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	Purpose

	
The purpose of this report is to provide the Trust Board with the results of the 2013 National Inpatient Survey undertaken by The Picker Institute on behalf of the Trust and the actions taken or planned to improve patient experience. 


	Discussion
	

	
	Approval
	

	
	Information
	

	
	Other
	

	Trust Objectives

	Safety
	Quality
	Efficiency
	Workforce
	Finance
	Governance

	
	
	
	
	
	

	Executive Summary 

	The Picker Institute were commissioned by 76 NHS Trusts and Weston Area Health NHS Trust’s results were benchmarked against the average score from the other commissioned Trusts.  The survey is part of a series of annual surveys required by the Care Quality Commission for all NHS Acute Trusts in England.  The survey is based on a sample of consecutively discharged inpatients who attended the Trust in June, July or August 2013.

Nationally the annual Adult Inpatient Survey is carried out in 156 Trusts (www.cqc.org.uk). At Weston 850 questionnaires were sent to patients who had an inpatient stay between September 2013 to January 2014. 403 were completed giving the Trust a response rate of 48%, slightly lower than the national average of 49%.  The Trust’s survey results have improved since the 2012 survey. Of the 85 questions used in both the 2012 and 2013 surveys, the Trust performed significantly better on 9 questions and showed no significant change on the other 76.

In comparison with other Trusts, in 2012 we scored worse than average on 40 questions. In 2013 this figure improved and we scored worse than average on 24 questions.

	Key Recommendations

	The Trust Board are asked to note the results and actions being taken.

	Assurance Framework

	The report is providing assurance that Weston Area Health NHS Trust has reviewed the results from the 2013 Inpatient Survey and are taking appropriate actions to improve the healthcare being provided to patients. 


	Next Steps

	The results have been presented to the Nursing and Midwifery Committee where the current planned actions/actions taken were identified.  Over the coming weeks the results will be presented to further committees for example the Patient Experience Review Group, for further discussion of the results and the actions needed to improve the healthcare being provided.  

	Corporate Impact Assessment

	NHS Values
	Commitment to quality and safety of care

	CQC Regulations
	Outcome 16 – accessing and monitoring the quality of service provision
Outcome 12 – Staff safety

	Quality Impact Assessment 
	None

	Financial Implications
	None

	Legal Implications
	Provides evidence of risk management processes

	Equality & Diversity
	None

	Performance Management 
	None

	Communication 
	None 



	Acronyms / Terms used in Report 

	(include all acronyms used in the report attached to the cover sheet) 

	RMC
	Risk Management Committee 

	BAF
	Board Assurance Framework 

	CRR
	Corporate Risk Register 



























National Inpatient Survey 2013

1.	Background

1.1 A total of 850 patients from Weston Area Healthcare Trust were sent the questionnaire, of which 837 were eligible for the survey.  403 surveys were completed and returned giving the Trust a response rate of 48%, compared to the picker average of 46% and an overall average of the 156 participating  NHS Trusts of 49%.  The response rate is slightly down on the 2012 survey which was 56%.   The survey asked 86 questions, categorised under the following 8 areas:

· A: Admission to hospital
· B: Hospital and Ward
· C: Doctors
· D: Nurses
· E: Your care and treatment
· F: Operations and Procedures
· G: Leaving hospital
· H: Overall

1.2 Key facts about the 403 inpatients who responded to the survey:

· 21% of patients were on a waiting list/planned in advance and 72% came as an emergency or urgent case
· 48% had an operation or procedure during the stay
· 44% were male, 55% were female and 1% did not reply
· 7% were aged 16-39, 17% were aged 40-59, 19% were aged 60-69 and 54% were aged 70+.  2% did not reply
1.3	Positive aspects of the patient experience taken from the 2013 results are:

· 75% rated care 7+ out of 10
· 76% treated with respect and dignity
· 74% always had confidence and trust
· 96% said room or ward was very/fairly clean
· 95% said toilets and bathroom was very/fairly clean
· 87% said always enough privacy when being examined or treated
2.	Problem Score

2.1	Picker Institute use the concept of “problem score” as a summary measure to help monitor the results over time and to show how the Trust compares to the average score for all “Picker Trusts”.

2.2	The problem score shows the percentage of patients for each question who, by their response, indicated that a particular aspect of their care could have been improved.  It’s important to note that lower problem scores reflect better performance by the Trust.




2.3	Example of how the problem score is calculated is detailed below:

Did you have confidence and trust in the doctors treating you?

Yes always			300	74.4%
*Yes, Sometimes	 	  73	18.1%
*No		  		  22	  5.5%
Not answered	   		    8	  2.0%
	
	For the problem score, “Yes, sometimes” and “No” have been combined which gives a problem score of 23.6%.  

	Appendix 1 summarises the problem score for each question and a comparison against the average score for Trusts where the Picker Institute undertook the survey on behalf of the Trust’s (76 out of the 156).

3.	Breakdown of 2013 Results

3.1	Significant Trust improvements since 2012 (lower scores indicate better performance):

	 
	2012
	2013

	Hospital: didn't get enough information about ward routines
	78%
	71%

	Tests: results not explained in a way that could be understood
	44%
	36%

	Discharge: did not feel involved in decisions about discharge from hospital
	56%
	49%

	Discharge: Not given notice about when discharge would be
	56%
	48%

	Discharge: not given a reason for delay in discharge
	39%
	28%

	Discharge: not told how to take medication clearly
	35%
	26%

	Discharge: did not receive copies of letters sent between hospital doctors and GP
	39%
	32%

	Overall: not asked to give views on quality of care
	80%
	68%

	Overall:  Did not receive any information explaining how to complain 
	67%
	60%



3.2	Areas the Trust were significantly better than the Picker Average for 2013:

	 
	Trust
	Average

	Hospital: patients in more than one ward, sharing sleeping area with opposite sex
	2%
	5%

	Hospital: patients using bath or shower area who shared it with opposite sex
	5%
	12%















3.3	Areas the Trust were significantly worse than the Picker Average for 2013:

	
	2012
	2013

	 
	Trust
	Trust
	Average

	Admission: process not at all or fairly organised
	36%
	38%
	32%

	Admission: had to wait long time to get to bed on ward
	39%
	39%
	33%

	Admission: member of staff did not explain reason for wait
	51%
	54%
	45%

	Hospital: didn't get enough information about ward routines
	78%
	71% *
	63%

	Hospital: bothered by noise at night from other patients
	51%
	45% *
	38%

	Hospital: nowhere to keep personal belongings safely
	69%
	71%
	58%

	Hospital: Not all staff introduced themselves
	39%
	36% *
	29%

	Doctors: did not always get clear answers to questions
	35%
	37%
	30%

	Doctors: did not always have confidence and trust
	24%
	24%
	19%

	Doctors: did not always get opportunity to talk to when needed
	58%
	53% *
	46%

	Doctors: some/none knew enough about condition/treatment
	15%
	17%
	11%

	Nurses: sometimes, rarely or never enough on duty
	50%
	47% *
	41%

	Nurses: did not always get the opportunity to talk to when needed
	47%
	43% *
	37%

	Nurses: some/none knew enough about condition/treatment
	25%
	20% *
	16%

	Care: wanted to be more involved in decisions
	55%
	49% *
	43%

	Care: not enough (or too much) information given on condition or treatment
	28%
	25% *
	20%

	Discharge: Not given notice about when discharge would be
	56%
	48% *
	43%

	Discharge: was delayed
	50%
	46% *
	40%

	Discharge: not given any written/printed information about what they should or should not do after leaving hospital
	40%
	34% *
	29%

	Discharge: not fully told side-effects of medications
	70%
	65% *
	58%

	Discharge: not given completely clear written/printed information about medicines
	39%
	33% *
	25%

	Discharge: not fully told of danger signals to look for
	65%
	62% *
	54%

	Discharge: family not given enough information to help
	58%
	54% *
	48%

	Discharge: not told who to contact if worried
	29%
	27% *
	20%




3.3.1	It can be seen from the above that even though the 2013 Trust problem score is below the Picker Institute average, encouragingly the Trust has made significant improvements in 17 (marked with *) out of the 24 questions since the 2012 survey, especially on the questions around discharge and Nursing.







3.4	Other areas where Trust’s problem score was 50%+:

	
	2012
	2013

	 
	Trust
	Trust
	Average

	Discharge: delayed by 1 hour or more
	88%
	89%
	85%

	Discharge: not told how long delay in discharge would be
	72%
	72%
	68%

	Planned admission: not given choice of admission date
	70%
	69% *
	65%

	Care: could not always find staff member to discuss concerns with
	63%
	60% *
	58%

	Planned admission: not offered a choice of hospitals
	46%
	56%
	63%

	Care: not enough opportunity for family to talk to doctor
	61%
	54% *
	50%



4.	Actions taken/planned to be taken

A: Admission
· General Practitioner’s have been contacted to remind them not to tell patients a bed is waiting for them when they are referred to the hospital
· Access team to review documentation around admissions as all patients are requested to attend the hospital at 9am (regardless of time of surgery)
· One stop clinics now have signs informing patients that due to the care being offered they could be in clinic between 3 and 5 hours

B: Hospital
· Bedside folders introduced and performance boards on wards advising of visiting times, breakfast time, lunch and dinner time etc
· Patients being taken from Theatre Receiving Unit to theatres now have access to lockers for personal belongings

C: Doctors – actions to be indentified

D: Nurses 
· Notepad behind patient’s beds and relatives encouraged to write any questions in there they need addressing
· As roll out of “model ward”, each ward will be asked to develop a communication plan so relatives know when and how they can speak with staff members to ask questions  

E: Care
· Notepad behind patient’s beds  and relatives encouraged to write any questions in there they need addressing
· Discharge team to provide easy to follow flow chart for patients/family around access and responsibility of social services
· As roll out of “model ward”, each ward will be asked to develop a communication plan so relatives know when and how they can speak with staff members to ask questions  
· Training for ward based staff to be provided around customer care to help staff provide emotional support to patients/family members

F: Operations/Procedures
· Theatre/Surgical Admission Unit leaflets to be reviewed to make sure fit for purpose.  These should be routinely given to patients
G: Discharge
· Key Performance Indicator’s to be devised for discharge lounge around patient safety/experience
· New discharge documentation has been introduced to help facilitate the discharge process
· With regards to medication side affects not being discussed – this item is to go to the medicine management meeting for further discussion and action

H: Overall
· Bedside folders and performance boards give patients advice on how complaints about the service can be made
· As part of safety briefing, a member of staff on each shift is going to be given responsibility for handing out the Friends and Family test to patients



Steven Kibble
Head of Governance & Patient Experience
April 2014











Appendix 1 - Problem Score Summary

This section shows the problem score for each question and a comparison against the average score for all Picker Institute Europe trusts.  

Significant differences* between your Trust and the average are indicated as follows:
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	scores significantly better than average
	
	Trust
	The problem score for your Trust
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	scores significantly worse than average
	
	Average
	Average score for all 'Picker' trusts



Lower scores are better

A. ADMISSION TO HOSPITAL
	
	
	Trust
	Average
	
	

	A3
	A&E Department: not enough/too much information about condition or treatment
	22 %
	21 %
	
	

	A4
	A&E Department: not given enough privacy when being examined or treated
	21 %
	21 %
	
	

	A5
	A&E Department: did not always have confidence and trust in doctors and nurses
	28 %
	24 %
	
	

	A6
	A&E Department: waited 4 hours or more for admission to bed on a ward
	23 %
	28 %
	
	

	A7
	Planned admission: not offered a choice of hospitals
	56 %
	63 %
	
	

	A8
	Planned admission: should have been admitted sooner
	25 %
	21 %
	
	

	A9
	Planned admission: not given enough notice of admission date
	5 %
	4 %
	
	

	A10
	Planned admission: not given choice of admission date
	69 %
	65 %
	
	

	A11
	Planned admission: admission date changed by hospital
	20 %
	18 %
	
	

	A12
	Planned admission: specialist not given all the necessary  information
	3 %
	3 %
	
	

	A13
	Planned admission: not given printed information about condition or treatment
	21 %
	22 %
	
	

	A14
	Admission: process not at all or fairly organised
	38 %
	32 %
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	A15
	Admission: had to wait long time to get to bed on ward
	39 %
	33 %
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	A16
	Admission: member of staff did not explain reason for wait
	54 %
	45 %
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B. THE HOSPITAL AND WARD
	
	
	Trust
	Average
	
	

	B2+
	Hospital: shared sleeping area with opposite sex
	8 %
	8 %
	
	

	B4+
	Hospital: patients in more than one ward, sharing sleeping area with opposite sex
	2 %
	5 %
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	B5+
	Hospital: patients using bath or shower area who shared it with opposite sex
	5 %
	12 %
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	B6+
	Care: did not always get help in getting to the bathroom when needed
	31 %
	27 %
	
	

	B7+
	Hospital: didn't get enough information about ward routines
	71 %
	63 %
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	B8
	Hospital: bothered by noise at night from other patients
	45 %
	38 %
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	B9
	Hospital: bothered by noise at night from staff
	20 %
	19 %
	
	

	B10
	Hospital: room or ward not very or not at all clean
	3 %
	3 %
	
	

	B11+
	Hospital: toilets not very or not at all clean
	4 %
	6 %
	
	

	B12
	Hospital: felt threatened by other patients or visitors
	5 %
	3 %
	
	

	B13+
	Hospital: nowhere to keep personal belongings safely
	71 %
	58 %
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	B14
	Hospital: Not all staff introduced themselves
	36 %
	29 %
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	B15
	Hospital: hand-wash gels not available or empty
	5 %
	4 %
	
	

	B16
	Hospital: bothered by other patients' visitors
	10 %
	11 %
	
	

	B17+
	Hospital: food was fair or poor
	40 %
	42 %
	
	

	B18
	Hospital: not always healthy food on hospital menu
	29 %
	31 %
	
	

	B19
	Hospital: not offered a choice of food
	17 %
	20 %
	
	

	B20+
	Hospital: patients did not get the food they ordered
	24 %
	22 %
	
	

	B21+
	Hospital: did not always get enough help from staff to eat meals
	36 %
	34 %
	
	



C. DOCTORS
	
	
	Trust
	Average
	
	

	C1+
	Doctors: did not always get clear answers to questions
	37 %
	30 %
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	C2
	Doctors: did not always have confidence and trust
	24 %
	19 %
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	C3
	Doctors: talked in front of patients as if they were not there
	29 %
	24 %
	
	

	C4+
	Doctors: did not always get opportunity to talk to when needed
	53 %
	46 %
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	C5
	Doctors: some/none knew enough about condition/treatment
	17 %
	11 %
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D. NURSES
	
	
	Trust
	Average
	
	

	D1+
	Nurses: did not always get clear answers to questions
	35 %
	31 %
	
	

	D2
	Nurses: did not always have confidence and trust
	27 %
	24 %
	
	

	D3
	Nurses: talked in front of patients as if they weren't there
	21 %
	19 %
	
	

	D4
	Nurses: sometimes, rarely or never enough on duty
	47 %
	41 %
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	D5+
	Nurses: did not always get the opportunity to talk to when needed
	43 %
	37 %
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	D6
	Nurses: some/none knew enough about condition/treatment
	20 %
	16 %
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E. YOUR CARE AND TREATMENTS
	
	
	Trust
	Average
	
	

	E1
	Care: staff contradict each other
	31 %
	31 %
	
	

	E2
	Care: wanted to be more involved in decisions
	49 %
	43 %
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	E3
	Care: not enough (or too much) information given on condition or treatment
	25 %
	20 %
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	E4+
	Care: not enough opportunity for family to talk to doctor
	54 %
	50 %
	
	

	E5+
	Care: could not always find staff member to discuss concerns with
	60 %
	58 %
	
	

	E6+
	Care: not always enough emotional support from hospital staff
	45 %
	43 %
	
	

	E7
	Care: not always enough privacy when discussing condition or treatment
	26 %
	25 %
	
	

	E8
	Care: not always enough privacy when being examined or treated
	10 %
	10 %
	
	

	E10
	Care: staff did not do everything to help control pain
	27 %
	29 %
	
	

	E11+
	Care: more than 5 minutes to answer call button
	18 %
	17 %
	
	

	E13+
	Tests: results not explained in a way that could be understood
	36 %
	37 %
	
	




F. OPERATIONS & PROCEDURES
	
	
	Trust
	Average
	
	

	F2+
	Surgery: risks and benefits not fully explained
	22 %
	17 %
	
	

	F3+
	Surgery: what would be done during operation not fully explained
	25 %
	23 %
	
	

	F4+
	Surgery: questions beforehand not fully answered
	24 %
	21 %
	
	

	F5
	Surgery: not told how to expect to feel after operation or procedure
	44 %
	42 %
	
	

	F6
	Surgery: not enough time to discuss operation or procedure with consultant
	35 %
	29 %
	
	

	F8
	Surgery: anaesthetist / other member of staff did not fully explain how would put to sleep or control pain
	15 %
	15 %
	
	

	F9
	Surgery: results not explained in clear way
	33 %
	31 %
	
	



G. LEAVING HOSPITAL
	
	
	Trust
	Average
	
	

	G1+
	Discharge: did not feel involved in decisions about discharge from hospital
	49 %
	45 %
	
	

	G2
	Discharge: Not given notice about when discharge would be
	48 %
	43 %
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	G3
	Discharge: was delayed
	46 %
	40 %
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	G5
	Discharge: delayed by 1 hour or more
	89 %
	85 %
	
	

	G6
	Discharge: not told how long delay in discharge would be
	72 %
	68 %
	
	

	G7
	Discharge: not given a reason for delay in discharge
	28 %
	30 %
	
	

	G8
	Discharge: not given any written/printed information about what they should or should not do after leaving hospital
	34 %
	29 %
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	G9+
	Discharge: not fully told purpose of medications
	26 %
	23 %
	
	

	G10+
	Discharge: not fully told side-effects of medications
	65 %
	58 %
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	G11+
	Discharge: not told how to take medication clearly
	26 %
	23 %
	
	

	G12+
	Discharge: not given completely clear written/printed information about medicines
	33 %
	25 %
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	G13+
	Discharge: not fully told of danger signals to look for
	62 %
	54 %
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	G14+
	Discharge: Family or home situation not considered
	35 %
	36 %
	
	

	G15+
	Discharge: family not given enough information to help
	54 %
	48 %
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	G16
	Discharge: not told who to contact if worried
	27 %
	20 %
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	G17+
	Discharge: Staff did not discuss need for additional equipment or home adaptation
	19 %
	17 %
	
	

	G18+
	Discharge: Staff did not discuss need for further health or social care services
	18 %
	15 %
	
	

	G19
	Discharge: did not receive copies of letters sent between hospital doctors and GP
	32 %
	31 %
	
	

	G20
	Discharge: letters between hospital doctors and GP not written in a way that could be understood
	26 %
	23 %
	
	




H. OVERALL
	
	
	Trust
	Average
	
	

	H1
	Overall: not treated with respect or dignity
	22 %
	19 %
	
	

	H2+
	Overall: rated experience as less than 7/10
	20 %
	17 %
	
	

	H3
	Overall: not asked to give views on quality of care
	68 %
	68 %
	
	

	H4
	Overall:  Did not receive any information explaining how to complain 
	60 %
	58 %
	
	

	H5
	Overall: wanted to complain about care received
	10 %
	8 %
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