Spotlighting excellence in
patient experience

Shortlisted PENNA Projects and Initiatives
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Housekeeping

1.The webinar will be recorded and published on the Picker and PEN
websites; by attending this webinar, we are assuming you provide
permission to be recorded.

2.You can choose to share you camera images, but all attendees have
been muted.

3.All questions should be saved for the Q&A session, please submit your
questions via the Chat function, which will be managed by Jenny, who
will ask the questions of our panel.

4.For those questions we do not have time to discuss, we will collate them
and add them to the webpage where the recording will be published.



Welcome & Introductions

Jenny King, Picker

& Picker (PENNA)



Introducing PEN & PENNA

Ruth Evans,
Patient Experience Network
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Welcome & Introductions

Jenny King, Picker

& Picker (PENNA)



Patient Contribution — Showcasing an
outstanding Patient Partner

Sara Turle, Patient Partner

& Picker (PENNA)



Engaging and Championing the Public -
Listening to sigh language users - improving
access to how experience can be shared

Linda Craig, Public Health Agency

& Picker (PENNA)



Strengthening the Foundation -
Experience of Care Network

Laura Elliott, Dasa Farmer, and Nick Rogers,
Wakefield District Health & Care oss
Partnership

& Picker (PENNA)
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Wakefield District
Experience of Care Network

Creating a vibrant community of interest with people with a passion for
Improving experience of care

Dasa Farmer, Senior Engagement Manager and Laura Elliott, Head of Quality (West Yorkshire ICB)

Nick Rogers, Operations Manager (Healthwatch Wakefield)
Wednesday 22 November 2023

Proud to be part of West Yorkshire Health and Care Partnership



About Wakefield District

FACTS ABOUT THE HEALTH OF PEOPLE IN WAKEFIELD
DISTRICT
People are living longer with more iliness than ever before
People living in the most well-off areas of the district live (on
average) 8 years longer than those living in the poorest areas
Cancer and cardiovascular disease are increasing in people
aged over 75

Less than half of new-born babies are breast fed
Childhood obesity is rising faster than elsewhere in the
country in all age groups

More than half of children are growing up in low-income
households

One in five adults are smokers

One in three people suffer from a mental illness

® ® ® \Wakefield District
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We knew people’s Experience of Care was ...

-~

~

Poor coordination of
services and gaps in care
often most affects those
with the greatest needs
and the poorest outcomes

BUT people do not live in silos

Collected and
understood by individual
providers and services

.

Understanding integration: how to listen to and learn from people and communities
(kingsfund.org.uk)

— they experience care and
support across many different
services

® ® ® \Wakefield District
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https://www.kingsfund.org.uk/sites/default/files/2021-07/Understanding_integration_2021_guide_2.pdf
https://www.kingsfund.org.uk/sites/default/files/2021-07/Understanding_integration_2021_guide_2.pdf

Developing our Experience of Care Network

® We started with

« anidea
e an open invitation
« ablank sheet of paper

« some willing volunteers

®» And created a

e Kkind, welcoming and supportive space

« focus on pathways of care
« shared view of experience of care for our population

® ® ® \Wakefield District
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Our co-designed aims and objectives

Objectives

Improve outcomes Bring together colleagues with

§ . I similar roles i
[ | > " [
Utilise feedback to influence Use feedback for improvement,
strategic priorities y | engagement and positive change |
o] 9 = f—]
Ensure people’s voice is Align priorities, explore new ideas
influential in our work | ! and share learning ;
Collaborate — share information, Create a
insight and intelligence g | strong and cohesive team
g T . ]
Build - on our combined expertise, p . 1
skills and resources Develop a consistent approach
3 = : > | =

2 s Consider the wider determinants
Be at the forefront of innovation ot hadlib




November 2021:
Started with an

idea and a blank
piece of paper

O ur j ourn ey February 2022: Tested

using experience of

SO fa r... care insight about

urgent care services

September 2022: Focus on May and June 2022:
experience of being discharged _ Focus on experience of
from hospital ~ getting a GP

appointment

4 T,

November 2022: .
Celebrating our é a
first year

N
March 2023: \ N\

Developed an A-Z of
sources of experience
of care

4
June 2023: Focus

October 2023. Y < SQPteyé 2023: ‘ on ex;.u?rience of v
) waiting for I

Focus on 5 \f PENNA award
experience of win planned care
community mental /

health services




® ® ® \\Vakefield District
Health & Care
Partnership

Wakefield District HCP Experience of Care Network - June 2023

At our recent Experience of Care Network we discussed ‘What are people telling us about their experience of waiting for planned care?’

Key experience of care themes

» 64% feedback analysed from various
sources had a negative sentiment

® Long waiting times for appointments

» Cancelled appointments (sometimes on
multiple occasions)

® Long waiting lists for surgery and
negative impact on people’s wellbeing
while waiting

® Cancelled or delayed surgery

® Rejected referrals from gynaecology
and ophthalmology

® People waiting for letters, or trying to
contact the relevant department for
information

® People not being kept informed about
what is happening next with their care
and treatment

¥ Issues with transfer of care to
independent providers

¥ Positive experiences of planned care
and treatment at Pontefract Hospital,
particularly orthopaedics

® Good feedback about care and
treatment at independent providers —
community ophthalmology,
musculoskeletal, endoscopy,
dermatology and physiotherapy

Strategic challenges and actions

® Large and growing planned care waiting lists — pandemic recovery,
ageing population with increasing number of chronic diseases/co-
morbidities, inappropriate referrals to secondary care,
fragmentation of services, and variation in outcomes

® Meeting NHS England’s 2023/24 Operating Plan key objectives for
planned care — includes eliminating 65+ week waits by March 2024

® Planned Care Redesign Programme in place includes Prepared
and Informed Care workstream which aims to empower people to
take charge of their own health and keep patients well whilst they
wait

® Waiting well pathway provides personalised holistic care for people
waiting the longest. Social prescribing focused on wider issues of
health like housing, welfare, financial, and wellbeing advice.

® By 31 May 70% of all patients waiting over 35 weeks have been
contacted personally. Most people are effectively managing their
wellbeing and were positive and appreciative of the additional
support offered.

® Increasing utilisation of Patient Initiated Follow-Up (PIFU) - gives
people flexibility to arrange their appointments as and when they
need them is increasing

® Shared referral pathway (e-consultation) — collaboration between
GPs and hospital Consultants providing clinical advice to reduce
referrals

® Developing a central repository of local, condition-specific clinical
pathways that support GPs and hospital clinicians to make
informed decisions with the patient

® MY Planned Care website provides information for patients waiting
for clinical opinion, treatment or surgery

® Patient Knows Best (PKB) portal allows people to view their
appointment letters and test results

Actions for Network members

ﬁShare information about waiting Wh
and waiting list reduction initiatives

within our own organisations
(including Healthwatch staff and
volunteers) and across our networks
to help spread the message

® Discuss opportunities to replicate
waiting well initiative to support
people waiting in other areas, for
example, mental health

® Arrange attendance at People Panel
to give assurance about the support
for people waiting the longest for
planned care

® Provide input to help embed quality,
experience of care and involvement
in the wider planned care redesign
programme

® Share key points from the
presentation with independent
providers of planned care

® Promote PKB with care homes
confirming staff can access portal on
patients behalf with appropriate
permissions

® Planned care leads to share

Kprogress at future Network /

Proud to be part of West Yorkshire Health and Care Partnership




Health & Care
Partnership

Mutual and shared
understanding of local
issues and promoted
and facilitated closer
working among
partners

8 organisations
came along to the
first session -
membership had
doubled by June
2023

A greater positive
sentiment in

experience of care
feedback - Q1
2022/23 19% positive
sentiment increased
to 31% in Q1 2023/24.




Other positive outcomes

Promoted and facilitated closer working among partners
Mutual and shared understanding of local issues

Developed an A-Z listing of experience of care data sources and contacts

Senior leaders are regularly talking about the value and outputs of the
Network

@PEN_NEWS

HPENNA

S

® Supporting health inequalities programme for our Primary Care Networks
(PCNSs) - diverse range of feedback and insight from the network has
informed PCN plans and overall approach.

® Our approach will help us meet the recommendations of the National
Quality Board guidance on Improving experience of care for health and care
systems

® ® ® \Wakefield District
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What do our members think? [ —

Learning from others,
feeling part of a team,
improving knowledge
of what goes on in
other organisations

/team.

That we are
focussed on
the services
from a user
perspective.

That all colleagues sp
who are in the network

are passionate about

experience of care and

patients / service

users.

LO
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Personal pledges shared with permission

Staff pledges during Experience of Care Week

that are going on
across the whole

district and not
Great to see people just health.

actively making links
across organisations
as we go

PRUS, Sally (NHS WEST YORKSHIRE ICB - 03R) 13:33
I aim to champion the voices of the citizens and patients of Wakefield and ensure they continue to be
heard throughout our priority programmes

97

O'LONE, Lucy (NHS WEST YORKSHIRE ICB - 03R) 13:33
| pledge to keep people’s experience and voice at the centre of my work.

VY4

KNOWLES, Natalie (NHS WEST YORKSHIRE ICB - 03R) 13:35
| pledge to continue working on improving access and listening to service users experiencing health
inequalities and health inclusion groups

¥



In summary - Our Experience of Care Network

® gives the Health and Care Partnership a single shared view of experience of care for our
population

® ensures the lived experience of our population is at the forefront of planning, decisions and
service delivery.

® data-driven with a focus on emerging challenges and themes to deliver against what matters
to people.

® is innovative and unique as it is the first such network for the local area and the only one we
are aware of in Yorkshire and the Humber.

® is inclusive and has been co-produced, jointly led with Healthwatch Wakefield playing a key
role promoting people's voice.

® has a range of partners far broader than just traditional healthcare.
® is starting to see an improved experience of care from insight and feedback gathered from

various sources. I I I
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What’'s happened since PENNA?

¢  Raised profile of the network locally in Wakefield district and across the West Yorkshire system
Recruited new members to the Network
Reviewed our A-Z listing and refreshed our aims and objectives

Senior leaders are talking even more about the Network

\ [J
):
e

f Planning our next year with a further celebration event in February 2024

) And on a personal note ....

® ® ® \Vakefield District
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Thank you for listening
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Personalisation of Care - BAME Wig
Project

Onyinye Enwezor, Nottingham
University Hospitals NHS Trust

& Picker (PENNA)



Overall PENNA 2023 Winner - Little Voices.

Garry Perry, Walsall Healthcare NHS Trust

& Picker (PENNA)
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Patient Relations Walsall Healthcare m
& Experience NHS Trust

Communicating Effectively
Walsall Healthcare NHS Trust
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HELLO

MY NAME IS

Garry Perry
Associate Director
Patient Relations & Experience

TeamWoaork

HELLO

MY NAME IS

Charlotte Yale
Divisional Director of Nursing
Children, Young People & Neonates




& walsall
£ panor Hospital

A’b | Welcome
: mHislsaZd hour Accident and Emergency
ospilal for Adults and Children

Main Entrance

care N
/) Healthears .

390
ABOUT US

Serves a population of 270,000
550 acute beds

24 hour Emergency Department
recent £40m new build — PAU co-
located

21 in-patient paediatric beds
Level 1 Paediatric Critical Care

UECC — 24 hr front door paediatrics.
Separate day case location

COPD
CCN team with a Virtual Ward
15 cot, level 2 NNU

CNS - Respiratory, Epilepsy &
Diabetes




FFT

Tops and Pants

Ups and Downs

Sharks and Dolphins

Parent Support Group in NNU
Patient Involvement Partners
Increasing use of volunteers

Mystery Patients

Feedback

s

osperent

Ty Case Cartre
padtr 3

o ety Centt

The Friends m

and Family Test Walsall Healthcare

Your Feedback a. E. i.
Matters To Us! ' - '

The NHS Friends and Family Test (FFT) was created to help service
providers and commissioners understand whether patients are
happy with the service provided, or where improvements are
needed. It's a quick and anonymous way to give your views on the
treatment or care you have recently received.

Listening to patient feedback

Here’s how you can share your thoughts on the care you've
received from Ward 21

SV g

MYSTERY PATIENT

LEARNING FROM PATIENT FEEDBACK

The Mystery Patient Scheme is your opportunity

to share your experience of your recent visit and support ’
us to improve the services we provide. You can tell us about any

aspect of your recent visit from staff engagement to waiting times

and delays. The schermne is anonymous enabling you to provide honest
feedback about all areas of your visit.

TO TAKE PART, JUST g - .
All feedback is 100% confidential and will not effect your ongoing care.

Who do | speak to if | have a concern?

if you have any questions or concems about any part of our service, you should talk to a member of staff
such as a ward manager or senior nurse who will attempt to resolve your problem as quickly as possible.
In other areas you can ask to speak with the person in charge

if you have a concern the department have not been able to resolve, you can contact the Patient Relations
Team who are available to offer you support and adwice. The team are also happy to receive compliments
about your experience and the care you have received
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‘Little Voices’ The team
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‘Little Voices’ Pre-inspection visit

i Patient Relations Walsall Healthcare
& Exporienca M That

The Fifteen Step Challenge
Pre.visit Monday 24 April The 15 Step Challenge is a project that

aims fo improve children and young
2 02 3 @ 10 :ooam r Pelsa ll people’s experience of hospital care.
Village School

Setting expectations:

e Who we are

e What we do

o What to expect

® How to use the toolkit
e What to look for

¢ Confidentiality

e Infection Control

o 1€ o halorvns 4 3 DROMCE Tt




‘Little Voices’ — Little Steps

15 steps visit
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‘Little Voices’ — Little Steps 15 visit

‘@ Lunch

Tell us about your lunch
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m - Chips cold

- AN /
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‘They said’ ..................

What could improve

« More toys in the childrens waiting room
in the Emergency Department (ED)
» There is a scribble wall - but no pens (ED)

friendly and a height that

¢ Hand Gel Dispensers - child i
small children/wheelchair

users can reach

+ More colour/pictures on walls

+ Need a picture of a football in named bay
in PAU

 Kid's themed pillows/linen

* Mirror is dangerous in sensory room |

D% yow s somethineg else?
-

can walk into - remove?
+ Toilet signs so children can see

where they are



Toilet/Hand hygiene
poster produced

Refurbished play room
opened

Play  volunteer role
descriptor progressed (4
EWE volunteers now in
place)

Hand gel dispenser —
bespoke design in
progress, reduced height
for children/wheelchair
users

iTif
itter

i3
>
» <O

Walsall Healthcare [Z&

Volunteer Role Profile
Paediatric| Play Volunteer

Purpose of the role

g e
rtunity to support young people
portunities and truly making a

‘Walsall Healmsc:“rz
Top Toilet Tips
@ Remember to flush the toilet

@ Wash your hands thoroughly
@ Throw away your paper towel

tionall care together to improve (5
ities

To deliver exceptional
the health and wellbeing of our commun
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And finally..................

Walsall Healthcare
NHS Trust

¥

althcare We Iistene'

Wa\Sa“ He NHS Trust

9 patient Relations
& Experience

You said...
Lignts need to be We listened!
dimmed ok ngnk Lignk Saikon emote. (o)

noR W use O

We listened!

ﬂmlﬂﬂ-ﬁﬁwmﬂm ‘
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Yousaid... LOCK of
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[7 go to the tolet ™

We listened! )
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INHS |

Walsall Healthcare

MHS Trust

INHS

Walsall Healthcare

Why sleep
matters for kids

Sleep recharges kids® bodies and brains so they can:
» Fed calm and refreshed

= hake good cholces

= Pay attention in schiool

= Remember what you learmed

= Fed more acthve

Why is sleep important?

Al of us nead to sleap. Sleap s Important as it helps us i lots of different ways.
Can you write In each of the bubbles why you think sleep Is Important.

SEma After 1 or 2 nlghts of less sleep, you may:
m * Feal more disruptive = Make poor
Walsall Healthcare * Pay less attention * Fonget what you |

MBS Trust * Feelless active ® Mot wanting to part

Sleep time matters
What matters to me

[ ] clean up toys
[ go to the toilet

To deliver exceptional care together to improve | 2% I:I I'IEW a wash To deliver exceptional care together to imprave
this hitakh and wellssing of aur eammunities s thir hieakh and wellaring of aur cammunities.

[ ] brush teeth

[ ] put on PJs

[ ] bedtime story o [
[ ] lights out S :

To delver exceptional care fogether to improve

this heakh and willsiing 8l s cammunities

‘Walsall Healthcare

Put a small dot of toothpaste
on my toothbrush.

Put water from the tap, on my
toothbrush.

Brush my teeth: top teeth,
bottom teeth, front teeth,
outside of teeth, inside of teeth.

Spit the toothpaste in my mouth,
into the sink.

Put away my toothbrush and
smile with my clean teeth!

Brushing My Teeth

MHS Trust

=






Questions & Answers
Jenny King, Picker

A Picker (PENNA)



Thank you for joining...

Spotlighting excellence Iin
patient experience

7=
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& Picker (PENNA)
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