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Introduction

Welcome to PENNA 2019ur 10th year of celebrating the great work being done to improve
the experience of care for both patients and staff.

With the everincreasing uncertainty and challenges in the workplace it is incredibly heartening
to see that so many organisations continue to innovate to improve and are willing to share
their work. You are what makes PENNA so special so a heartfelt thank you!

i . There ievidence that when there is so much pressure and change we are actually at our most
creative, finding ways to do more and be better with less. This year has produced sdamtasgicexamples of
GKAaGXDPPaA2 1SSLI RNAGAY I T 2pabbyN&ng our 84t to ghiare &nd @RbfaiethgsizS
superb examples of best practice.

Thank you for joining us
Enjoy the day

- p
LT LUV VO

Ruth EvandMBE Managing Director Patient Experience Network

NHS Englandnd NHS Improvement

Every PENNA ceremony has been special but, on this, the tenth anniversary of these
awards, we have a rare opportunity to pause and reflect on how important this
showcase of patient experience has been, and remains, for the NHS.

Over the last decade, thawards have resulted in many hundreds of inspiring stories
and many thousands of useful conversations about driving up the quality of experience and delivering what matters
most to patients. Not just on the day of the ceremony itself, but through the,ytb@y showcase excellence,
innovation, resilience and evolution, helping the system and its partners to share somkcate in the interests of
patients.

A modern healthcare system uses a variety of sources and methods to understand and improve espefieace.

There is a lot of data available to help us to understand how we are doing and to drive continuous improvement.
Looking at both qualitative and quantitative feedback from patiettsrough surveys, the Friends and Family Test,
social media chi#er and other engagement wor& should be a vital part of developing real insight into the things
that matter to them.

The question is whether this insight is being used to improve care and, in many cases, including the recen
publication of the latest N8 Staff Survey, the evidence suggests that it is.

During a year when staff were stretched across busier wards and services, | was pleased to see a significal
percentage point increase in the number of staff who said that patient feedback was used to ooisions (up

to 58%) as well as increases in the percentages who believe that their organisation acts on the concerns of patient
(74%) and acts to avoid repeats of errors and mistakes (71%).

Thank you to all of you who contribute so much to improvirgegience for everyone, working hand in hand with
patients and the public, carers, staff and many other partners. In an era of continued pressure on NHS services,
is encouraging to see the quality of patient and staff experience being maintained rarsgjmie cases, still
improving. Enjoy this richly deserved celebration of all that you do.

Dr. Neil ChurchillDirector for Experien¢@articipation and EqualitiesNHS Englandnd NHS Improvement

NHS England and NHS Improvement

Q
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Picker Institute Europe
® Welcome to a veryspecial Patient Experience Networ
& PICker National Awards where we celebrate the M 0O/ear of B+
recognising best practice in patient experience across
facets of health and social care. This is also a very special year for Picker, where we celek
years ofstriving for the highest quality person centred care for all, always. i
Picker and PEN share a similar philosophy; we both have a person centred appro
healthcare at our very core, and we believe strongly in a balanced conversation around qualityemenbthat
puts equal emphasis on both celebrating success and learning from experience. The National Awards provide
62YRSNFdzA 2LIIRNIdzyAdGe F2N) OSt SONYGA2y > odzi Sljdz f ¢t @
be used to create real iMp2 SYSy i d 2 SQNBE RSt AIKGSR G2 0S5 &dzLJJ2 NI A
As a charity our mission is threefold:
f ¢2 AYyFfdzSyOS LRftAOE YR LINIYOGAOS a2 GKFG KSIFfGK
needs and preferences.
1 Toinspire the delivery of the hightegguality person centred care, developing tools and services that enable
LIS2 L) SQa SELISNASyOSa (2 0SS 060SGiGSNI dzyRSNEG22RD
1 To empower those working in health and social care to improve experiences by effectively measuring and
FOGAY A dzLllRYy LIS2L) SQa FSSRol Ol @
2SS 02dzZ RYQi | OKAS@S (KAA& dmindel ehdriies &nd drdanisatdrdaddihg BatiehthA (i |
Experence Network National Awards are a prime example of what this looks like in practice.
So, congratulations on being shortlisted! Our chief researcher, Jenny King, is very much looking forward to
congratulating some of the shortlisted entries and presenthegywinners with their awards.
| hope you have an enjoyable day that leaves you inspired and full of great ideas to take back to work with you. Anc
from everyone at Pickeythank you for everything you do!

¥

Chris GrahamCEQ; Picker

Liverpool JohnMoores University

Pl School of Nursing and Allied Health )
WLIVERPOOL CdZAt RAY3 2y 20SNI Hp &SFNEHQ SELISNASY

JOHN MOORES | as ever about providing inspiring and exemplary health and social care
UNIVERSITY education - from preregistration to specialistand advanced
practitioners - with the aim of impacting patient xperience for the

better. We ae delighted to be working with the Patient Experience Network to sponsor the Patient Experience

| RG220 4GS 2F ¢2Y2NNRBS FyR t+FGASYyd 9ELISNASYOSWEhNI vy & ¥
guidance from experienck and invested practitioners and staff, students can make immensely positive
contributions to patient care and serviessers. This is often whilst on practice placement in one of the many
healthcare settings, or through student networks and volunteerindpiwitheir local communities. Frequently
learners see services from fresh or alternative perspectives, based on their own unique life experiences; enabling
them to combine care and empathy with a commitment to improving the lives of the people they mdst wh

on their journey to becoming health and social care professio@aise qualified, graduates have the potential

to become agents of positive change, turning creative ideas into innovative projects to improve the lives and
experiences of their patientsnd service users.

It is important that as a sector, we recognise and celebrate students who are already generating positive change
and inspiring others to champion the enhancement of patient and setxses experiences in the future. They

will be thenext generation of service providers, managers, leaders and commissioners; having the potential to
shape health and social care services for the next forty or fifty ydfaysu would like to find out more about

the School of Nursing and Allied Health hkiverpool John Moores University, visit our website:
www.ljmu.ac.uk/ehor follow us on Twitter @LIJMUEHC.

Nick Medforth- Health and Social Card.iverpool John Moores University

PEN National Awards 2019 2 www.patientexperiencenetwork.org
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The Wellbeing Choirtakes a holistic approach to promoting an '

maintaining good mental and physical health through singing. It i 37 & ~ ]
. choir open to the whole communitybut supporting individuals, -/ to7 "ot

suffering with, or recovering from a mental illness or chronic medi, = . ¢ _ Y

disability - its appeal is universal. Many members are vulnerable adi y °.' & : _'

who experience difficulties in everyday life and who would otherwise

isolated and marginalised. The choir enhances the lives of its mem...s

and reaches out to the wider community by perfdng in places that have little or no contact with the outside
world. Members of the choir are mental health service users, carers, professionals and other members of the
community from diverse backgroundthe choir uses music to embrace and include pedmm all ages and

all walks of life.
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The Brmingham Rep

We are now in oursixh year at the Birmingham Rep and - o |
continues to be a great place to hollr Patient Experience = §8§88i
Awards The bright, airy open environment allows tasshowcase
some of the great work that is happening around the UK:.-‘
improve the experience of car&Ve are delighted to welcome =8
friends old and new to help us celebrate our™ear of
celebrating the great work you do.

PENNA; 10 Glorious Yearg Role of Honour
Overall Winners

2010¢ Prince Charles Hospital, Cwm Taf Local Health BaakdPatient Information DVD for Colorectal Cancer
2011¢ NHS Lothian, Ellens Glen Houddaking the Ward a Home, Person Centred Environment
2012¢ AlderHeyl KA f RNBy Qa bl {c¢Daabiity Rdrkéhbpa gind Soderssfa

2013¢ Liverpool Heat and Chest NHS Foundation Trudthe Development of a Nursing Model of Care for Patient
and Family Centred Care

2014¢ Leicestershire Partnership NHS TryusChatHealth School Nurse Messaging Service

2015¢ Common Room and Great Ormond Streklospital ¢ MeFirst Children and Young People Centred
Communication

2016¢ Bradford Teaching HospitalBaby Viewg Neonatal Intensive Care Video Conferencing Project
2017¢ WalsallHealthcare NHS Trustinformed and Empowered

2018¢ Nottingham University Hospitals NHSTrust ¢ Carer2Theatre Improving the Theatre Experience for
Confused Adult Patients

2019¢ ?7??
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Best Practice Re:Thinking the Experience Conferer2@19

Programme

07.45| Best Practice Exhibition set up

09.00 | Registration, Coffee and Exhibition

09.30 | Introduction Ruth Evang Managing DirectorRatient Experience Network
Keynote Speakeg¢ Ruth May, Chief Nursing Officer for England

Last Yea® Winner Recag Nottingham University HospitalSpeakes: Glenn Alexander, KerAnn
Storrie and Emily Mulvaney,

Announcement of the Winners
Presentation of Awards (Part 1)

1050 | Coffee and Exhibition

Morning Category Presentations and Questions
Category Winners present in two streamsfésentations in each stream)

12.20 | Exhibitionand Lunch

13.20 | The Wellbeing Choir
Key Note Speaker David McNallyg NHS Englandnd NHS Improvement

Announcement of the Winners
Presentation of Awards (Part 2)

Afternoon CategoryPresentations and Questions
Category WWhners present in two streamd presentations in each stream)

15.45 | Voting with Refreshments and Exhibition

Announcement of the Overall Winndr Y R h G KSNJ W. SadG 2FQ /I iS32N.
Presentation of Awards

17.00| Closing Remarks, Reflection on the Day and End of Formal Proceedings
17:15| Drinks Reception (Mezzanine Level)

18:00| End of Informal Proceedings

Exhibition: During the Exhibition sessions delegates will have the opportunity to visit each fifidfist<stands
to find out more about the individual initiatives and ask questions.

Voting: Delegates will be able to cast their individual vote contributing towards the overall winner of the PEN
National Awards 2(8.during the voting opportunity at3:45.
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Speaker Profiles

Ruth EvansBE- PEN

Ruth is Managing Director of the Patient Experience Network (PEN). Rutlvéra30 years
experience in healtrare and is known for her passion and commitment to Patient ¢
Customer Experience. Ruth is delighted to continue to be involved with the PEN Na
Awards, and to see it growth from strength to strengthler overriding ambition is to
ensure that excéént Patient Experience is recognised, spread and embedded making ¢
RAFTFSNBYOS FT2N) K2aS Ay@2ft SR gAGK (GKS

Ruth May¢ NHS England and NHS Improvement

England and NHS Improvement. She is also the National Director responsible for inf
prevention and control. Ruth is passionate about nurturing the next generation of
nursing, midwifery and allied health professions (AHP) leadersyueaging professional
development opportunities and working across the health system to put in place the opt
cultural conditions for all NHS employees to thrive.

David McNallyg NHS Englandnd NHS Improvement
David is Head of Experience of Care at NHSE and NHSI and is a member of f.\\
production Model Steering Group. He worked previously in an SHA, a PCT, Adult Soc
and the voluntary sector. David-cesigned and cted a round table on Patient Leadgis ol
GAGK LI GASY(d fSFRSNAZI (GKS YA y-BedRanel Nafidval ,
Institute for Health Research, Health Services and Delivery Research programme ‘
Honorary Senior Lecturer at the University of Manchester, Medical School.

Louise Blunt PEN

Louise is Head of Operations of the Patient Experience Network (PEN). Louise has ¢
yeargexperience in improving company performance across a wide variety of busine
sectors and organisation sizes. Having speetin manufacturing and lean managemel
principles for many years, Louise has now developed a reputation within the healthce
sector as averyknowledgeable and enthusiastic champion of improved patient and sta
experience ’

Glenn Alexander, KerpAnn Storrie and Emily MulvaneyNottingham University Hospital NHS Trust
Glenn,Kerd Yy YR 9YAf@& dzZLJRFGS dza 2y €1 adG &SI NBO
2 AYYSNI LINEP2SOG® W/ I NENHCKSFGNBQ FAYSF N
adult patients. The project proposed that all confused adults within their caraldho ’
have the opportunity to be accompanied to the theatre anaesthetic room by a carefg
relative presurgery and theatre recovery pestirgery.Recognising that the patient
journey does not start and end in one department, but rather is fluid across/mdJH
engage all concerned departments to ensure the success of the project.

PEN National Awards 2019 6 www.patientexperiencenetwork.org
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Award Categories anéartners N HS

Categories

Communicating Effectively with Patients & Families & Picke r

CPES Award
Engaging and Championing the Public

% $ LIVERPOOL
Environment of Care E’ ) JOHN MOORES
FIONA
FUND 3t

UNIVERSITY

Fiona Littledale Award "

Innovative Use of Technology / Social Media

Integration & Continuity of Care

MACMILLAN
Ly CANCER SUPPORT
Measuring Reporting & Acting BizSmart

ol

Partnership Workingo Improve the Experience

Patient Experience Advocate / Transformer of the Future :) EVENTS N&*RTHERN <

Patient Experience Profession®Manager of the Year

Personalisation of Care

HEALTHCARE
Staff Engagement / Improving Staff Experience CONFERENCES UK

HEALTHCARECONFERENCESUK.CO.UK

Strengthening the Foundation

Support for Caregiverg-riends & Family C IVI Ca

Team of the Yea(including PALS) p | ICIty

Turning It Around

Using Insight for Improvement3SubCategories) @ professional

Callminders
Outstanding Contribution 202

Overall Winnes V‘ GALBRAITH
| N ¥ W'G HTHe thinking

( PEN @System\/\/arks
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CATEGOR¥ommunicating Effectively with Patients and Families

Gloucestershire NHS Foundation Trust
NHS Blood and Transplant

NHS Leicester City Clinical Commissior
Group
Nottingham University Hospitals

Nutricia

Royal Cornwall Hospitals Trust

CATEGORYPES Award
Blackpool Teaching Hospitals NHS
Foundation Trust
County Durham and Darlington NHS
Foundation Trust
Royal Devon & Exeter NHS Foundation
Trust
The Princess Alexandra Hospital NHS
Trust
University Hospital Coventry and
Warwickshire NHS Trust
University Hospitals of Leicester NHS
Trust
Wessex Cancer Alliance

S.H.E.D

Videos to support Families beiagproached to consider
supporting Organ Donation for their loved one.

The Health in your Hands Voluntary and Community Sector Evi
Funding

We will Always Support You in BgiRamiliar with the AICU Area
and Environment

A Service Evaluation of the Acceptability and Use of a Mobile a
for Video Call Communication Between Home Enterally Tube F
Patients and Home Care Nurses

"Butterfly Cornwall® A Scheme to Enhance End of Life Care for
Patients and their Loved Ones

Patient Cancer Care Improvement (PCCI) Group
CDDFT Cancer Patient Experience Programme
With You in Mind, Team Work and Collaboration

It Matters to Me

[ S { aRodnis to Deliver Sensitive Conversations

In-Patient Support and Information Rounds

Improving Access to Cancer Nurse Specialists and Key Worker

CATEGOR¥ngaging an€€Championing the Public

Birmingham Community Healthcare
Foundation Trust

Cambridge University Hospitals
Foundation Trust

Healthwatch Essex

Kettering General Hospital
Nottingham University Hospitals
Royal Cornwall Hospitals Trust

University Hospitals of Leicester NHS
Trust

PEN National Awards 2019

Service User Group
'/ ¢L+9 O00GKS / KAfRNBY FYyR |, 2d

Voice of Young People in Secure Mekhtahlth Unit Helps to Shap
Changes in Services

The Takeover Challenge

CPR Teachathon

"Butterfly Cornwall® A Scheme to Enhance End of Life Care for
Patients and thi Loved Ones

ICU Patients and Relative8re They Really Listened To?

8 www.patientexperiencenetwork.org
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CATEGOR¥Environment of Care

Birmingham Women and Children's Magnolia House: Gdesign with Bereaved Families
Hospital
KingEdward VII's Hospital Improving Inclusion and Welcome in Imaging Suite

Leicestershire Partnership NHS Trust | Knead to Chat
Manchester University NHS Foundation Fast Track Accessibility Programme

Trust

Oxleas NHS Foundation Trust vdzSSYy al NE Q& dAhashilal ddsignad tagetherO d:
Royal National ENT and Eastman Denti Emotional and Physical Pathway Improvement for Head and Nt
Hospital, UCLH Cancer Patients

CATEGORY¥iona Littledale Award

Chesterfield Roydospital Haematology Nursing Team
The Princess Alexandra Hospital NHS | Cally Bruce
Trust

CATEGORIfinovative Use of Technology
Birmingham Women's and Children's | Dora- Video Interpreting Device
Hospital NHS Foundation Trust

Cinapsis CinapsiSmartReferrals

Imperial College Healthcare NHS Trust| Technology Driven Analysis of Fte&t Patient Experience
Feedback

LanguageLine Solutions LanguageLine InsighOnDemand Remote Video Interpreting

Nottingham University Hospitals Developing Digitalechnology Solutions to Improve Care for

Cancer Patients
Surrey & Sussex Healthcare NHS Trust Bringing Patients Closer to home
University Hospitals Plymouth #RehablLegend

CATEGORYfitegration and Continuity of Care
Cardiff and Val®&niversity Health Board Young Carers in Schools Award
Hywel Dda University Health Board Home Healthcare Home Support Team

Liverpool University Hospitals NHS Samaritans in the Emergency Department

Foundation Trust

Surrey Heartlands Health and Care Using Animation as a Medium to Help Clinicians Understand th
Parinership Secondary Healthcare Experiences of Prisoners

Tameside and Glossop Strategic Partnership Engagement Network (PEN)

Commission & Tameside and Glossop
Integrated Care Foundation Trust

CATEGORWeasuring, Reporting and Acting
East London NHS Foundation Trust Service User Led Accreditation Programme
Manchester University Foundation Trus| 5 Things About Me

Northampton General Hospital The Wood for the TreesWard Level Data for Trugtide
Improvement
Nutricia A Service Evaluation of the Acceptability and Use of a Mobile a

for Video Call Communication Between Home Enterally Tube F
Patients and Home Care Nurses
Royal Cornwall Hospitals NHS Trust Outpatients Family and Friends Test

PEN National Awards 2019 9 www.patientexperiencenetwork.org
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CATEGORUWYsinglnsight for Improvement(3 Subcategories)
Using Insight for Improvement Accessibility
Birmingham Community Healthcare Service User Group
Foundation Trust
Liverpool University Teaching Hospitals YoungAmbassadors Project
NHS Foundation Trust
Milton Keynes University Hospital NHS = Working Together to Improve Services for People with a Learni
Foundation Trust Disability

NHS Digital NHS Digital Service Manual
Surrey Heartlands Health and Care UsingAnimation as a Medium to Help Clinicians Understand the
Partnership Secondary Healthcare Experiences of Prisoners

Using Insight for Improvement Other NHS Funded
East London NHS Foundation Trust Service User Led Accreditation Programme

Healthy LondorPartnership Gathering Feedback from Families and Carers when a Child or
Young Person Dies
Nottingham University Hospitals We will Always Support You in Being Familiar with the AICU Ar

and Environment

Shropshire Community Health NHS Tru Shropshire Comunity Health NHS Trust

University Hospitals of Leicester NHS | ICU Patients and Relatives are they Really ListenedFro¥iding

Trust Opportunities for ICU Patients in an Acute Trust to Engage witt
Multi-disciplinary Team to Ensure they are Trulatdeand
Translating this into Meaningful Action

Using Insight for Improvement Integrated
Barts Health NHS Trust Shaping our Future Together
Central Cheshire Integrated Care Identifying the Unwell Child in the Community Settings
Partnership
Gloucestershire NHS Foundation Trust Homeless Patient Guidelines Initiative

CATEGORartnership Working to Improve the Experience
Birmingham Women's and Children's N| Noah's Star
Foundation Trust
Liverpool University Hospitals NHS Samaritans in the Emergency Department
Foundation Trust
Royal Cornwall Hospitals NHS Trust The Cornwall and Isles of Scilly End of Life Learning Path

Serco Healtlg University Hospital Normal is Great! Facilities for Elderly Patients and thosad-with
Wishaw Dementia

University Hospitals of Leicester Prostate Cancer Remote Monitoring

Warrington and Halton Teaching Enhancing Patient Experience with Shared Reading

Hospitals NHS Foundation Trust
CATEGOR/atient Experience Advocate giomorrow

University of West London Samren Ahmed
University of Plymouth Joy O'Gorman

PEN National Awards 2019 10 www.patientexperiencenetwork.org
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CATEGOR/atient Experience Transformer of Tomorrow

University of Brighton Ella Brunton and Krista Etchells
Alder Hey Childrens Hospital NHS Trus' HelenMorley

North West Ambulance Service Paddy Ennis

Childrens Unit, Whiston Hospital Tracy McNeill

Paediatric Assessment Unit, Shrewsbur Claire Fenn
and Telford Hospital NHS Trust
Smithdown Childrens Walk Centre Nicola Gourley

CATEGORYatient Experiencé’rofessionalManager of the Year
GloucestershirélHS Foundation Trust = Jean TuckerBuilding Relationships and Driving improvemefihe
Changing face of PALS
Serco Cathy White

CATEGORY: Personalisation of Care
ManchesterUniversity Foundation Trust 5 Things About Me

Nottingham University Hospital Wear to Care

Nutricia Supporting a Home Enterally Fed Patient to Achieve his Dream
Running the London Marathon

Serco Health & Norfolk & Norwich Making Food Fun

UniversityHospitals Foundation Trust

University Hospitals of Leicester NHS = The Forget Me Not Scheme

Trust

Walsall Healthcare NHS Trust Making Magic with Bubbles and Butterflie®oing What Matters:
Ward 2

CATEGORY: St&fihgagement/Improving Staff Experience
Cambridge University Hospitals NHS | Developing a Shared Service Culture Book
Foundation Trust (CUH)
Northumbria Healthcare NHS Foundatic Supporting Happy, Healthy and Productive Tegr@sir Year of

Trust Discovery

Royal Cornwall Hospitals Trust "Butterfly Cornwall® A Scheme to Enhance End of Life Care for
Patients and their Loved Ones

Serco Healtlg University Hospital Normal is Great! Facilities for Elderly Patients and those Living

Wishaw Dementia

UniversityHospitals of Derby & Burton = Patient Experience Champions Programme
NHS Foundation Trust

CATEGORY: Strengthening the Foundation
Birmingham Women's and Children's NI Young Adult Volunteering
Foundation Trust

Gloucestershire Hospital NHS FT Closing the Loop From Concern to Change

Manchester Royal Eye Hospital Regular Treatments in Eye Services; Delivering Care Closer to
Home

Mid Cheshire Hospitals NHS Foundatiol Innovation around Volunteering

Trust

Northumbria Healthcare NHS Foundatic Working Together & Learning Togethgea Partnership Approach

Trust with Northumberland Syrian Families

PPL ¢KS 22dz2NySeé G2 .SO02YAy3d GKS

Care Social System?
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CATEGORY: Support for Caregivers, Friends and Family

Royal Cornwall Hospitals Trust “Butterfly Cornwall® A Scheme to Enhance End of Life Care for
Patients and their Loved Ones
South West Neonatal Network A Stay in Neonatal CageAn Animated Guide to your Role as

Parents and What to Expect
The MidYorkshire Hospitals NHS Trust = Hospital Based Carer Support

University Hospital Plymouth KMC- Parental Accommodation
University Hospitals of Leicester NHS = Family, Carers and Friends Charter
Trust

CATEGORY: Team of the Ygacluding PALS)

Air Arts, University Hospitals of Derby a Air Arts

Burton NHS Foundation Trust

l'aKTF2NR FyR { &G t S Patient Experience Team

Trust

Cardiff and Vale University Health Boari Cardiff and Vale (Ca¥)Central andVisible: A TEANM Together
Everyone Achieves More

NHS Blood & Transplant Donor Records and Donor Family Care Services

UHL NHS Trust H.O.P.E. Team

CATEGORY: Turning it Around

NHS Blood and Transplant Clockface Enhancing Donors Experience aswderstanding of
Blood Donation

Royal Cornwall Hospitals Trust "Butterfly Cornwall® A Scheme to Enhance End of Life Care for
Patients and their Loved Ones

Swansea Bay Health Board Digital Patient Stories for Service Improvement

Taunton and Somerset N8undation | The Journey to Establish a Permanent Paediatric Assessment

Trust (PAUXG! 3aSaaySyid (G2 ¢NBFG NI GK

Walsall Healthcare NHS Trust Making magic with bubbles and butterflieoing What Matters:
Ward 2

Note: Entries have been edited to fit a one page summary

PEN National Awards 2019 12 www.patientexperiencenetwork.org



PEN National Award2019

Re:thinking the experience

PENNA

Air Arts and University Hospitals of Derby and Burton NHS Foundation Trust

Air Arts

Category
Team of the Year

Organisation q I r

arts fo aid

Air Arts and University Hospitals of Derby and Burton Réifidation Trust wellbeing

About Nominee

Air Arts was set up in 2007 to ease the transition for staff and patients from the old Derbyshire Royal In
G2 | yS¢ {dzLISNK2aLWAGFfY WeKS w2éelf 5SNbeQd ! ghg

choice, installation of some wayfinding artworks, and to display some familiar artefacts from the old site i
to make the new building feel less clinical and to support staff who were moving from a much loved old
building. Over the nexen years, the programme expanded considerably both in its offer and its reputation
is now seen as a leading national exemplar of good practice for arts in health, being cited as a national ce
by Arts Council England, and as a model of goadtige by the All Party Parliamentary Group for arts in hee
Against a backdrop of NHS cuts and deficits, we have had to work hard to prove our worth to become a v
important part of our hospital environment, and to shine a light on arts inthahlring difficult financial times.
We develop projects for our staff to support their wellbeing to ensure that they can deliver the best possib
for patients, including staff art clubs, photography clubs, artwork/poetry exhibitionstiaiing opportunities
in arts therapy and arts in health initiatives.

At Work

It is our partnerships which makes our team able to achieve so much. From giant sculptures, to book bir
5SNbEeaKANBE WwWgStf RNBAaAY Ia are aviaysvi tRellddkous forRéwatniexc
projects to relieve anxiety, boredom and stress. We have big ideas and lots of passion and energy to me
real. By working with patients and staff to identify needs and issues, we then work in consuttdtticthem to

develop the ideas. We work with a wide variety of hospital teams including patient experience, fa
management, capital projects, the hospitals charity, the PFI company to name but a few to ensure that o
complements everythinglse that is happening. We report to a steering group, and the patient experience
engagement group to ensure that everything we do ticks all the boxes. We have a model of good practic
ensures that all artists we work with are the right fit arme avell supported to go on to wards and that we or
work with artists who understand working in a health care environment to provide the best possible expe
for our patients and staff. We offer training & assessment opportunities for arts & thetaggris on placement
to develop the next generation of arts in health practitioners. We are developing new work on our Doctor ti
programmes to ensure our future clinical staff are aware of the potential of including the arts in thei
practice. Wegather feedback to evaluate our work to ensure that we hit the mark and are constantly striv
do things better and make the place a better environment for everyone. The current team has been toget
the past 5 years and this stability has enables to develop a strong team identity & to support each other w
Summary

At a time when many arts programmes have been axed due to financial pressures on the NHS, Air Art¢
only survived but flourished. Our Chief Executive has seen the valbe pfogramme and has requested that
expands our 3 new sites. We have not only proved the value of the arts in healthcare at Derby but are nc
as leaders in our field across the UK. We are setting the national standard for arts in hospitalseaddrtethis
through incredibly hard work and dedication, along with a firm belief in, and understanding of, the power
arts on recovery and wellbeing. Our partnership approach, wide variety of artistic opportunities anc
teamwork has meant thawe bring real positive change in a difficult environment and are seen as a vital res
for the delivery of holistic care. We are fortunate to work within a Trust which understands the importar
getting the environment right, but this team goes owrd above what is required of them at every turn. T
professional dedication shines out of every project, the results speak for themselves.

Contact DetailsLaura Waters laura@airarts.net
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Alder Hey Childre© @HSFoundationTrust

Helen Morley

Category m

Patient Experience Transformer of Tomorrow . ;
Alder Hey Children’s

Organisation NHS Foundation Trust

Alder Hey Childrens Hospital NHS Trust

About Nominee

Helen is a nurse who recently completed the MSc Advanced Paediatric and Neonatal Practice at Liverf
Moores University as a pait A YS a0 dzRSydo® 2 KAt Aad 2y GKS O2dzN&
Hospital as a trainee Advanced Paediatiicdd Practitioner.

At Work

| St Sy gl a O2yOSNYySR (KIG OKAfRNByQa RSyialt KSI
RSyidlFtf OFNB Aa 2F0Sy 20SNI221SR Ay (KS 0 dzeaching
implications for children as oral and systemic health are often ilitdeed. Helen decided to make this a foc
for her dissertation whilst on the MSc Advanced Paediatric and Neonatal Practice programme. Helen de
undertake a comprehensive systematiseeview to critically evaluate and synthesise the evidence bas
establish what is best practice in oral care for the hospitalised child. She would use this as the basis for de
strategies for utilizing hospital as an opportunity to promote dredlth in children, taking account of barrie
and facilitators. She also aimed to increase awareness of -firmtstaff that oral health is an essenti
component of overall health and wedking. She decided to then carry out a piece of research wittesit
nurses, conducting focus groups which highlighted lack of education and adequacy of exposure to orz
care encounters with children, disempowering both student nurses and parents. The project highlighted t
to raise the profile of oral hdth care both in nurse education and in practice. This will require cultural ch
so that mouth care is unobtrusively embedding mouth care intdagay nursing practice. If successful this woi
improve both the outcomes for the hospitalised child ahd experience of care for children, young people ¢
families. It is also an opportunity to make every contact count by promoting good oral and dental health.

Summary

Since completing her course, Helen has met with the chief nurse in her trust teggedrt in raising the profile
of mouth care across the trust and presented at the medicine divisional governance meeting. The trust ha
up to the national Mini Mouth Matters project and developments within the trust have been aligned to
Helenhas worked with a colleague from the Dental team to implement change. Progress has not b
extensive as they would have liked, as they have had to take a slow and steady approach because of ct
commitments associated with their roles and theimpd 2 F Ay 1 SNJ LINB 3 & dzNBa @
323 o0dzi 6S NBX OKALILAY 3 I ¢ lwide dudit ard présénted e Sndifgs @i
national audit week. They have piloted training and awareness raising sessiomsviithirMini Mouth Matters
on two wards as a starting point and have established Mouth Care Champions. They have also obtained ¢
funding to provide children with a toothbrush and toothpaste on admission. On top of this Helen has contr
to raigng awareness amongst nurse educators by disseminating learning achieved through his project
publication in the journal Nurse Education Practicips://www.ncbi.nlm.nih.gov/pubmed/31220704

Contact Details
Nick Medforth- n.medforth@I|jmu.ac.uk
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Ashford and St Peter's NH®undation Trust

Patient Experience Team

Category m

Team of the Year Ashford and
St. Peter’s Hospitals
Organisation NHS Foundation Trust

l'AaKF2NR YR {0 tSGSNRA bl { C2dzyRIGA2Y ¢ NYza
About Nominee

The nominee is the Patient Experience Team, and | am their Manager. Their names are Sarah Howard,
Singadia, Siobhan Hand, Jacqui Grannell, Helen Sexton, Stephanie Kervan, Alison Allan, Gizzi Yassir
Ahmed. They provide the Complaints,LF%\ Bereavement and Voluntary Services at the Trust. On questi
their inspiration to become involved in patient experience, the consistent response is that the
compassionate and committed individuals. One saitl, 2dza G f 2 @S K 8. ey vibrk tidldead)
to support patients and their families or carers who need additional practical and emotional support, ai
never phased by what they get involved with. They have recently undergone significant change. In particL
are now centrally located. Initially this was challenging for some, but they have adapted quickly, and ar
again, a happy jolly bunch of caring people. Their humour is particularly noticeable, and an important mec
to de-stress during a tough dalyam deeply proud of them, their emotional intelligence, and their resilienc
performing at times, a very difficult job under sometimes, extreme circumstances.

At Work

The Patient Experience Team have made a significant contribution to the improvefrsanvice performance
For example, in less than eight months, the Complainterdinators have been instrumental in achieving
significant improvement in complaint response times (from M@d6 to high 90% response, consistent over
last three montts). They equally have strived to reduce the number afgen complaints, and this has droppe
again in the last six months from around 17% of all complaint letters to less than 4%. The PALS Offic
equally achieved consistent high performance ara85% of PALS cases being resolved within five working
The Bereavement Officers work consistently to achieve the thdiaeturnaround for death certification, and au
regularly faced with numerous challenges of identifying doctors to certify deiathes timely fashion. The
compassion they show the bereaved is outstanding, and even under extreme pressures, they remai
professional. The Volunteers Officer is recruiting more and more volunteers each week, and currently att
total of around350, of which many have been identified from Universities and schools. A recent succes
Psychology students volunteering in our Newuebabilitation unit and supporting the patients with the
cognitive and physical recovery. The Volunteer Officasvigles a wonderful reciprocal service with tl
volunteers, and regularly treats them to coffee mornings or volunteer lunches. They are regularly thanl
their efforts, and most recently this included their unbelievable efforts for the swift reduatidiorovirus at the
Trust. They were cordinated by the Volunteer Service and were an army of personnel reminding all visit
the Trust to 'wash their hands with hot water and soap!'. The Patient Experience Team stand out from «
have worked within 28 years as a Nurse in the NHS because of their unbelievable continual and stre
commitment to resolve issues for patients and their families. There is not a single time where they dismi
commitment and care, even in the face of adversityey are reflective of the pressures they face, and mar
their resilience by regular debriefs with their colleagues or myself, as their manager, and by having a goc
of humour. This provides a consistently high quality of service, and the stsiiigmonstrate this.

Summary

In the 28 years of working as a Nurse across a range of acute services in the NHS, | have never com
group of individuals who have such consistent and unbelievably high standard of compassionate and
patients, their families and carers. They remain happy, committed, resilient and most importantly, strong i
belief that they advocate for those who are, at times, frightened and vulnerable. | am so proud of my tea
feel that their achievement of thiaward is just in light of the 'extra mile' they always go.

Contact DetailsHelen Collins helen.collins21@nhs.net
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Barts Health NHS Trust

Shaping our Future Together

Category

Using Insight for Improvement
Organisation

The Royal Londo@hildren's Hospital is part of Barts Health NHS Trust. Apart from acute services offered
Royal London Hospital, this service also include community services in the London Borough of Tower H:
wide range of services are offered within the asw@nd community teams including services to children v
significant health and developmental needs.

Summary

Parents of children with disabilities are twice as likely as other parents to provide care for more than 10(
per week and 20% more likaly care for more than one person (Contact, 2019). Parents are more likely to
a low income, feel they have a poor quality of life with restricted social and life choices and have probler
their own health. The aim was to develop an understandihgrprovements that are needed in the currel
system to better support parents of children with complex health and developmental needs as well as ¢
staff working with these families, ensure our services are fit for purpose now and in the futuredumckrthe
burden on these families. This project showcases an effective method to engage both staff and pal
evaluating and developing services and build stronger networks to make services sustainable and patredt
in the future and improve thguality of life of the families we serve.

Impact

Four main themes were identified:

1. Information and contacting serviceServiceusers reported that they would appreciate more informati
about services available to them and their children, how to access / contact these services and more
AYVF2NXYEGA2Y Fo2dzi G§KSANI OKAf RNEB yigifackio@lgteed ihat they éfter
do not have information about the range of services and activities available; some did not know what suf
intervention is provided by different services and how to make referrals to some services. $Sepiseepored

frustration when trying to contact services, phones are not always answered, messages not returned or
contact them without leaving a message and then they do not know who was looking for them.

2. Appointments:Interviews with servicaisers ad patient pathway mapping highlighted the significant numl
of outpatient and community health appointments that this patient group have to attend. Children wel
average known to 14 different acute and community teams. For one of the children mappgubited to one
appointment every 3 days. Parents mentioned the impact of these appointments on their quality of life,

to maintain a working life and impact on children having to be taken out of school. Parents felt that |
appointmentswere8 S¥dzf = a2Y$S F¥SStAy3a tA1S I WwiaAd]l 062EQ

have present. Parents and staff questioned whether there are other ways of managing appointments b
technology or more joined up appointments.

3. Coordnation of care:Parents and staff felt that care was not coordinated; with opportunities for joint plan
and goal setting not utilised. Communication between different teams is not effective and parents often h
communicate complex medical informah due to the lack of information sharing between profession
Parents also felt that care was less coordinated and they were less involved once their children started ¢
4. Support for parents and sibling®arents felt that overall services loaker their children well but that theit
own emotional and psychological wellbeing is not looked after. Parents felt that siblings are significantly &
in terms of attention from parents, family life and opportunities and this is not addressed bige®rStaff alsc
reported that they rarely support paresib-parent contact or know about family support and activities availal
What Makes Us Special?

This project was special as it involved such a wide range of participants and brokéaloiers in terms of stafi
and parents working together, especially a fear that | noticed in some professionals about being in dis
groups with parents. The key element was having parents and professionals in the same room focused o
the sameproblem and seeing each other on an equal footing.

Contact DetailsSonja Jacobssonja.jacobs@nhs.net
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