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Surveillance decision 
We will not update the guideline at this time. 

Reason for the decision 
We checked five Cochrane systematic reviews which related to the following section in the 
guideline: 

Enabling patients to actively participate in their care 

Four of the five Cochrane reviews had published updated conclusions since the guideline 
was developed. The reviews included evidence on personalised risk communication, 
decision aids for patient–practitioner communication, midwife-led continuity models of 
care and interventions to communicate contraceptive effectiveness. 

We considered the results of the updated Cochrane reviews alongside the evidence 
identified for the 2014 Evidence Update on NICE guideline CG138. This included evidence 
on: 

• Essential requirements of care 

• Tailoring healthcare services for each patient 

• Continuity of care and relationships 

• Enabling patients to actively participate in their care 

None of the identified evidence was thought to have an effect on current 
recommendations. 

The Guideline Committee Chair felt the guideline is still reasonable but stated that this 
view is not based on a systematic review of new evidence since the guideline was 
developed. The Chair noted that there is new research in this area. A targeted call for 
evidence was therefore carried out during stakeholder consultation on the no update 
proposal. No additional evidence was submitted through this process. 
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None of the policy documents or legislation used to inform the guideline have been 
updated since the guideline was developed. 

Other clinical areas 

We did not find any new evidence related to knowing the patient as an individual. 

Equalities 

No equalities issues were identified during the surveillance process. 

Overall decision 

After considering all the new evidence and views of topic experts, we decided that no 
update is necessary for this guideline. 

See how we made the decision for further information. 
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Commentary on selected new evidence 
No studies were selected for further commentary. The 2014 Evidence Update includes a 
summary of selected evidence relevant to NICE guideline CG138. 
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How we made the decision 

Approach taken 
NICE is committed to keeping guidelines current. A check of the need to update a 
guideline (surveillance review) is undertaken by NICE on a regular basis. This seeks to 
identify recommendations that are no longer current or need to be revised. Given the 
number of published guidelines that make up NICE's guideline topics, the number of 
checks needed is considerable. To address this, adaptive processes and methods are 
used for checking that published guidelines are current. 

We based the decision on surveillance 4 years after the publication of Patient experience 
in adult NHS services (2012) NICE guideline CG138. For this guideline, Cochrane reviews 
that were used to inform the recommendations during development were checked to 
determine whether they had undergone an update. The results presented in any updated 
Cochrane reviews were checked against the guideline recommendations to assess any 
potential impact. This evidence was considered alongside evidence identified for the 2014 
Evidence Update on NICE guideline CG138. Furthermore, we checked the status of any 
legislation or policy documents that had been used to inform the guideline 
recommendations to determine whether these had been updated. 

The above approach was taken due to nature of the guideline. This guideline is directed to 
generic patient experience in all settings and provides a framework that describes the key 
requirements for providing a high quality patient experience within the NHS. As a result, 
development of recommendations took into account: 

• Existing NICE recommendations related to patient experience 

• Selected systematic literature reviews for specific interventions that may improve 
patient experience 

• Guideline Committee consensus 

A targeted call for evidence was carried out during consultation on the no update proposal 
to supplement the surveillance review and ensure that we capture the issues important to 
people affected by the guideline. 
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For full details of the process and update decisions that are available, see ensuring that 
published guidelines are current and accurate in 'Developing NICE guidelines: the manual'. 

Previous surveillance update decisions for the guideline are on our website. 

New evidence 
This surveillance report provides an overview of 17 studies published since the end of the 
search period for the guideline (9 August 2013). 

See appendix A: summary of new evidence from surveillance and references for all new 
evidence considered. 

Views of topic experts 
We considered the views of topic experts, including those who helped to develop the 
guideline and other correspondence we have received since the publication of the 
guideline. 

Views of stakeholders 
Stakeholders commented on the decision not to update the guideline. See appendix B for 
stakeholders' comments and our responses. 

Two stakeholders provided comments during consultation and both disagreed with the 
decision not to update the guideline. Concerns were raised about: 
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• Whether the guideline appropriately considers the Equality Act 2010 and the Health 
and Social Care Act 2012: 

－ The guideline recommends that healthcare professionals should take into account 
the requirements of the Equality Act 2010 and make sure services are equally 
accessible to, and supportive of, all people using adult NHS services (1.1.6). The 
guideline also recommends that healthcare professionals should avoid making 
assumptions about the patient based on their appearance or other personal 
characteristics (1.1.5). Additionally, an equality impact assessment was carried out 
after development of the guideline recommendations. This document confirmed 
that the recommendations and quality statements have been formulated to 
promote equalities for all people who receive healthcare within the adult NHS 
services, irrespective of gender, ethnicity, disability, religion or beliefs, sexual 
orientation and gender identity or socio-economic status. No information was 
identified through this surveillance review to change those conclusions. 

－ In terms of social care, the guideline discusses the importance of social care 
provision in patient experience, particularly around continuity of care. Additionally, 
NICE is currently developing a social care guideline on People's experience in adult 
social care services which is expected to publish in January 2018. This new 
guideline will complement NICE guideline CG138. The NICE Pathways will bring all 
relevant guidance together. 

• The guideline omitting children and young people: 

－ Although the guideline specifically covers people who use adult NHS services, the 
guideline committee recognised that some people or groups may have had poor 
experiences of healthcare and need additional consideration in the delivery of 
high quality care (for example, because of their age, disability, race, religion or 
belief). Although the specific needs of such people or groups were not addressed 
within this guidance, the Guideline Committee considered the principles may be of 
use in local strategies to narrow inequalities in patient experience for children and 
young people. 

See ensuring that published guidelines are current and accurate in 'Developing NICE 
guidelines: the manual' for more details on our consultation processes. 
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