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Informal Concerns Criteria

» The PALS Team developed and
implemented the “Informal Concerns
Criteria”

» Since May 2016 PALS have been
running informal training sessions
with front line staff on dealing with
informal complaints

e 26 Areas have been covered so far

e 268 members of staff trained across
all sites




Care to Share Clinics

The PALS Team have undertaken
“Care to Share Clinics on all sites

50 Clinics were undertaken in the
last year

Surgical, Medical, Paediatric &
Therapies Wards

372 patient feedback comments
logged

Majority of feedback was positive
and fed back to the Ward Managers
and Teams




TRAINING

O

e The PALS Team are now
undertaking training
presentations to the following:

e Healthcare Support Workers
Induction - 8 sessions

 Newly Qualified Nurse Induction
— 12 sessions

e Nurse Induction - 14 sessions

e F1 Junior Doctors — 4 sessions




FACEBOOK MONITORING

e Since October 2016 the PALS
Team have been monitoring the
Facebook Reviews for all hospital
site pages

e 775 entries recorded so far
e 706 compliments received
* 69 grumbles received

» All fed back to Ward Managers &
Directorates
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HAVE YOUR SAY

e Since April 2017 the “Have your P 7 S
Say” boxes have been displayed
in prominent areas of all hospital
sites

e 738 Reviews received to date

 All fed back to Ward Managers &
Directorates
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Real time Feedback Project

Participation in the newly formed UK National
Patlent EXperIence CO”aboratlve IaunChed Patient Experience Real Time Wards - Baseline 2017 to June 2018
September 2017

Cwm Taf University Health Board

As at the end of June 2018, 1080 patients across 8 wards have participated in the Patient Experience Real Time Surveys. Across the 8 Wards the average domain score is
9.64 (out of 10). The domain average score has been very constant over the last six months ranging from 8.59 to 9.79. Across the 8 wards no domain average has drop

Rea I ti me feed b a C k iS bel n g Ca ptu red Ove r 8 belaw 3.22 between January to June 2018, these wards have shown consistent and a high standard of care aver this period.
Wards in the Cwm Taf area over a period of 12
m O nth S . Th e pi |Ot Wa r-d s We re : Domain Average Highest Score Mean Score Lowest Score

January 2018 ﬂ Ward 3 PCH Ward 20 RGH

Royal Glamorgan: | Meoi 93| Waduph | am  [om|  wediien |
O Wards 1& 2 Surgery

O Wards19 & 20 Medicine

: - C stompedomoneithelolowigdonains
Prl nce Cha rIeS HOSp|ta| : * Showing patients Respect and Dignity at all times - 9.89 + Noise at night-9.10
* Confidence and Trust from the Doctors - 9.74

D Wa rd S 3 & 4 S u rg e ry : Confidence and Trust from the Nurses - 9.86 |

Cleanliness around the wards - 9.74

May 2018 weddpcd | 9s6 | 538 | Ward 2 RGH

* Pain Control-9.82

D Wa rd S 1 1 & 1 2 M ed iCi n e *  Staff treating patients with Kindness & Compassion - 5.92

*  Overall Domain average - 9.64
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NHS WALES AWARDS

Improving Access to Health
Services for Armed Forces Personnel

Staff Recognition Awards:
Nominated for Improving the Patient

Experience - July 2016 NHS Wales Awards 2017 — Shortlisted
for Improving Access to Health Services

Staff Recognition Award:
Approach to Partnership

Being part of the PEC
Collaborative and shortlisted for
PENN Awards 2019
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