PATIENT & CARER
EXPERIENCE AND
INVOLVEMENT REPORT
January 2018

The aim of this quarterly report is to update the
Trust Board on:
*Patient & Carer Experience feedback collected by the trust and
other sources
*Involvement work
*"You said, we did" - what happens with feedback
*"Just ask me" strategy developments
This is an over view report supported by Caring and Responsive quality sub-committee which reviews the detail of
patient and carer experience and involvement and helps to drive the improvements.

The aims of the patient and carer experience and involvement work across
the trust are:
-Ensuring patients & carers feel informed, are given options and take part in decisions
about their care
- Are communicated with using clear information, tailored to them and in a timely way.

Recommendation: The Board is asked to note this report and support
Patient & Carer Experience and Involvement work across the Trust.
SOURCE:
Author & Title: Donna Mackenzie, Patient Experience & Involvement Manager
Lead Executive Director: Ros Alstead, Director of Nursing and Clinical Standards

This design has been developed in an
accessible format with support from
patient and carer involvement.

PERFORMANCE INDICATORS FOR PATIENT
EXPERIENCE AND INVOLVEMENT STRATEGY
The overall measure to assess the impact of the "Just Ask Me" patient experience & involvement
strategy will be a positive experience for every patient and their carers/ family members.
This section details performance against the measures in the 3 year strategy: number of reviews, %
likely to recommend care, feedback on patients feeling involved in their care and number of teams
displaying you said, we did actions.
From Jan 2017 the trust introduced I” Want Great Care” to collect and report on feedback from patients & carers . As of Jan 2018, 320 teams are registered to use IWGC. 184 teams received feedback
during October—December 2017 (136 did not receive any feedback).
Work is underway to support those teams who have not yet moved onto IWGC or have had limited
responses.

4,840

THE NUMBER OF PATIENT REVIEWS FROM
1ST OCTOBER—31ST DECEMBER 2017 (Quarter 3)

12,043 TOTAL NUMBER OF REVIEWS RECEIVED IN 2017
(Shown by Financial Quarter below)
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PERFORMANCE INDICATORS FOR PATIENT
EXPERIENCE

4.78

OVERALL STAR RATING FOR HOW INVOLVED OUR PATIENTS
FEEL IN THEIR CARE

FROM 1ST OCTOBER—31ST DECEMBER 2017

OUT OF 5*

4 KEY QUESTIONS ARE ASKED IN ALL SURVEYS
These cover DIGNITY, KINDNESS, INFORMATION
& INVOLVEMENT
(The results below are shown as a score out of 5)

These results show that the overall trust scores are consistently high
across each question. The highest scoring reviews are around being
treated with dignity (from 4.85—4.89 out of 5) and the lowest are
around being treated with kindness (from 4.64—4.76 out of 5).

Patient Experience Demographics

These charts show
some of the
demographics of
respondents leaving
feedback through “I
Want Great Care”.
Each chart shows a
different demographic
including Gender, Age,
Source (how feedback
was given) and
Ethnicity.
They show that 76%
of respondents are
adults, 57% of
respondents identify
as being female, 51% identity as
being a patient, 65% responded by paper (offline), 72%
identify as being white and 34% are aged between 0-20 years.
This data is collected by our I Want Great Care feedback tool.

The Friends and Family Test Question (FFT)
“Would you recommend this service to a friend or family member if
they needed similar care?” is the National Patient Experience Question.

USING I WANT GREAT CARE:

95%
LIKELY

PATIENTS ANSWERED IF THEY WOULD
RECOMMEND CARE FROM OUR PHYSICAL
HEALTH, COMMUNITY & MENTAL HEALTH
SERVICES FROM 1ST OCT—31ST DEC 2017.

1%
UNLIKELY

( 4% ANSWERED OTHER )

The national data shown below is available at:
https://www.england.nhs.uk/fft/

This chart shows that the Trust’s Community Services are consistently scoring better
than the national average both for those likely to recommend (higher) and those unlikely to recommend (lower) . December 2017 data was not published at time of report.

The Friends and Family Test Question (FFT)
continued.
“Would you recommend this service to a friend or family member if
they needed similar care?” is the National Patient Experience Question.

This chart shows that since May 2017, the Trust’s Mental Health Services have scored
higher than the national average for those likely to recommend. This is positive.
December 2017 data was not published at time of report.
All responses received from over 18 year olds are published on the Oxford Health I
Want Great Care website.
Please visit: www.iwantgreatcare.org/hospitals/community-servicesoxfordhealth-nhs-foundation-trust
Reviews can be left for oxford health services here:

www.oxfordhealth.iwgc.net

OVERALL THEMES OF FEEDBACK
The positive themes from the Patient Experience feedback are most commonly around the staff, especially around their caring attitudes, helpful and
friendly services, professionalism and kindness.
Overall excellent care is often mentioned and many patients say that they
would not change anything about the care they received.

The most commonly used words across all feedback received between Oct—
Dec 2017 from patient experience reviews is shown in the word cloud."

The most common themes showing areas of improvement are lack of information, staff behaviours, parking and time spent with patients/ carers.
All reviews are read, and each review is actioned with a “You said, We did“
where appropriate.
We are able to respond to reviews on line and have started to do this by
thanking some respondents for their feedback or asking others to contact us
with more information.

You Said, We Did!
All services across the trust aim to use their patient and carer feedback to info
service delivery and help to inform & shape developments and quality improvement work.

Community Therapy Service North

‘This was an excellent weekend – [the facilitators] are so good, exemplifying
the attributes we all need to embrace.
I am so grateful that this service exists, “

Thank you for the positive feedback
we will continue to run the Psychoeducational weekends as long as
Carers continue to find them useful

Complex Needs Service

The process of the parents’ interview is quite difficult when you
have to discuss the child’s
difficulties in front of them.
ASD PATHWAY

92

OUT of 320

changed our appointment letter stating
that should they wish to discuss issues
separately, parents should request an
additional responsible adult that is
able to stay in reception with children .

Number of teams displaying/ sharing “You Said, We
Did” information with their service users by poster or
newsletter.
This is a measure of the success of the strategy and
has increased from 58/320 in Q1

You Said, We Did!
All services across the trust aim to use their patient and carer feedback to info
service delivery and help to inform & shape developments and quality improvement work.

A parent suggested we telephone
them a week before the group to
confirm their attendance and help
engage parents
HORIZON (supporting young people and families

We have introduced trying to
make contact with all parents
who are referred to the parent
workshop a week before it
starts

affected by sexual harm)

Didcot Ward

Many Children and parents are
concerned they cant ride a bike
Children’s Physiotherapy

We have set up and support
2 “Learning to ride” groups
in Oxfordshire

More examples of You Said, We did from January 2018 can be viewed by
watching this short video on the OHFT you tube channel:
https://www.youtube.com/user/OxfordHealth

“Just Ask Me”
Patient Experience & Involvement Strategy
2016—2019 Update
The 3 year strategy was launched in 2016 and
covers both patient experience and
involvement as the two are intrinsically linked.
The trust believes that if people are involved in their care and treatment, and in improving and developing the services they receive,
they have a better experience and often a more effective personal
outcome.
The Strategy contains 61 objectives
which we aim to have completed
within the 3 years. We are nearly
at the end of year 2:
9 are completed
37 are in progress
15 are yet to be started
The Taking Action From Patient feedback group who oversee the strategy
implementation have developed
video minutes and agenda, as well as
easy read terms of reference to

Actions completed include:
-A library of patient stories available for training
-A range of approaches available
for patients to get involved, and
its growing all the time!
-Making all feedback more available to every team and service
across the Trust
-Patient Experience &
Involvement as a standing
agenda item at team meetings

improve accessibility.

More information about the strategy can be found at :

https://www.oxfordhealth.nhs.uk/getting-involved-with
-oxford-health/patient-involvement/

Annual Community Mental Health Survey
2017
Results for the Annual Community Mental Health Survey 2017 have been
extremely positive and show improving experiences for patients in many
areas with some areas identified for improvements.
The Trust’s response rate was slightly below the national average of 26%,
with 25% (208/ 822) of patients surveyed responding to the postal
questionnaire between Feb—Jun 2017.
Positives:

Areas for Improvement:

-Patients who had a formal review in the
last year—Top performer of all trusts
(83%)

-Peer support—bottom 20% of
Trusts (see update on introducing

-Patients Involved in their care—(77%) 7%
above the national average

-Patients supported to take part in
activities locally—(39%) down 11%

-Patients who felt they got the help they
needed when making contact in a crisis—
(62%) 5 % above national average

-Patient know who is in charge of
their care— (50%) 4% below national average

-Person the patient saw listened

- Patients having changes to their
care explained— (47%) down from
last year but in line with national
average.

carefully—(83%) up 7% from 2016 and
2% above national average

peer support workers below.)

This year OHFT have been chosen as a National pilot site for 2 new
surveys alongside the usual full survey. One will be a text survey and the
other will be a short format paper survey. These are being tested to
develop patient choice in responding and improve response rates.

More information about the national results can be found at :
http://www.cqc.org.uk/provider/RNU/survey/6

Patient and Carer Involvement and
Engagement Initiatives
Some of the examples of initiatives currently happening;

Patients at Cotswold House, Oxford, have been involved in improving the
atmosphere of the dinning room by developing “topic boxes” for each table to give everyone ideas and topics for conversation. A group have also
made a video to be used as part of the training for the development of
the new clinical model.
Service users and staff from the
Mental Health Partnership are
organising another Co-designed
and delivered event to celebrate
the lives of those with lived experience of mental health ser5 service users and carers have so far vices. The event will run in
shared their experiences of
North West Oxfordshire and will
be held at the beginning of
involvement work within the Trust,
March.
on video so that the Patient experience team can create a visual “best
2 patients have been involved in Peer
practise” guide for Involvement to
reviews across the trust between
share with teams.
October and December 2017
A patient involvement group is being developed by the Pulmonary
rehabilitation service to support
quality improvement work within
the service.

#OHFTgetinvolved
https://www.oxfordhealth.nhs.uk/getting-involved-with-oxford-health/patient-involvement/

Our learning disabilities teams and service users are being invited to work
with IWGC to develop a Learning Disability accessible
questionnaire which will be available to all teams and other NHS trusts
nationally later in 2018.

Artscape Update
Artscape had 12 projects underway between October and
December 2017. These were spread across all areas of the trust and
all age groups including Physical and Mental Health Services.

Feedback on projects include:
“This shifting and reframing of thinking is a skill we need to practise and understand and apply to our own lives” - Patient
Below shows work from Bucks recovery college

More information about Artscape is available on our webpages
https://www.oxfordhealth.nhs.uk/about-us/artscape/

PALS INFORMATION
Patient Advice Liaison Service (PALS) is a service designed to help patients, carers and
other users with problems, difficulties and complaints related to our
services as well as collect positive feedback and accolades.

The below data is from September-December 2017

TOTAL NUMBERS FOR THE PALS & COMPLAINTS TEAM
Complaints

MP

PALS

Compliments

PALS

Received

Enquires

Contacts

Received

Surgeries

14

666

2,352

18

49

100% of Formal complaints
were acknowledged with 3
working days, in line with
national standards
24 actions have been identified
as a result of complaint

All complaints are graded using the NPSA risk matrix with a rating of green, yellow, orange or red.
From the 49 complaints received, 33 (67%) were
graded green, 12 (24%) were graded yellow and
four (9%) complaints were graded orange. There
were no cases graded as red in Q3.

investigations
The majority of the actions are around how staff communicate and share information
with patients and their families
Below are examples of actions that have been taken or will be taken:
-Night team to develop a handover log to be set up and distributed amongst the Adult mental
health team to improve the audit trail of communication and to ensure that a clear handover
takes place. This is in addition to the verbal handover (AMHT Oxon South).
-Raise and maintain awareness for all staff who receive and triage referrals in regard to clear and
timely communication with patients and their families (Witney Outpatient’s Department).
The Caring and Responsive quality sub-committee reviews a detailed trend report on all complaints,
concerns and accolades quarterly and on a weekly basis the senior clinical review meeting discusses
all new complaints and MP concerns, reviews timeliness of investigations and outstanding actions.

Other News
EURIPDES
The Adult Mental Health wards took part
in National Research involving staff, patients and carers being interviewed about
their experiences with an aim to improve
how we use patient experience feedback.
We were the only Trust with 100% recruitment and the findings will be published in
March 2018.

Progress against actions
identified from an internal
audit

8 of the 12 recommendations
are completed, 2 are in progress; those are development
of the membership strategy
and a risk register for just ask
me strategy , and 2 are yet to
begin but on track for Q4.

Peer Support
The peer support work is continuing to develop within Adult Mental
Health Services with interviews for service users who are interesting in becoming a peer support worker starting in March 2018 and training for
those successful applicants beginning in April 2018.

Getting Patient Experience Information
The Patient Experience Leads are producing monthly newsletters with information
about local patient experience feedback and involvement updates specific to each
of their directorates.
A “Get Involved” pull out will also be part of the latest edition of the Trusts Insight
magazine, giving patients and staff information on the different levels of involvement across the trust.
If you would like to be included in the distribution of PEI newsletters, please contact the Patient Experience Team to be added to the mailing list

Other News
Commitment to Carers
The launch of the Oxfordshire
“Commitment to Carers” is being
planned for April 2018.
OHFT have been working with a
range of Carers and partner organisations over the last 18 months to
produce a set of values which we
all sign up to. These values are
around promoting Carer involvement and engagement in their
loved ones care and will be displayed in poster form.

Project Search

The trust have been exploring opportunities to work with an Oxfordshire college to offer young
people with Learning difficulties
work placements to develop their
skills pre– apprenticeship. Reading college and the Royal Berkshire Hospital are successfully using “Project Search” and have
been offering advice and insight
into how it could work in Oxfordshire.

Carers work
The “I Carer, You Care” Strategy work which aims to improve Family,
Friends and Carers experience within the Trust continues to develop. A
Carers Involvement Lead, who will be part of the Patient Experience Team,
will start in early March 2018, interactive carer awareness training is being
developed and the Job Descriptions of all senior staff are being reviewed
to ensure the include supporting and Involving Family, friends and carers.

If you have any questions or ideas, or would like to get
involved please contact:
Donna Mackenzie
Patient Experience & Involvement Manager
#OHFTgetinvolved

