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East and North Hertfordshire NHS Trust

= Large Acute Trust
inpatient, outpatient, A&E,
maternity, diagnostic and
specialist cancer services
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New QEII Hospital, Welwyn Garden City

= 32 wards
= 5,290 staff

Mount Vernon Cancer Centre,

Northwood Hertford County Hospital, Hertford




Key information for patients and visitors

= Core ‘standard’ information developed with patients and staff
= Same.... but different
= Adapted for each department but consistent style




Measuring patlent experlence
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= Meridian system - surveys for inpatients,
outpatients, A&E, maternity etc.

= Offer - E-surveys on i-Pads, paper surveys,
freepost cards and text messaging.
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Encouraging patient feedback

East and North Hertfordshire /751

NHS Trust

Tell us what you think about...
the Lister Hospital

8 3
Tell us more Questions while in hospital?

‘We want to hear about your experience Please talk to us if you have any questions or are unhappy with your
in hospital. Patient feedback, both gaod own care that of a ralath raising

really important and helps us ill You or your relative.
o make improvements.

Please fill in our short survey telling us

1 you would recommend our service to PR O ARE St thikaray , %
. Z Ask the department manager or with
your friends and family ar visit:
T one of our Matrons (the senior
www.tellusmore.org.uk SHO e fLas ianeing redDanfcs)
= o g' team Qur matrons will help put
things right for you.

You can also leave feedback at:

1f you feel unable to speak directly with our stalf,
contact PALS (Patient Advice and Liaison Service)
Help from | wha will be able 1o help you. PALS can visit you
PALS in hospital or you can visit them in their office.

Call them on 01438 284678 or email
pals.enh-tr@nhs.net

om/anherts

if you stil feel that your concerns 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 )

What happens to your feedback?
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We collect feedback in
different ways, including reviewed by each makes changes to make
patient surveys ward and department things better for patients

Patient feedback is Each ward and department
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Reporting patient experience

Patient experience Board report

Monthly FFT report for inpatients/day case, A&E,
maternity and outpatients (responses & comments)

= Nursing Quality Indicators

FFT results displayed in ward/departments & website




Board report

Inpatient Survey

Friends and Family Test

Comparison of responses to questions within the inpatient su

Inpatients & Day Case

NHS Choices (Quarter 3 Oct-Dec 2015)
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Information by Division/Ward
= Staffing

= Patient safety

= Patient experience
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Sharing FFT results

What is the FFT

% of patients who would/would not
recommend this ward

How many patients responded
Number of compliments
Number of complaints

East and North Hertfordshire 7253
-8 Tt

The Friends and Family Test

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: Movember 2015

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

1

Last Month

Since 1* April

Since 1 April
126

Qur 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’.
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Key information for patients and visitors

Information to be

displayed outside wards:

= Visitors charter

= Customer care pledges
= Visiting times/protecte

mealtimes
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East and Nerth Hertferdshi
s

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

9A North
at lunch from 11.45am to 12.45pm
&

at lunch from 12.10am to 1.10pm
&
at supper from 5.10pm to 5.50pm

at supper from 5.40pm to 6.20pm

What do pratected mealtimes mean?
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.

If you would like to assist your relative or friend
with their mealtime experience please

East and North Hurtiyenire [1T25
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ask the nurse in charge how you can help.
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Patients also wanted to know:

East and North Hertfordshire [([Z53
Last updated:

How We're Doing... "=

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

Infections

MRSA Blood-stream:
Last month Since 1* April
Date of last MRSA blood-stream infection _

Clostridium Difficile:
Since 1* April

Date of last Clostridium difficile infection -

Patient Falls Infection Prevention & Control

Last month

Hand Hygiene:

Audit score last

month
Ward Cleanliness:

New Pressure Ulcers i
Audit score last

Last month

Since 1% April

Date of last patient fall I ERALE

Since 1% April

Date of last new
pressure ulcer

East and Nosth Hertlordshi INHS]
Staf‘ﬁng StatUS Last updated:

The Nurse in charge today i

Current staffing position /

Staffing levels as
planned

Urgent -
Action in hand

planned  Actual | | Plannea
Nurses
Studen

| Support Worke:

Housekeeper

Ward Clerk

If you have any queries about staffing levels, please ask to speak to the nurse in charge.

East and North Hertfordshire [IT£5]

A Guide to Uniforms
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Occupational A E =
o Physiotherapist Housekeeper 645 Cleaner Ward Clerk







