
 
 

 

TRUST BOARD MEETING - 19 MARCH 2009 
 

Title of the Paper: Patient Experience 

 

Agenda Item: 41/09 
 

Author: Gary Etheridge, Director of Nursing & Patient Services 
 

Trust Objective: SFBH Core Standards - Fourth Domain C16 & Fifth Domain - C17 
& C18 
 

Key Issues: 
 
The Trust continues to focus its efforts on putting the patient at the centre of all we do and that 
consideration is given to those who use our services at every stage of care. 
 
Purpose: 
 
The report informs the Board on the key Patient Involvement and Experience initiatives that have 
been implemented Trust wide. 

 

Risk Implications for the Trust (including 
any clinical and financial consequences):  

 

Mitigating Actions (Controls): 
 
 

Failure to provide improved involvement & 
experience for all our patients, public & carers 
- that meet & exceed both their physical & 
emotional needs & expectations. 

Patient Involvement & Experience Strategy 
Patient Involvement & Experience Group 
Inpatient Survey Group 
Local & National Patient Surveys 
Patient Experience Trackers 

 

Level of Assurance that can be given to the Trust Board from the report  

 
Significant 
 

Links to Key Line of Enquiry (KLOE 1 - 5) 
 
KLOE Auditors Local Evaluation ALE Level 2 - 5.2.2, Level 3 - 5.2.5, Level 4 - 5.2.8 
 

Recommendation to the Trust Board  

 
Trust Board Members are asked to support the content of this report, whereby the Trust is 
fulfilling its obligation by putting patients at the heart of everything we do in line with legislation, 
Guidelines and Strategies. 
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Agenda Item: 41/09 
 

 
Public Board Meeting: 19 March 2009  
 

Patient Services Report 
 

Presented by:   Gary Etheridge Director of Nursing & Patient Services 

 

 
1. Purpose  
 
This report provides the Trust Board with an update on the key workstreams currently being taken 
forward under the umbrella of Patient Services and the Patient Involvement & Experience Strategy, 
whilst highlighting the progress made in delivering and embedding Standards for Better Health in 
respect of Core Standards C16 (Fourth Domain), C17 & C18 (Fifth Domain), and links to Key Lines 
of Enquiry (1 - 5). 
 
2. Background 
 
Core to delivering the patient agenda is the Trust’s Patient Involvement & Experience Strategy. 
 
The Strategy identifies key areas that impact upon the patient experience and sets objectives to 
ensure that patients are involved and receive an experience that not only meets, but also exceeds, 
their physical and emotional needs and expectations. 
 
This paper outlines a number of patient initiatives that have been implemented within the Trust. 
 
3. Patient Involvement & Experience Strategy 
 
The key aims and principles outlined in the Patient Involvement & Experience Strategy ~ Ensuring 
a Voice: Offering Choice 2007-2010, (Action Plan available on request from the Director of 
Nursing & Patient Services), continues to be actively taken forward and reviewed through the 
Patient Involvement & Experience Group, chaired by the Director of Nursing & Patient Services.  
 
4. Patient Services 
 
4.1 Patients’ Panel 
 
Panel members have been involved in the re-design of the new Princess Michael of Kent Wing at 
Watford General Hospital in respect of the ‘Front of House’ (Phase 1 & 2) and the new Acute 
Admissions Unit. 
 
The Patients’ Panel Chair and members are actively involved in a number of Trust meetings 
 
The Chair of the Patients’ Panel was recently invited by the DH to attend a meeting at the Kings 
Fund to assist them in writing a profile on the qualities of a Dignity Champion. 
 
4.2 Local Involvement Networks (LINks) 
 
The official launch of LINks at the Fielder Centre at Hatfield took place on the 20th November 2008. 
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The introduction of LINks is part of a wider process to help the community have a stronger local 
voice.  

The Trust will work with LINKs members in respect of their former PPI Forum right to ‘Enter and 
View’ the Trust premises in respect of announced and unannounced visits which will encompass 
all services provided by our independent contracted providers.  Their first visit will be in early May 
2009. 

4.3 External Joint Working 
 
The Trust is engaged with joint working in respect of:  
 

• Age Concern, Crossroads, Carers in Hertfordshire and Hertfordshire County Council at the bi-
monthly NHS Carers Reference Group chaired by the PCT to support carers in line with 
national, county, regional and local strategies, by developing a partnership approach to 
improving support for carers in Hertfordshire 

 

• Royal National Institute for the Deaf (RNID) to help support patients who are profoundly deaf 
 

• The Learning Disabilities Team - to look at patient information for patients with Learning 
Disabilities to enable them to access services within the Trust 

 

• Joint working with the PCTs at The Mount prison has been a way of looking at prisoner’s 
healthcare needs in respect of its GUM and Pre-operative Assessment Services.  PALS within 
the Trust is also looking at how prisoners can access the PALS Team either as an outpatient or 
inpatient with the possibility of listening to prisoner’s patient stories to improve their patient 
experience 

 
4.4 Bereavement 
 
The Trust’s Bereavement Steering Group was re-launched in January 2009, under the new title of 
the End of Life & Bereavement Steering Group. 
 
The key work streams that the group are progressing are around End of Life Care, bereavement 
questionnaires, training, skills and confidence for staff to support patients and their families during 
end of life, together with a three year Bereavement Pathways Project. 
 
4.5 Patient Affairs 
 
Patient Affairs staff remain instrumental in training all new and existing Doctors and Midwives to 
help facilitate the directives from the Ministry of Justice on the ruling regarding the completion of 
new Cremation papers that came into force in January 2009, which effects both adults and baby 
deaths.  
 
4.6 Spiritual & Pastoral Care 
 
The Spiritual and Pastoral Care Team continue to support stroke patients on the Hemel 
Hempstead Hospital and Watford General Hospital sites in respect of art classes. 
 
4.7 Patient Advice & Liaison Service (PALS) 
 
Since April 2008, PALS have assisted 595 patients, carers and members of the public in respect of 
PALS enquiries to ensure that they have supported patients, carers and the public as soon as 
issues are identified or raised. 
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Listening Boards continue to be updated bi-monthly throughout the Trust as a mechanism to 
feedback to patients, visitors and staff on the service improvements that have taken place, 
following a review of information received in the Comment Boxes. 
 
 
4.8 Patient & Voluntary Services 
 
Patient and Voluntary Services have identified Volunteers who are interested in becoming ‘meeters 
and greeters’ to work within the new ‘Front of House’ and Acute Admissions Unit (AAU). 
 
The League of Friends has generously given additional funding to continue to support the Sloppy 
Slipper and the Emergency Hygiene Pack initiatives.  They have also offered to furnish the two 
relatives rooms on levels one and three of the AAU.  
 
5. National & Local Patient Satisfaction Surveys & Related Initiatives 
 
5.1 Inpatient ‘Task Force’ Group 
 
The Inpatient Group chaired by the Chief Executive continues to support initiatives that will improve 
the patient experience resulting from the National Inpatient Survey 2008/09 outcomes. 
 

Pledge posters and banners have been placed in prominent positions 
in all main entrances, Wards and Departments throughout the Trust 
and in glass frames outside Wards/Departments. 
 
Pledge posters have also been produced in Portuguese, Chinese, 
Urdu, Polish, Bengali, French, Gujarati, Tamil and in Braille.  They 
will be placed in main areas as a welcome to the Trust. 
 
A framework for embedding and evaluating the Patient Pledge is 

currently being developed by the Director of Nursing, Head of Patient Services and Head of 
Leadership & Workforce Re-design. 
 
5.2 National Inpatient Survey - 2008/09 
 
The Trust has again been instructed by the Healthcare Commission to carry out a 2008/2009 
National Inpatient Survey.  Results are anticipated in Spring 2009. 
 
5.3 National A&E Survey 2008 
 
Improvements to the service have already been put in place as a result of the National A&E survey 
2008 in respect of: 
 
� Laminated notices in waiting areas that provide patients with detailed information regarding the 

waiting time to see a Doctor or Emergency Nurse Practitioner 
 
� Purchasing of a LCD TV in the waiting room, which identifies the details of how many patients 

were seen last in a week/month, and how many were discharged within 1 - 4 hour intervals 
 
� The waiting area and reception have been painted, giving a much fresher, cleaner and brighter 

area for those waiting 
 
� Production of new pain relief leaflets for patients 
 
5.4 Local Surveys 
 
In addition to the National Surveys the Trust, with the support of Quality Health, will be undertaking 
local surveys throughout 2009/10.  Results of the first survey will be available in March 2009. 
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5.5 Patient Experience Trackers 
 
The Trust continues to use fifteen hand held Patients Experience Trackers (PET), in all 
Outpatients, A&E, Maternity Unit and various clinical areas.  An annual report on the Tracker 
results is currently being produced. 
5.6 Improving the Patient Experience of Hospital Discharge 
 
A ‘My Hospital Discharge’ Leaflet has been developed and has been given to patients prior to their 
discharge on both Sarratt and Langley Wards since late October 2009.  Due to success of this 
project, the Leaflets are now being used Trust wide. 
 
5.7 Post 48hrs Telephone Discharge 
 
Following the pilot of the post 48hr telephone discharge initiative on Sarratt and Langley Wards, it 
is intended to mainstream this initiative across the Trust in the near future.  A report on the success 
of this intiative is currently being produced. 
 
5.8 Admission/Discharge Sheet 
 
An Admission/Discharge sheet is given to all patients either before admission or at admission into 
Hospital.  The sheet provides patients with an explanation as to what they should expect to receive 
during their stay in Hospital and prior to discharge. 
 
5.9 Patient Information Implementation Group 
 
The Patient Information Implementation Group, chaired by the Head of Patient Services is looking 
at all patient information within the Trust and is instigating a number of improvement projects such 
as auditing all patient letters to improve accuracy, consistency and style.  All new or improved 
information leaflets or posters continue to be signed off by the Patients’ Panel before final printing 
takes place. 
 
Patient Infopoint telephones machines have been installed around the three Hospital sites main 
entrances to the Trust that will assist patients in immediately being able to make contact with: NHS 
Direct, PALS, Hospital Switchboard, Interlink, Trust’s Voluntary Services, Taxis services. 
 
6. New NHS Constitution 
 
The Government launched the NHS Constitution on the 21st January 2009. 
 
The Constitution proposes a set of principles and values that should guide everything we do, 
including a commitment to providing a comprehensive service, available to all without 
discrimination, and based on clinical need - not the ability to pay. 
 
The Constitution is a ‘declaratory document’ articulating existing rights and responsibilities and 
looks at: 
 

• Safeguarding the future of the NHS 
 

• Giving power to all patients and the public 
 

• Explaining the responsibilities of public, patients and staff 
 

• Recognizing that staff are our most important asset and the key to quality 
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In order for it to succeed in its aims, the Constitution needs to become part of everyday life in the 
NHS for patients, the public and staff.  Achieving this will require leadership, partnership and 
sustained commitment to raise awareness of the Constitution and weave it into the way the NHS 
and the Trust works at all levels. 
 
7. Recommendation 
 
Trust Board members are asked to endorse the contents of this report. 
 
 
 
Gary Etheridge 
Director of Nursing & Patient Services 
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