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Attendance at ED were at all time
high. Families were waiting for
more than 12 hours to be seen in
ED.

Heightened pressure from
the clinical team as they
x were at capacity.

Tense atmosphere in the waiting
room. Families were leaving
without being seen by the clinical
team.
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ROLE PROFILE

A job profile was created for clarity in what the role entitles.
The profile was shared with the staff in ED for awareness of
the new role.
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patients and
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Capturing FFT
and patient
stories

and many more....

W ¥




>
b
o
e
I
= |




PILOT

We ran a pilot for a week with the Volunteers and Bank Interpreters covering different
times of the day.

(J Peak times — 5pm to 9pm.

 Monday to Sunday shifts needed.

1 The need to keep a log of key issues — a direct way to ensure shopfloor knowledge
was quickly shared.

L Many improvements in the ED area were needed to provide better experience for
our patients and families.

J Great opportunity to capture patient/families feedback.

 Challenging role — will need to offer further support to the ED Runners.
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"Very friendly helpful helped with translating need this kind of service I’'m new mom new to the country Sumita cheered me up so much because she spoke my language "

"She offered me tea and sandwich spoken Bengali which helped me a lot very kind helpful lady. Cheered me up its Eid today this kind of service is so much needed in ED so grateful to her"

“ .started to tell her about my problems she listened and really comforted me reassured me.. | felt alone but Sumita cheered me up so much. This kind of service is needed very much in CDU
and ED. | want to thank her for her support I’'m a single mom but she made me feel proud to be one "

“..I’'m new to this country my 1st baby she was so good made me feel very happy in myself please keep this service going and keep this lady here it’s very much needed.”
"Very friendly and empathic, understood we had a long day and needed some food and a lovely chat"
"Very helpful and kind gave me tea and sandwich and helped ne with my autism child"

“..my experience in the hospital was a lot less stressful than | thought. Thank you everyone "
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bwc.patientexperience@nhs.net
&%
Inclusion

f Women's Hospital '
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Diversity

PATIENT
EXPERIENCE

https://bwc.nhs.uk/

Search for us by typing 'Patient 3 women's Hospital
—— Experience’ at the BWCH Website

Patient
Information

f Children’s Hospital
3 children's Hospital

Data

Analysis <<

il

- N
N 2 s b
4 ﬁ "y |
|
5

ad, M


https://twitter.com/bwc_nhs
https://www.youtube.com/channel/UCrAccMQ35KvcHI_VWyewsYA
https://facebook.com/birminghamwomenshospital
https://twitter.com/bwh_nhs
https://facebook.com/birminghamchildrenshospital
http://twitter.com/bham_childrens
mailto:bwc.patientexperience@nhs.net
https://bwc.nhs.uk/
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