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· Actual Publications
· Meetings that you attended at NICE (other than Scholars workshops
· Support that NICE and others offered

· Key progress and outcomes of the project
· Modifications to your project
· Barriers you faced and how you overcame them

· Benefits both to you, your organisation and to NICE.



	Meetings attended at NICE:
02/14  NICE Staffing guidance programme - Topics covering mental health and learning disability

09/13 NICE costing tools for the future workshop

Project: Applying CG138 NICE patient experience in adult NHS services and QS15 NICE Quality standard for patient experience in adult NHS services to complaints & the complaint process
NICE Scholarship Activity
Aim 1 - Categorise complaints by NICE patient experience guidance. Identify themes and areas of poor practise.

Aim 2 - Focus on complaints rather than surveys.   Discover and address areas where we are failing rather than seeking re-assurance through surveys.

Aim 3 - Focus efforts to improve patient experience where practise is weaker and share good practise.

Aim 4 - Focus on improving the patient experience of the complaints process to prevent added distress to the patient/carer, rebounds to the Trust and escalation to the Parliamentary and Health Service Ombudsman 

Aim 1 - Categorise complaints by NICE patient experience guidance. Identify themes and areas of poor practise.

Key progress:
What did we do?
· Coded all complaints according to QS15 the 14 quality standards of the NICE patient experience of adult NHS services guidelines (CG138)
· Added the QS15 the 14 standards to our complaints recording system Datix.

· Trained PALS team (4 members of staff) in coding the complaints.  Key words used in the complaint, which are also identified in the standards, help with the coding.

· Discussed any unclear coding as a team and jointly coded.
· Complaints could be coded to more than one standard.
Results:
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Aim 2 - Focus on complaints rather than surveys.   Discover and address areas where we are failing rather than seeking re-assurance through surveys.

Aim 3 - Focus efforts to improve patient experience where practise is weaker and share good practise.
Key progress:

What did we do?

· In quarter 1 we identified 5 standards which had the most complaints associated with them.  
· We identified Standard 1 – patients are treated with dignity, kindness, compassion, courtesy, respect, understanding and honest as the first area we wanted to improve as it was felt that if we get this right as an organisation then this will positively impact on the other standards.  This also corresponded to the 6 Cs of nursing
· In quarter 2 there was an increase in the number of complaints associated with each standard, some of this could be attributed to the patient experience team familiarizing themselves with the new coding.
· Trust executive agreed to make ward sisters/charge nurse supervisory by using back fill arrangements, enabling them to be clinically based, visible and accessible to the team, patients and visitors and promote Standard 1
· Our main medical ward piloted a system of intentional rounding.   The care rounds are undertaken every 2 hours for patients identified as high risk.   A Call Bell Audit before and after the system was introduced, showed a reduction in the number of call bells with the call bell only used once in one 12 hour period.  Our nursing care indicators in patient experience showed significant improvement and staff morale and satisfaction also improved. 
· Our sisters and matrons actively met with complainants to discuss their concerns and learning was shared with ward staff.  
· In quarter 3 there was a sharp decrease in complaints associated with Standard 1 and this was sustained in quarter 4.  
Results:
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Aim 4 - Focus on Standard 1 – patients are treated with dignity, kindness, compassion, courtesy, respect, understanding and honest during the complaints process to improve the patient experience and respond more compassionately.  This is to prevent added distress to the patient/carer, complaint rebounds to the Trust and escalation to the Parliamentary and Health Service Ombudsman,

Key progress:

What did we do?

· Trained our clinical leaders in Being Open and from the National Patient Safety Agency to ensure that our staff feel confident and competent to have open and honest conversations in challenging circumstances.  
· Used experience based design approach (NHS Institute for Innovation and Improvement) to ensure continuous learning and reflective practise for staff as well as providing the best possible patient experience of the complaints process by recognizing and responding to the emotional needs of our patients.
· Mapped complaints using the experience based design approach and clinical human factors, used this emotional mapping to write a compassionate response and ensure that lessons are learnt and shared.  This exercise is regularly carried out in sisters/matrons meetings, grand rounds, team meetings, junior doctors training, using ‘live’ anonymised complaints, as well as with the matron and sister of our surgical short stay ward.
Results:
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Other developments:
· All patient feedback is coded to QS15 NICE Quality standard for patient experience in adult NHS services.  This includes Real time kiosks, PALS, Compliments, Friends & Family Test comments, National NHS Survey Programme comments, WOW! Awards (our customer service award scheme)
Customer service 

· WOW! Awards is an international customer service recognition scheme, they have added the QS15 standards to their administration page, which means that the other NHS organisations using the WOW! Awards can also code their nominations this includes:
                      Ashford & St Peter’s Hospitals NHS Foundation Trust

                      Medway NHS Foundation Trust

                      South Devon Healthcare Foundation Trust
                      Plymouth Hospitals NHS Trust

                      Solent NHS Trust
Patient Surveys

· We have shared QS15 coding methods with:

                                 The Picker Institute

                                 Health Service Research Unit, University of Oxford

                                 Poole Hospital NHS Foundation Trust

                                 Bournemouth NHS Foundation Trust

                                 St Georges NHS Trust

Real time patient feedback           
· We shared our QS15 coding methods with St George’s NHS Trust in order to put this on the real time patient feedback system (RaTE © 2013 St George’s Healthcare NHS Trust).  This has been added to their system for the benefit of all the NHS organisations using it. 
                       Croydon Health Services NHS Trust

                       Kingston Hospital NHS Foundation Trust
                       St George’s Hospital NHS Trust
Friends & Family Test

· We shared our QS15 coding methods with About Time Group (our text/telephone suppliers of the friends & family test), to share with the other NHS Trusts they service which includes:
                                 Heart of England NHS Foundation Trust

                                 George Eliot Hospital NHS Trust

                                 University Hospital Southampton NHS Foundation Trust 
                                 Poole Hospital NHS Foundation Trust

NHS England

We are facilitating a workshop with NHS England in order to share our QS15 coding methods for the Friends & Family Test with other NHS organisations in the South of England team.


2

