elusive for many reasons It is encouraging that 69% of CO stories in this period were

e improves staff morale; (long story). Many, many more. compliments and a further 22% were minimally or mildly critical,

making a staggering 91% combined. However, 9% (78) are
moderately or strongly critical.

Positive experiences are fed back to staff in poster format which;

gives evidence for PDP, PDR and revalidation

Well done! A consultant who
That'’s the 4th positive ved the ‘Owl
: receive
story in a row for the team. sward said “You bet

Huge congratulations. I e
will feedback to staff at | am wearing it sO

c o '”
morning handover today. everyone is ;ealous.

NHSAA feedback, (chart below) shows themes people selected to
grade from five ‘smiley’ faces representing very happy through
to very unhappy. People can select any of the 30 categories

to grade and are not required to select all of the categories. In
practice, people only select the categories they wish to.

How did this make you feel? If you you selected - % Happy/ very happy % Unhappy/ very unhapp
N Attention given 94% 4%

1 t'S | Ove‘y or ) Please v those relevant to your experience Attitudes of staff 95% 4%
| han kS — | Please ¥ those relevant to your experience ] Anxious [ Poor service Availability of staff 96% 2%
[] Atease [] Pleased nnoye oor te r Bedside manner 95% 39

to hear. Th.ey te" US ‘n [ caredfor [] Reassured :15 e g Systemfa"ed.you caring 96% 3%
person and it 1s SO

. [ cam/calmed [] staff cared for you : Cleanliness 97% 2%
n|Ce for them [J consulted/ included [ staff worked together L] Not taken serious
f.” the ] Family was cared for [ supported ams uncared for
M [ Fett safe [ systemworked well rustrate
I m p a Ct o n t e sta to take the t‘me to ‘ [] Good service [] Taken seriously gnored not listened to
nce inus

How did this make you feel? If you you selected -

Communication 94% 5%
Consulted/included 95% 3%
IContinuity of care 95% 3%
97% 2%
95% 2%
97% 2%
cerned i 95% 2%
93% 2%
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[J No dignity Clinical care 96% 2%
[ Happy [J Thankful et down

2 t- mpresse reated with digni
Lovely feedback —it's always form ou Qiretes Drciiman

nice to be appreciated! All feedback is shared S woreconfeentinus L o
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T
835 =P
8~<Q

...U-..
B
3
Q

© »
oD 0
3 cCon3p =
k<]

00000000

gZZEf—
000000000
955555§
&

Not taken seriously

LIf other, please specify 94% 5%
84% 3%

Some examples of staff responses AR .
to positive experiences  ee

% Happy/ very happy % Unhappy/ very unhappy

[ Difficutt to access (get) [ understandable Concucainciaed 95% 39,
JESENNNNEERRRENAN e = =

Felt safe 97% 2%

Food

Information
Listened to

Media use
Medical treatment
Organisation

Pain Control
Respect

Dietary needs met 95% 2%
Dignity 97% 2%
Discharge 95% 2%
Discharge lounge 93% 2%
Empathy 94% 5%
End-of-life care 84% 3%

% Happy! very happy % Unhappy/ very unhappy ji | Food 94% 3%
= - :
Information 95% 4% Information 95% 4%

i 0, 0,
DEtencdo 94% 2% Listened to 94% 4%

Medical treatment 97% 2%
Media use 89% 5%
Organisation 97% 3%
Pain Control 97% 2%

Staff care

the Care rece‘ved Service from staff

Medical treatment 97% 2%
Media use 89% 5%
Organisation 97% 3%

Pain Control 97% 2%
Respect 97% 3% Respect 9% 3%
Staff care 97% 2% Staff care 97% 2%

Service from staff 97% 2% Service from staff 97% 2%

Team work

. rding

inion rega eat g
ms involved —a drf L
in the ED- aper 0 O O

If you would rate any other aspect, what would it be? Waiting time for 05% 2%
appointment
HNEEREER Wating tme

urmmnswe HEERRER BER 26% 2 Waiting tme, 96% 2%
| thanks.
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Team work 97% 2% Team work 97% 2%
Waiting time for

appointment 95% 8%

you ensure that yo

Please can n my persona

Jware and pass ©
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Our values

Caring Safe Respectful

G
Follow us on Twitter @NHSaaa

n Find us on Facebook at www.facebook.com/nhsaaa
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