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Barts Health NHS Trust

One of the largest NHS trusts in
England, serving a population of >2.5
million people in East London

Five hospitals seeing an average of
7,250 patients per day

22,000+ staff

Over 60% of residents from a non-
White British background

Significant deprivation
3,500+ adult deaths annually




Why the survey matters

Formal feedback tools bring both data and humanity into care improvement

Grief has real and Gathering family Human connection in Personalised,
measurable health feedback enhances bereavement outreach appreciative learning
impacts care quality and makes a difference transforms care
compassion culture
Bereaved individuals Evidence that direct
experience significant Survey formally contact after death Narrative of positive
reductions in health- captures crucial aspects positively impacts practice and areas for
related quality of life’ of care experience grieving. Personalised improvements
seemingly informally approach important? prompting reflection

1. Stroebe, M., Stroebe, W., & Schut, H. (2007). Health outcomes of bereavement. The Lancet, 370(9603), 1960—1973.

2. Morris, S. E., Littlefield, M., & Mendu, M. L. (2023). Survey Study of a Hospital-Based Bereavement Program During COVID-19: Insights to Improve Support of the
Bereaved. Journal of Palliative Medicine, 26(11), 1542—1546



Evolution of the survey

A journey of refinement to co-design, resulting in a survey that listens with empathy

2011

A simple survey
launched to
understand EOL
Experience

Refined and
developed based
on feedback and

developing
needs, integrating
more voices into

the process

2023

Fully co-designed with
families and staff.

Focused on compassion,
inclusivity, and increasing
accessibility.

Reviewed timeline,
process and contents.




The 2025 Bereavement Survey 1/2

Built together with families and staff to create inclusive feedback that drives change
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- Explanation about how the
The 2025 Bereavement Survey 2/2 feedback has been used

Personalised, compassionate outreach - Opportunity to explain reasoning
. , without pressure

- Option to leave details for follow-

If you would like to speak to somecne about your experience. Please include your
name and contact number, a member of the bereavement team will call you.

Name (optional): up
iy - Signposting to bereavement
Where to find support Support

Bereavement Lead Nurse Child Bereavement UK Stratford
Offering support, information and Help children and young people (up
qguidance for bereaved relatives or to age 25), parents and families, to
carers. If you have questions about rebuild their lives when a child grieves
the survey, the care your loved one or when a child dies.
received or require sign posting to Call us on 020 8519 7025

support. Please call the number below

- Personal notes included in
bereavement card

for help and advice.
City and East London
Calis o020 3384 §337 Bereavement Service
Oﬁwhuhuuwmmm-‘mlling
m.tmmmmm QMU E SIS N NS S S SN NN NSNS EEEEEEEEEEEEEEER
a child of any age and from any cause.

Call us on 020 3022 5177

Outcomes

- T response rate: 4% in 2022 to
10% in 2024

- Acceptable to include all deaths




Impact and results

Turning bereaved families’ voices into meaningful change

)) Celebrating exceptional care delivered
in high-pressure environments

Revealing areas of concern not
identified through other channels

ﬁe Strengthening collaboration across
@ the patch

Shaping staff education and training
through real-life examples

NOK updates and property return

Conversations around EOL and DNACPR

Compassionate ward transfers

Info regarding registration & coronial process

Pain management

Nutrition and hydration

Facilities for families




Voices and learning

Normalising honest, compassionate feedback, ensuring that lessons are learnt

"The feedback is incredibly
powerful. These are the real
voices of people who have
recently experienced our
care, offering honest,
constructive reflections on
what went well and what
could be improved. We've
seen students really engage
with the narratives, showing
empathy and a genuine

willingness to learn from
the feedback.”

Education lead

"Thank you for sending
this form. | can now lay
to bed my experience.”

Bereaved family respondent

"The annual bereavement survey gives us current
information about the care and experience relatives
receive in the Trust and forms a key part of our

assurance about our services.”
Macmillan Director of Nursing for Cancer & Palliative Care




Key takeaways:

Overcoming fears & family response:

Initial fears of being intrusive overcome
through compassionate, anonymous
approach

Families found it “healing” and “cathartic”
Valued chance to reflect and influence care

Insights driving change

Highlighted poor care where high standards
were assumed

Surfaced unexpected praise

Shown to be a powerful tool for cultural and
service change

The tool is adaptable, paediatric and
maternity services adopting the model

Ensuring inclusivity & honest feedback

All bereaved families offered the
opportunity, not just a select few

Consistent contact fosters equality and
openness

Anonymity encouraged candid, meaningful
responses

Allows the bereaved to chose how they
reply
Straightforward and easy to complete

o




This is not only a
technical tool, but a
cultural one.

It normalises honest,
compassionate feedback
and helps ensure that
lessons are learned from
every patient, even after
death.

NHS

Barts Health
NHS Trust

Thank you for listening

For more information:

Rosamund.Butterfield@nhs.net
HananJane.LEstrange-Snowden@nhs.net
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