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(J Two main sites in Essex:
Colchester General Hospital
Essex County Hospital.

1 Providing healthcare services
to around 370,000 people
from Colchester and the
surrounding area of north east
Essex and south Suffolk.

Colchester General Hospital
Turner Road

Essex County Hospital
Lexden Road

® Chelmsford ’
[ 562 inpatient beds, » * Maldon
44 maternity beds -
13 critical care beds. * Basildon .
1 4,500+ members of staff. urrock



Colchester Hospital University INHS

MHS Foundation Trust

We are ey
k'"d « Respect privacy
Our vision
- - We are . Attemivte
Delivering great responsive [,
= Value your time

healthcare to every

» Positive outlock
patient, every day et

Caring
We are > (ekomins Acting in the Supporting

+ Courteous
welcoming  BUESCITENE best interests our workforce
of every to look after

patient, every patient,

Communication
« Listen and hear
We are '

« Explain /inform

inVO'Ving + Work as a team

every day every day

Consistency AChiEVing Clinical,
We are ) gy A operational and
safe B s financial resilience




Colchester Hospital University INHS |

MHS Foundation Trust

Q CareQuality
Commission



Colchester Hospital University

MHS Foundation Trust

November 2015

PALS, Complaints and
Chaplaincy service

| initiated a programme of
transformation across the

service.

| restructured the teams
(not pictured!)

I implemented new initiatives
and training.

1 Result: a well-trained,
well-motivated service.
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PALS to the forefront!

] PALS office needed to be more

accessible.

(1 Opened a PALS “pod” in
the hospital front entrance
January 2016

A help point for patients,
relatives and carers.

J Teamwork!
e Estates & Facilities Team
* Hospital management
* Charitable organisations

O To find out if results of diagnostic
tests are available.

O For help if people are unable to
resolve issues at ward level.

O For people unable to get through to
a ward or department by phone.

U To help out when other staff may
not be able to.
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Changing the process

| undertook a review of the complaints

process. Huge challenge!
| developed and delivered a new and more

robust system, compliant with CQC.

J From 89 complaints in November 2015
to 27 in August 2016.

1 38 = average number of PALS enquiries across
Essex in August 2016. |

d Every complaint is now dealt with within
100% of the compliance requirements.
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Family a priority
d November 2015: Trust ranked in

bottom quartile in country for
friends and family compliance.

1 | took on an underperforming

and inadequate friends and
i The NHS Fri

family test system. and ramuJ'%'s?S

J After working with Trust staff to
empower patients to engage
with friends and family
feedback the Trust ranked
11t in country by September
2016.

Everythin
the NHg :?;X?E_nee‘j to start de|

. d Family Test

iVering
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PALS awareness week

/

" “7 DO YOU LOOK | A ! h !

-

""""" | AFTER SOMEONE?
3 To highlight the [} L i

work under- S 6 | W= o
taken by the 0 e

PALS team.

J Huge amount of
positive
feedback from
staff, patients,
families and
carers

] PALS awareness week is now
held twice a year at the

hospital.

N3
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Patients come first

d | am committed to patients and the
experience they have in hospital.

1 | have worked in A&E during times of
high pressure.

d Founding member of the Essex-wide
complaints meeting.

1 Lead for Patient Experience Network
hosted by Healthwatch & NHS
England.

J Attend HOSC meetings to present my ,
role. E | the future”
L1 Honest conversations!!! B | :




’34 patlent is the most /mportant person

of it. We are not doing himj
serving him, he is doing ugi

Adapted from a quotation
of Mahatma Gandhi



