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Developing a strategy
• Related to the Trust Values

• Investing in our rising stars – our staff

• Listening to our patients and their family

• Linking the stars to give a view of what it is like 

for a patient in this Trust

• Understanding

• It’s a journey to Mars, to the Moon and back!

• Patients being the centre of our universe



I Want Great Care

• Live data from patients and staff

• Every bit of feedback is vital to make sure we 

are giving great care

• A survey staff every 3 months

• Improves staff moral

• Supports full transparency

• Starts 2nd June 2014



In Your Shoes
What’s it like in our care?

• Staff listen 1:1 to patients as they tell their 

stories

• What was good and bad?

• How did it make them feel?

• How did it impact on care?

• Staff then reflect on what they have heard 

and how this can change care that we give!



Kissing It Better Charity
• An exciting new initiative for the Trust to work with the Kissing It Better 

Charity.

• Currently working with East & North Hertfordshire’s Lister Hospital to 

support the working in partnership with the charity Kissing It Better. This is 

a project designed to bring a smile to the faces of patients and staff. 

• It brings talented people from the local community into hospitals to 

brighten their day. 

• This initiative has shown that it quickly improves morale and motivation 

and, therefore, the energy within the hospital.

• This project supports patients to experience pets as therapy and beauty 

therapy, particularly to the care of the elderly patients and musicians to 

name a few.

• This is an exciting opportunity to work with local schools and colleges



The Patients’ Association Project 

• Joint project with The Patients’ Association held first initial workshop ‘Working Together –

patients, carers and staff’ on 1st November at Watford Football Club, inviting all our local 

stakeholders to shape the future of patient engagement in west Hertfordshire.

• 6 jigsaw puzzle pieces around  the phase WE CARE: welcome & Access; everyone counts; 

communicating with compassion; assisting with toileting & ensuring dignity; relieving pain 

effectively; encouraging adequate nutrition.

• A series of eight work streams was set up to look at outcomes from November event that 

would concentrate on: volunteer workforce; customer care; patient communication and 

experience of arriving.

• Follow up event on 25th April gave patients and carers an opportunity to present some of their 

good work that they had carried out to date around the work streams.

• Leadership academy training given to patients and carers to support ‘secret shopper’ initiatives 

in discharge lounge, outpatients departments, applying to be a volunteer, main receptions

• Final report on work to date to be produced by the end of May and future partnership working 

to ensure that service improvements for patients and carers continue.



Patient Opinion 
• Patient Opinion was founded in 2005 and is now the UK's leading independent non-profit 

feedback platform for health services.

• The Patient Opinion subscription service helps busy organisations use real time feedback to 

have a genuine impact on their services, making cost-effective, measurable improvements. 

• The Trust signed up for Patient Opinion on 1 April 2014 and so will gain valuable feedback 

each month.

• The processes by which these opinions are collected and responded to, together with lessons 

learnt are to be reviewed ensuring that the Trust are capturing these as ‘real time’ feedback.

• Next steps for the Trust working with Patient Opinion is by Webex training being set up by 

them to support the Trust. This work will ensure that new initiatives such as i Want Great Care 

& Kissing it Better and national surveys will work in harmony with Patient Opinion.




