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

� 32 wards

� 5,290 staff

East and North Hertfordshire NHS Trust

Lister Hospital, Stevenage
New QEII Hospital, Welwyn Garden City

Mount Vernon Cancer Centre, 
Northwood Hertford County Hospital,  Hertford



� Core ‘standard’ information developed 
with patients and staff

� Same …. but different 

� Adapted for each department but 
consistent style & presentation

Key information for patients and visitors



Encouraging patient feedback



� Patient experience surveys

� Friends and Family Test survey asks ‘if there 
was one thing we could do to improve your 
experience, what would it be?’

� PALS and complaints

� Patient stories

Patient feedback



Sharing information about patient feedback

� What is the FFT

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

� How many patients responded

� Number of compliments

� Number of complaints



Acting on feedback

� Review feedback from surveys, 
FFT, complaints, PALS, patient 
stories 

� Teams discuss and agree 
actions

� Wards/departments update 
poster each month



Sharing our actions

� Summary of feedback/actions 
included in Board report.

� You Said – We Did actions on 
Trust web-site.



Information to be displayed outside wards:::

� Visitors charter

� Customer care pledges

Developed with staff, patients and carers.

Key information for patients and visitors



� Visiting times

� Protected mealtimes



Who’s who on the ward



How we’re doing:

� Infections

� Falls

� Pressure ulcers

� Hand hygiene

� Ward cleanliness



Ward staffing:

� Patient focus group

� ‘Temperature check’ on staffing 
levels

� Designed for each ward/dept. 
with key staff and shifts.








