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Experience & Involvement Strategy 2016/17

Our aim Our progress will be monitored and evaluated in:

W 3im to provide 3 positive expenence that provides the best possibie
auicomEes Tor Our service Users and carers. We want to develop a
culture where experience Is 5e2n as belng Integral io the day 1o day
provision of care.

Ta achiewa this alm we wil use syslems and processes In the Talkowing

Why is it important
Wie know that Ba% of Eanvice wsers and carers &k aoout thelr
E‘IpEI'E'I'IDE of gur sENviCas Wmafﬂ'l‘ﬂlj‘ memibsr or friend.

Guarter one- Sustaln the score from the Family and Friands Test for
BErvica USSrs and canars

GFuarier iwe- Galn a baselne Trom Q4 15716 Adull Sodal Care Dala o
Increase the coverage of moathly reporting and tenchmank

Guarter hree- implementation of the PLACE programme by Volunteers

The posiive experienca af pur s2nvice ESers and CAres l2ads to
customer koyally so thal we b2come a Heaith and Adult Social Care
Providar of cholce.

By capiming feedback and suggestons of Improvement, we are dareas: and gak a PLACE scove far Brghton House.
privlieged ta work In pastnership with the pecple of Staffardshire to = Real tima feadback Trom DUr S2rvice BSEE and canars Guarter four- Increase i feadback from pur Adult and
&hape Me Tuture cur Health and Adult Sodal Care Services. = Dewelop actions of Improvemsant from Sendcs USErs and cansrs e e e B

Teedback

= Pateni Led Assessment Frogramms (PLACE}
= Mystery Shopper Programme.

Far move informaiian see gur Quanty Framewark
page —scan the GR code: g

Ezchi frontire team is responsibie for the experi ence of the cane they provide

Measure

Friznds and Family Test

Feadbaok from sanvice usars ang
carers on e qualtty of cans that
they have recsived fom our
BaNVICEE.
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2016/1T Target
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and fess than 55t would not
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OUF SEMVISE USES and Cares
are exdremedy salisnad with the
guaEiltty of our sendcss.

0420 pleces of fecdoack In
each of the Adult Haain and
Social Care dvisions
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Key actions
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H' & b=am nescis helo and sussort olease oortsct the Expanance tasm:

4 Tel=phone 03H-123-1161 ext 1524
4 EMMail L ro 0 G D M e e R E D, b Ak

If & b=am has an szue they @ANNot resove they must ssovats s to their ine
marager, who N aither haip resohas thee issus, o raise it 8t the reisant arza
of neizhbourhood mesting,

If'the issu= cannot be resohied st zres S neighbournood mesting, it will o=
discussac at the Divisioral Busre= Mesting, which is chaired oy the Onisf'
Dpeating Oificer for the disision.
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Governance Process

Internal Assurance

* Trust Board
e Quality and Safety Committee

» Safety and Effectiveness Sub-
Committee

* Divisional Business Meetings
* QOperational Team Meetings
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External Assurance

Commissioners Contract Performance
Review meetings.

Scrutiny and challenge of monthly and
qguarterly learning from experience
reports.

Deep dive on the performance and
outcomes from service user and carer
improvement projects.

Service user and carer Forum.
Independent Complaints Review Panels

Service user and carer task and assurance
groups.
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The Partnership Trusts Service User & Carer Experience

Feedback cycle
Clarify the purpose

Understand the and the business
benefits of User :
- Experience feedback context for using User _
Show how the Feedback :
Work with Users and
feedback has
staff on methods and

transformed the
. measurements
service

Evaluate the results
and the impact on
improvements
- Use feedback to Analyse feedback to -
design and implement prowde meanlngful

S information on the
service Improvements )
User experience

Collect data on User
Experience




Methods of Data Collection

http://www.staffordshireandstokeontrent.nhs.uk/Have-

Your-Say/new_page.htm

of your visn.

I
" Stafforcshire and [I7E
staffordshire and [\'/{£] Stoke on Trant Fartmaries
Stoke on Trent Partnership e
NS Trust ‘ant everyone to get the best possible care and treatment.

. These questions will help to do that.
Take a moment to tell us what you think of 145 7 oo BIK 1 a7 you hat Was §ood Bncugf for your Mends and Tamily.

your experience of our Services... e e e e I e

ad. Please 3k ST 1 you do ot UNGerstang any of 12 guestons. They wil be
MR U SNGUE DA W TEMARE LE t0 o EmACistons, DeNE tE 3 oMt B corpel T Ry Y el
essionraire. When fnished, simpiy hand the compieted card fo any member of saff, or put in the postfo e

Please draw
U A picfone.
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Ploave deam
N & plcture
of you vivit

hildren and Young People’s Friends and Family Test

Which area of Staffordshire have you been to today?

Which team, department, clinic or centre did you visit? :
What is today’s date? E

User or 3 Carer? Service User  Carer
Which department or ieam have you seen inday™
T p R —— ire have you been to today?
Aryoun User [] caer [ lepariment, clinic or hospital did you go 0 ...

your friends and famiy to have this service if they needed @7
1

W would Eka you bo fhink sbout yoor recant expariences of o sarvizafam.

%o] Don't know
Hiow By 87 y0u 0 ECOMMEN this Service b ends and tamiy I hey needes smiar o o
care o eaiment?
4 Exmmey iy a ey g‘,] 2
a NS SR 5o R =] ety No Dion't know
O Eximmoly wikey 8 Dowtimow O O [}
Piemse can yoo el s the smain resson for e score you have pivenr? mformation that was easy to understand?
e = ]| & ]
Maybe No Cion't know
Overnl, how satisied are pou with the Clrical Ireatmest and quaiRy of care fat yoor have O O
mosheed” with your cfinical support or care?
Exiomely falisied 0 Bailsflod 0 Uncalicisd ) Exiremely Unsaisfied O Q -
Enmnpmnmn:mﬁngummmmmnmmu Maybe Mo Ben¥hiici
Yos O Mo O Dor'tKrow 01 ]

]
AT i e e e o TR e yoar a;yuuwuldhellhestzﬁwhatyaunanhedtn happen next with your

= Tes Q a Doniknow O . {] Efn 2

Do you feed you were Isiened ko by the mm-i,m -7 Maybe Ho Don't know
s O Mo O Dot Know 0 0 a 8]

Would you tell your
friends that this is a
good service to come to?

Please tick the box you agree with most:

O@

Who has answered this question? Child'Young Person D muﬁuu’dlmj

2
e e e T—————— L

do well?

myone else to see what you have writien? Yes[] nold

134 Kieh thin box i you DO NOT wish your comments to be mede publie. [

..... it 1304 0

Please tick this box if you DO NOT wish your comments to be made public.

Paave cram
5 A piwe
of yout Vit

Pann draw
s A oty

o your viviL

ek b 1eq

Statfordshire and Tell us how we did

Stoke on Trent Partnicrship 10da)’
We would love to Staff Mame
hear you fesdback
T
Pleasas take cur survey sam
anlime at
Arga

s stafforshirsandsing sontrent rhs ukl
have-your-say

Thank you for taking

the time to leave your
feedback.
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Reporting Dashboards

These links will switch between the different Thik takes vou o n Tabolaryepart \.rrewf So_ the
R $ dashboard can be exported to PDF and distributed
dashboards within 1View

areas and teams externally (e.g. to comissioners)

This button will open a selection that will
allow the user to filter to specific divisions,

1-View Main Safoby Experience Effectivencss Workforce Fi
Summary

Ferformanca

Experience - Overall (Dec-2016 ) (K|
Burvey Counts Dec-2016 0.9%% FFT Non-Recommenders Score Last Month D.7%
-2 Mvn-Flecommenders, Dec-2016 Q12015
Total number of feedback received 2801 - L= 1= | Bl a1
NI S'-u"véy . Z344 B4O4
ErEeG Commant Card EEl] TE
Monkey Commeant UQards -3 195 15 31
Mt 3 : - 28
FFT Sampile 2635 W g59549 15 10 - 1w
Sootembor i =3 “asg — s
Ol Unabls Dua To Capocity L. 187 .
. ;e Esctredmel Wniikely Marther Rkaky [T B T
Lirabries Dus To Dameniis <8 "z Gl SR i

FFT Score (Recommendars ) - (Dec-2016)

o o7.A4% G7.6% T '—‘5:‘*‘- o
Abowve Target 97 .2% -— —e —— il —— —— -
Target Scare e " - -
SO S 96.6% S5 5%
l Target
Likely 90%
Apris My 16 un s Jul 16 g 18 sep 15 Qe 16 w16 D 15
Core Question Responses (Dec-2016)

Orvarall, Do SAtisiicd ara you w, T e Do you Feel you wera Bstenao bo Dy e Do you Taal That you Nawve cans and Dix you Ko wWHGNs You CEn 8ccass up
chnical roatrmant and quality of o e profossionsl you saw? support which is dirociod Dy you and Lo dato Eformslion ADoUL pour cano and

thal you haveo rocoivod? your naads?® support?

These tabs can be clicked, and the
dashboard will update to show relevant
results for the gquestion selected

These links allow the user to filter down Use these links to switch to different
further between Service Uiser and Carer dates/years within the 1 view database
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Service User Friends and Family Test Results

Friends and Family Test 2016/2017
% of service users who would recommend

our services and FFT sample by month
Apr 16 to Dec 16

3900 098 996 097 096 097 097 098 .o 097100%

1ze
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=
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o
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- 80%
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- 60%
- 50%
- 40%
- 30%
- 20%
- 10%
- 0%

% of Recommenders

The Trust has
received 22,366

surveys and is
achieving an average
FFT score of 97%

Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16
mmm sample Month

== %
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Carer Friends and Family Test Results

800 -
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Friends and Family Test 2016/2017
% of Carers who would recommend our
services and FFT sample by month

Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16
Month

N sample == %

% of Recommenders

Apr 16 to Dec 16

The Trust has
received 5,512
surveys and is
achieving an average
FFT score of 98%
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Feedback from our Service Users and Carers identifying areas were
we are doing well

Apr 16 to Dec 16

The Trust has
received 7259

compliments for our
health and Adult
Social Care Teams
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Service users and carers monthly suggestions for improvement

change " Stagr Mf’dlCGl'lOﬂPu
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Sern ’5 pel 1‘\ iCeS
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Phc%l'ees ery YRude 5 - Z. 0 ”S”P:E'Srv 'r"ed[,m
l ﬂ 0 Cept/on o »Unhell?,,f Ughaaze 4 Apr 16 to Dec 16.
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BUSY bAa/V/t/eS' — i A u /7 / CL(l 0/776’ The Trust has

"""" Tl sel, 2 Shm az. e e .
pO/nZ. i Weeken e Talk |ssua€ received 649
Respite ‘ 3
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TV e h( ’] g carers

To<tS V.T//)?e. /'nom\cdfecu ar dpw
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Fam'lYTrea HC [50 JOSL : t eS )‘{’E’ / =
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Learning Actions implemented from our Service users and Carers
suggestions for improvement.

Duty of candour leaflets for service users/carers
and families.

Nurse call bell audits. To monitor response times
within our Community Hospitals.

Quality visiting Mystery Shopping programme
to review accessible information in the health
centre locations.

A new IT system through a phased approach for
the scheduling of home visits/ clinic
appointments.

Review of appointment letters and patient
information

Opening hours for appointments in Sexual
Health, Podiatry and Physiotherapy services.
Extra drop in clinic sessions and a new triage
process for sexual health services which is to
relieve the waiting times for service users

Telephone support and guidance to our service
users in the re-ordering of continence products.

Health economy review of the post surgery
Breast Drainage Pathway and the training needs
analysis for district nurses.

Review of baby changing and older children
facilities across the Trust.

Introduction of text reminders for patients to
reduce the number of DNA and waiting times.

A new reporting handover and communication
tool for health and adult social care
professionals to provide clear and concise
information to our service users and carers.

Review of the Health Economy Dementia
Pathway. The introduction of “This is me” care
plans for our community services.

Discussions with Commissioners regarding the
commissioning intentions and the impact on
service users and unpaid carers.



Sharing our Learning L L

Noticeboard Layout April 2016-2017 NHS Trust
@ oo ~— = Service users and Carers attending Trust
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Board.

*  Monthly on the Trusts “Have you say”
website.

* Monthly in the Trusts “The Word”
communication newsletter.

e Quarterly through the Experience notice
boards in all health centres, community
hospitals

More~(,,,,e
> sAPPOIntme"ts

“nunw',‘} "m !

e Quarterly through Experience team
portfolios.

e Social media- SSOTP twitter and face
book.



Monthly Service User and Carer Team Awards

A
X

Leek and Moorlands

Apl’ll Physiotherapy
'~ Children's Community
June Nursing
Y Tamworth and Lichfield
Apl’ll Physiotherapy and
Orthopaedics

June

o)
Stafford South Dental
Service

&)

Haywood Grange Ward

April

Stoke O

Th

ccupational

June

May

July

May

July
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Time to Quit

Haywood Outpatient
Physiotherapy

Kidsgrove and Audley ILCT

R

7 Newcastle ICT/CIS g]

Newcastle Health Visiting ‘

I Oak qud, Bradwell
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Questions and Answers

THANK YOU



