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East and North Hertfordshire NHS Trust

= Large Acute Trust
inpatient, outpatient, A&E,
maternity, diagnostic and
specialist cancer services

= 32 wards
= 5,290 staff

Mount Vernon Cancer Centre,

Northwood Hertford County Hospital, Hertford




Key information for patients and visitors

visiting Times:
2pm-4.30pm and 6.30pm ¥R

= Core ‘standard’ information developed
with patients and staff

Our ward supports i
" protected mealtimes |
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= Same..... but different
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= Adapted for each department but
consistent style & presentation




Encouraging patient feedback
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the Lister Hospital Comments, Concerns,

Cnmpltmenls and Complain!s
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Tell us more Questions while in hospital? Comments
We want to hear about your experience Please talk o us if you have any questions or are unhappy with your comp“ments

in hospital. Patient feedback, both gaod own care that of a ralath raising
,is really important and helps us il v you or your relative.

+a make Improvements.

Plesse fll in our shert survey telling us R Concel'ﬂs

if you would recommend our service to Ask th ::;;:::::t ::m;:r :’:L‘l:r

Your friends and family or viit: e one of our Matrons (the sentor laints
nursing ruirens waaring red bankcs) omp

www'te"usmore‘org'Uk team Our matrons will help put
things ightfor you

You can also leave feedback at: patient information |eaflet

If you feel unable to speak directly with our staff,
contact PALS (Patient Advice and Liaison Service)

A Help from | who will be able 1o help you. PALS can visit you
S PALS in hospital or you can visit them in their office.

Call them on 01438 284678 or email about some,
with.

pals.enh-tr@nhs.net
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1f you stillfeel that your eancerns have not been
addressed you can proceed with a complaint.
Making a We take complaints very seriously and our Chief

X Executive respends to all complaints. Write to
complaint Nick Carver, Chief Executive, Lister Haspital, Coreys
Patient Opinion Mill Lane, Stevenage, Hertfordshire, SG1 3AB.
\_ or email pals.enh-Ar@nhs.net )
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What happens to your feedback?

Your comment.
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We collect feedback in Patient feedback is Each ward and department
different ways, including reviewed by each makes changes to make
patient surveys ward and department things better for patients




Patient feedback
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Patient experience surveys
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Sharing information about patient feedback

The Friends and Family Test

East and North Hertfordshire [T[Z53

Please tell us how likely you are to recommend
our service to your friends and family.

The test score for this ward for the
month of: Movember201s

57 9 of our patients WOULD
recommend this service to their
friends and family.

2 9% of our patients WOULD NOT
recommend this service to their
friends and family.

based on 55 responses

Compliments Complaints

Last Month Last Month
15 1

Since 1% April
126

Since 1% April

Our patients are asked to fill in a
short survey to tell us how likely
they are to recommend our ward
or department to their friends
and family, should they require
similar care or treatment.

Responses are totally anonymous
and will be used to improve the
service.

We want to know if there's
anything we could have done to
make your experience better - we
read all of your comments and
act on what you say.

Each month we tell you the
percentage of patients who
would and would not
recommend our service.

Those who would recommend
have answered ‘Extremely likely”
or ‘Likely’. Those who would not

recommend have answered

‘Unlikely’ or ‘Extremely unlikely’.

What is the FFT

% of patients who would (and would not)
recommend this ward

How many patients responded
Number of compliments
Number of complaints
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Learning from your experience ACting On fQEdbaCk
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Learnimg From Your Exparionce - Examples of "Yeu Said = We Did" Acticns
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Sharing our actions

= Summary of feedback/actions
included in Board report.

= You Said — We Did actions on
Trust web-site.
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= Visiting times
= Protected mealtimes

East and North Hertfordshine EﬂE
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Welcome to Ward 9A

Visiting Times:
3pm-4.30pm and 6.30pm-8pm

~

Our ward supports
' protected mealtimes

Please avoid entering the ward or visiting during
mealtimes unless you are helping patients to eat
their meal

4mmm 94 South

at lunch from 12.10am to 1.10pm

9A North )

at lunch from 11.45am to 12.45pm
&
at supper from 5.10pm to 5.50pm

Protected mealtimes are in place to ensure that our patients have a dedicated
mealtime, free from as many interruptions as possible, so they can enjoy their meal
in a quiet and relaxed atmosphere. Nursing staff, clinical support workers and
volunteers will be helping patients with their meals and monitoring food intake.

&
at supper from 5.40pm to 6.20pm

What do protected mealtimes mean?

If you would like to assist your relative or friend
with their mealtime experience please
ask the nurse in charge how you can help.




Who’s who on the ward
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A Guide to Uniforms A Guide to Upjf, My
ni orms
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A Guide to Uniforms




How we’re doing:
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Last updated:

How We're Doing... i

Information about patient safety and quality of care on this ward

If you have any questions about this information, please speak to the nurse in charge

= |nfections

MRSA Blood-stream:

—— = — = Falls
Date of last MRSA blood-stream infection m

Clostridium Difficile:

" Pressure ulcers
Date of last Clostridium difficile infection -

Patient Falls Infection Prevention & Control . H a n d h ygi e n e
Last month G | 1and Hygiene:

iy * Ward cleanliness

Date of last patient fall
Ward Cleanliness:

New Pressure Ulcers Audit Taee

Last month

Since 1* April _

Date of last new
pressure ulcer Maich 20




Ward staffing:

.

= Patient focus group
= ‘Temperature check’ on staffing
levels

= Designed for each ward/dept.
with key staff and shifts.
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Key Contact Details

Here are some key contact details you may
need whilst in hospital.

Patients and visitors, please help us to
ensure that you have a restful night:

Safeguarding Children

If you have a query or concern regarding safeguarding children or child protection, East and North Hemdshlrsm

S Tt

please inform the Senior Nurse, who will share your concern with the hospital's safeguarding
children team.

If you have concerns that a child or young persen is at risk of significant harm, contact P ro m Oti n g S a fe Ca re * Mobile phones on silent after 10pm

Children’s Services on 03001 234043, i i
ren's Services on = Speak quietly - keep phone calls short or move away from sleeping
patients

Safeguarding Adults R : .
If you have a query or concern regarding safeguarding adults, please contact the Lead Nurse Infection Prevention & Control OUBRBE AT I T

for Adult Safeguarding. + Watch TV in the dayroom after 10pm rather than at your bedside
= Ask ier af eaff if naed hel e = %y
o et e 2 - 3 member a 3 e take hard bygrene wery sevicusly o proted you oo

e U Trusts Falls frevestace leadlet infactiana. Wi will cean aur hands using the hand rub ar wherever possible
soap 2 wal e And after we athend o you, if we
Please call 01438 284994, Lister extension 4994 or mobile: 07785998151 e th = pée fontwesr which provides v nok cleanad aur hands pleasa fael
Outside of these hours, please contact the duty matron or site manager via the i et e e e ke Srble o 2k with yuun fupe-m-chage . ) .
hospital switchboard. ok s ik 0is I el Aty + Use headphones when listening to the radio
wur et of kan e a frwend b ke &

Falls Prevention
= Draw the curtains around your bed if you're using the reading light

Carers Lead Suicea sigrar b

ars rO . ’ caarch " - Hyou nobo broien equpment or splages, please mform
it the carers corner (Lister main corridor) or search ‘carers’ at www.enhert i A e e Sl e e

for details of the support available for carers or call the Carers Lead on 01438 284182, safa e Staff' p| ease encourage a peaceful
Hyou wse 2 walking ad, please do ot farget to use it and haye had dirrhoes, vameting, or ar fevensh durng the

Kot i oach a2 s pstires tays environment at night on your ward:

Chaplaincy Team

Chaplains are part of the team and are here for everyone, whatever your faith or bel . .
They listen, offer compassionate support and, where appropriate, prayer and the sacraments. - Speak as quieﬂy at possible
They have contacts with other faith groups.
Available Monday to Friday, 9am-5pm

Please call 01438 285138 or Lister extension 5138. Catholic Chaplains 01438 285518 or Lister ward teams on wourdd management and provenkian of 3 = \Wear soft soled shoes
ext 5518, pressuee uleers, alko known 25 bod by >

e AHg T I : i - -
Outside of these hours, you can contact a member of the Chaplaincy Team via Switchboard on i iy mf' ma mw‘r:" m.:'_:f»r * Mute telephone at nurses’ station

* Close doors, drawers and cupboards quietly

= Nightlight on at nurses’ station

- Penuiding pod nuteftional cace b very i * Place patient call bells within easy reach

Health Liaison Team : W s e s sl el Sy yos g =
s thver) fliase spek Lo The pursing staft nustribiona aweds, For gl i you nesd o sperial diel,

The Health Lialson Team objective Is to ensure that people with learning disabllities can 1 Conisot s on your behall are 3 risk of malnatrition fpoor nutrttion], ar read help

access mainstream health services and receive equitable healthcare, without the Lea Wit ating it ik g,

Disabllity getting In the way.

Please call 01438 845372 or email healthliaisonteam.referrals@hertfordshire. gov.uk

= Offer ear plugs to patients

Pl i i ol + Offer decaffinated drinks to patients

Haye kst welght recenthy or have 3 pone appetits + Lights out by 10pm
e help with esting and/or drinting
Follo a speoal dict foe medical, cultural or religiais
Chirical St will encoua ] psibl s
Uy wll st
‘_.I_?m',ke.”* o s Heswe sy dificulties eatig, cheswing or swallowing
el awststance. This in-turn rdices tha nood for Arm reconng arsy nutriorial supper, o arandes the
reanual fiamdling, The Moving nd Handing teain care of 8 Distitian
L Hawm arry food alkergies ac Infrlerances
Hawe a purple Toldet ot & rlition on admission crd
{nge Cancom]

it o b it bl Protctenf medbirme fians beer itk W pronm
o ermanomeL ez of unecesan inle ,and

L e Sl e s o s wilh e i ﬂ.,‘:',;m*:.’,::ﬁ,“,:”::';;"
drink,

= et st kv IF you Feel uncamfartable










