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Trust Objective: 

Achieving continuous improvements for the quality of patient care 
by listening to patient feedback through our national patient surveys 

Purpose: 

 To report on the results of the national young emergency department survey results. To 
understand what patients think of our young emergency department survey (2013) 
provided by the Trust. 

 To reflect on the priorities and concerns of the patient’s feedback  

 To provide an update and action plan on the young emergency department survey results 
 

Previously Discussed And Date For Further Review (list relevant committees) 
Report on a monthly basis to: 

 TLEC 

 Trust Board 

 Quality & Patient Safety Group 

 Paediatric Governance 

 Women’s & Children’s Management Group 

Benefits To Patients And Patient Safety Implications 
To improve the patient experience by listening to their feedback 
 

Risk Implications for the Trust (including any 

clinical and financial consequences): 
 
 
 
 

Mitigating Actions (Controls): 
 
 
 

 If we do not listen to and act upon the 
views of our service users we will not 
meet their expectations 

 Failure to achieve a good patient 
experience 

 We will not meet our statutory 
requirements 

 A framework already exists within the 
Trust to manage the patient experience 
agenda 
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Links to Board Assurance Framework, CQC Outcomes, Statutory Requirements  

 Care Quality Commission: Outcome 1: respecting and involving people who use our 
services. 

Legal Implications: (if applicable) 
 
 

Financial Implications: ( if applicable) 

Communications Plan: (if applicable) 
To ensure appropriate reporting by the Communications team 
 

Recommendations 

 To receive the national young emergency department survey results 

 To receive assurance on the work underway to improve the identified key issues for 
improvement from the patients’ perspective in respect of the national young emergency 
department survey 

 Approve the proposed action plan for improving the key issues highlighted in the survey 
results for improvement from the patients’ perspective  

 The Women’s and Children’s Service Division (WAC’S) should be advised to raise the 
profile of patient experience feedback and to work directly with Paediatrics, through their 
Paediatric Governance  and Women’s & Children’s Management Group 
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Agenda Item: TB 139/15C 

 
Presented by: Jackie Ardley – Chief Nurse 

 
1. Purpose 
 
1.1 This paper provides a summary of the results of the National Young 

Emergency Department survey results which was produced by the Picker 
Institute (Europe) Ltd. As this was a voluntary survey undertaken by the Trust 
there will be no embargo on the results or publication by the Care Quality 
Commission (CQC). 

 

2. Background: 
 
2.1 A sample of 850 paediatric patients that attended our Children’s Emergency 

Department (CED) during September 2013 was submitted.  
843 were eligible for the survey, of which 253 returned a completed 
questionnaire, giving an overall response rate of 30%. 
 

2.2 Of these parents and young patients 443 were mailed between the 
age of 0-7 yrs or under at the time of sampling and their parents/ carers were 
sent the parents version of the questionnaire. 145 were returned completed. 
The average response rate for the parents was 33%. 
 
Asked who the main person was who answered questions in the survey 
93.8% was the parent/carer; 4.8% was the child; 1.4% was both 
parent/carer/child together. 
 

2.3 The 407 young patients aged 8-17yrs or above were sent the children’s 
survey. 108 were returned completed giving an average response rate as 
27%. 
 
Asked who the main person was who answered questions in the survey 
58.3% was the young person; 18.5% was the parent/carer and 21.3% both 
parent/carer/young person. 
 

2.4 The survey was undertaken using a postal questionnaire, sent to patients' 
home addresses, followed by two reminder mailings to non-responders. 
Surveys sent to patients aged 0-15 yrs were addressed to their parent or 
guardian. 
 

2.5 The average response rate (across all Picker Trusts) was 26.9%. 
 
2.6 The key facts about our respondents were that: 
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 60% were male; 40% were female 

 70% stated their ethnic background as White; 7% Mixed; 15% 
Asian/Asian British; 2% Black 

 
3. Results 
 
3.1 A total of 33 questions were used in the 2013 survey. The categories of the 

questions were as follows: 
 

 Before Attending Hospital 

 Ambulance care 

 Arrival and Waiting 

 Doctors and Nurses 

 Tests and X-Ray 

 Your Child’s Hospital Care 

 Leaving Hospital 

 Overall 

 About You 

 Free text Comments 
 
3.2 Two questions asked about ‘Before Attending Hospital’ answered by parents 

revealed the following responses: 
 

 Did you contact or see any of the following for advice before going to 
the hospital Emergency Department? (cross all that apply). 

 
 This Trust: All Picker Trusts: 

All Parents: national % national % 

I did not contact anyone 131 51.8 896 49.9 

GP or Family Doctor  53 20.9 383 21.3 

NHS Direct 36 14.2 218 12.1 

Chemist or Pharmacy   6 2.4 38 2.1 

School Nurse       12 4.7 65 3.6 

Minor Injuries Unit   4 1.6 34 1.9 

Midwife   2 0.8 24 1.3 

Health Visitor   1 0.4 25 1.4 

Other 20 7.9 217 12.1 

Not answered 13 5.1 102 5.7 

     253         1796  

         

 Why did you decide to go to the hospital Emergency Department? 
(cross all that apply). 

 
 This Trust All Picker Trusts 

All Parents national % national % 

A health visitor 
professional told me to 

76 30.0 562 31.3 

I thought it would be 
quicker 

12   4.7 138   7.7 

It was late in the 
evening/night 

 50      19.8 320 178 

It was an emergency 120  47.4 800 44.5 

I thought there would be  18   7.1 137   7.6 
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better care 

I knew we would see a 
children’s doctor 

  24   9.5 179 10.0 

Other   25   9.9 206 11.5 

Not answered  12   4.7    98   5.5 

 253          1796  

 
 
3.3      Based on the Picker Institute analysis comparing our Trust with 8 other 

Picker Trusts we were significantly better than average on one question: 
 

 Not enough for child’s group to do when waiting (Trust 47%, Picker 
average 57%). 

  
The Trust was no significantly worse than average on any question. 

 
3.4 The scores were average on 32 questions.   
 
3.5      Overall the results for the Trust in the 2013 national young emergency 

 department survey showed improvements against other Picker Trusts on the  
following questions: 

 

 Did not receive enough information about condition/treatment (Trust 
15%, Picker average 18%) 

 Doctors and nurses did not talk to child in a manner completely 
suitable for their age (Trust 12%, Picker average 15%). 

 Staff did not fully explain what was wrong (Trust 21%, Picker average 
23%). 

 
3.6 However there is room from improvements for our Trust against the Picker 

average on: 
 

 Reception staff were not completely friendly and helpful (Trust 26%, 
Picker average 23%). 

 Test results not fully explained (Trust 26%, Picker average 23%). 

 Not fully told before test what would happen (Trust 22%, Picker 
average 16%). 

 Doctors and nurses did not fully talk with parent or child about their 
questions/worries (Trust 29%, Picker 27%). 

 Doctors and nurses did not do everything they could to calm and 
comfort parent/child (Trust 27%, Picker 25%). 

 Not told what to do or who to talk to if worried after the emergency visit 
(Trust 21%, Picker average 17%). 

 
3.7 Following this final report the Picker Institute (Europe) will be asked to come 

into the Trust to present the results, an action plan has been drawn up, 
highlighting the areas for improvement (Appendix 1). These young 
emergency department survey results and action plan were  presented to the 
Patient Experience Group chaired by the Chief Executive on 20th February 
2014.  

 
3.8 As the Trust has not previously undertaken this young emergency department 

survey there is no historical data available. 
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3.9 The results of the survey, together with the action plan, to be further 
populated and learning from the survey results to be addressed, are to be 
tabled at the Quality & Patient Safety group 

 
4.      Recommendations 
  
4.1 The Board is asked to:  
 

 Note the results  

 Note the action plan 

 Agree to receive a report on progress being made with the action 
highlighted being implemented 

 
 
 
Jackie Ardley 
Interim Chief Nurse 
13 March 2014 
 
 
 
 
 
 
 
 
 


