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	Purpose

	
The purpose of this report is to provide members of the Trust Board with the results of the 2014 National Inpatient Survey undertaken by The Picker Institute on behalf of the Trust.

	Discussion
	

	
	Approval
	

	
	Information
	

	
	Other
	

	Trust Objectives

	Safety
	Quality
	Efficiency
	Workforce
	Finance
	Governance

	
	
	
	
	
	

	Executive Summary 

	The survey is part of a series of annual surveys required by the Care Quality Commission for all NHS Acute Trusts in England.  At present the final report has not been released by the Picker institute, however the report is based on the provisional data that was released early February.  The final report from the CQC was released on the 21 May 2015.

Nationally the annual adult inpatient survey is carried out in 156 Trusts (www.cqc.org.uk). At Weston 850 questionnaires were sent to patients and 406 were completed giving the Trust a response rate of 50%, slightly higher than the national average of 47%.  The Trust’s survey results have mainly remained the same.  Of the 11 areas within the survey the Trust scored “about the same “for ten and “worse” for one area (waiting lists and planned admissions scored and average of 8.2/10).  For individual questions the Trust were identified as being “worse” than the CQC average for six questions, which are detailed in section 3.2 of the report.

	Key Recommendations

	Members of 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 2014 Inpatient Survey and are taking appropriate actions to improve the healthcare being provided to patients. 





	Next Steps

	The results have been reviewed by the Executive Medical Director, Director of Nursing, Director of Operations and Discharge Team.  Over the coming weeks the results will be presented to further committees for example the Clinical Advisory Group and Patient Experience Review Group, for further discussion of the results and to build on the actions identified to improve the patient experience.

	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) 

	CQC
	Care Quality Commission

	
	

	
	


























WESTON AREA HEALTH NHS TRUST

TRUST BOARD MEETING

OPEN SESSION

TUESDAY 7 JULY 2015

NATIONAL INPATIENT SURVEY 2014


1.	Background


1.1 The National Inpatient Survey is an annual requirement by the Care Quality Commission (CQC). Whilst the Trust is required to participate in the survey, the Trust has a choice of providers to deliver this and for 2014 the Trust continued to contract the services of Picker to undertake this.  A total of 850 patients from Weston Area Healthcare Trust were sent the questionnaire, of which 813 were eligible for the survey.  406 surveys were completed and returned giving the Trust a response rate of 50%, compared to the CQC average of 47%.  The survey is divided into the below sections with further questions being asked under each heading:

· A) The Emergency/A&E department
· B) Waiting lists and planned admission
· C) Waiting to get a bed on a ward
· D) The hospital and ward
· E) Doctors
· F) Nurses
· G) Your care and treatment
· H) Operations and Procedures
· I) Leaving hospital
· J) Overall views of care and services
· K) Overall Experience

1.2 Key facts about the 406 inpatients who responded to the survey:

· 54.5% had an operation or procedure during the stay
· 46% were male, 54% were female 
· 5% aged under 35, 8% aged 36-50, 17% aged 51-65 and 69% aged 66+.  








2.	Explanation of Care Quality Commission Scoring

2.1	For each question in the survey, the individual (standardised) responses are converted into scores on a scale from 0 to 10. A score of ten represents the best possible response and a score of zero the worst. The higher the score for each question, the better the trust is performing. It is not appropriate to score all questions in the questionnaire as not all of the questions assess the trusts. For example, they may be descriptive questions such as Q1 asking respondents if their inpatient stay was planned in advance or an emergency; or they may be 'routing questions' designed to filter out respondents to whom following questions do not apply.

3.	Breakdown of 2014 Care Quality Commission Results (full results can be seen in Appendix 1)

3.1	The 'about the same,' 'better' and 'worse' categories are based on an analysis technique called the 'expected range' which determines the range within which the trust's score could fall without differing significantly from the average, taking into account the number of respondents for each trust and the scores for all other trusts. If the trust's performance is outside of this range, it means that it performs significantly above/below what would be expected. If it is within this range, we say that its performance is 'about the same'. 

3.1	For each of the 11 survey areas (as documented in 1.1) the Trust was given an overall score and compared to the CQC average.  Of the 11 areas, the Trust scored “about the same” for ten and “worse” for one area (waiting lists and planned admissions scored and average of 8.2/10).  Under each section further questions were asked, which were also scored and the below describes the key findings from the questions that were asked.

3.2	Questions the Trust were identified as being worse than the CQC average:

	
	2014 WAHT Score
	Lowest Trust Score
	Highest Trust Score
	2013 WAHT Score

	
	
	
	
	

	How do you feel about the length of time you were on the waiting list
	7.3
	6.8
	9.5
	7.9

	Did a member of staff explain the purpose of the medicines you were to take at home in a way you could understand
	7.5
	7.3
	9.7
	8.2

	Did a member of staff tell you about medication side effects to
watch for when you went home
	4.0
	3.7
	7.6
	4.5

	Were you told how to take your medication in a way you could
understand
	7.5
	7.4
	9.5
	8.3

	Were you given clear written or printed information about your
medicines
	6.9
	6.4
	9.3
	7.6

	Did hospital staff tell you who to contact if you were worried about your condition or treatment after you left hospital
	6.9
	6.4
	9.7
	7.3





3.3	The below list details questions where the Trust’s performance has worsened since 2013 but was not classed as being “worse” than the CQC average:

	
	2014 WAHT Score
	Lowest Trust Score
	Highest Trust Score
	2013 WAHT Score

	
	
	
	
	

	Was your admission date changed by the hospital?
	8.9
	8.5
	9.9
	9.1

	Had the hospital specialist been given all necessary information about your condition/illness from the person who referred you?
	8.6
	8.0
	9.7
	8.8

	Were you ever bothered by noise at night from hospital staff?
	7.7
	7.1
	9.2
	8.0

	Were hand-wash gels available for patients and visitors to use?
	9.4
	8.8
	9.9
	9.5

	How would you rate the hospital food?
	5.6
	3.9
	8.0
	5.7

	Did doctors talk in front of you as if you weren't there?
	8.2
	7.7
	9.6
	8.3

	Did nurses talk in front of you as if you weren't there?
	8.5
	7.6
	9.7
	8.7

	Were you involved as much as you wanted to be in decisions about your care and treatment?
	6.9
	6.1
	9.2
	7.1

	Did you find someone on the hospital staff to talk to about your worries and fears?
	5.1
	4.3
	8.2
	5.3

	Do you feel you got enough emotional support from hospital staff during your stay?
	6.8
	5.7
	9.0
	6.9

	Do you think the hospital staff did everything they could to help control your pain?
	8.1
	7.3
	9.3
	8.4

	Did a member of staff answer your questions about the operation or procedure?
	8.6
	7.8
	9.6
	8.7

	Were you told how you could expect to feel after you had the operation or procedure?
	7.1
	6.0
	8.5
	7.2

	Did the anaesthetist or another member of staff explain how he or she would put you to sleep or control your pain?
	8.8
	8.2
	9.6
	9.1

	Afterwards, did a member of staff explain how the operation or procedure had gone?
	7.4
	6.7
	9.0
	7.9

	Did you feel you were involved in decisions about your discharge from hospital?
	6.7
	5.8
	8.7
	6.9

	Were you given enough notice about when you were going to be discharged?
	6.6
	6.1
	9.2
	6.7

	Before you left hospital, were you given any written or printed information about what you should or should not do after leaving hospital?
	6.2
	5.3
	9.1
	6.6

	Did a member of staff tell you about any danger signals you should watch for after you went home?
	4.6
	4.1
	7.3
	5.1

	Did hospital staff take your family or home situation into account when planning your discharge?
	6.9
	5.7
	8.6
	7.4

	Did hospital staff discuss with you whether you may need any further health or social care services after leaving hospital?
	8.0
	7.2
	9.7
	8.1

	During your hospital stay, were you ever asked to give your views on the quality of your care?
	2.0
	0.8
	6.0
	2.4







3.4	There were no questions where the Trust was identified as “better” that the CQC average.  The list below detail questions where the Trust rating has improved since 2013.

	
	2014 WAHT Score
	Lowest Trust Score
	Highest Trust Score
	2013 WAHT Score

	
	
	
	
	

	Were you given enough privacy when being examined or treated in the A&E Department?
	8.8
	7.9
	9.6
	8.6

	From the time you arrived at the hospital, did you feel that you had to wait a long time to get to a bed on a ward?
	7.5
	5.5
	9.9
	7.4

	Did you ever share a sleeping area with patients of the opposite sex?
	9.3
	7.8
	9.8
	9.2

	Were you ever bothered by noise at night from other patients?
	5.7
	4.6
	8.9
	5.5

	Did you feel threatened during your stay in hospital by other patients or visitors?
	9.7
	9.4
	10
	9.6

	Were you offered a choice of food?
	9.0
	7.5
	9.6
	8.9

	Did you get enough help from staff to eat your meals?
	7.4
	5.9
	9.4
	7.3

	Did you have confidence and trust in the doctors treating you?
	8.7
	8.2
	9.8
	8.6

	When you had important questions to ask a nurse, did you get answers that you could understand?
	8.2
	7.1
	9.3
	8.0

	In your opinion, were there enough nurses on duty to care for you in hospital?
	7.3
	6.2
	9.5
	7.1

	Did a member of staff say one thing and another say something different?
	8.2
	7.4
	9.1
	8.1

	How much information about your condition or treatment was given to you?
	7.8
	7.0
	9.5
	7.7

	Were you given enough privacy when discussing your condition or treatment?
	8.6
	7.5
	9.4
	8.3

	Did a member of staff explain the risks and benefits of the operation or procedure?
	9.0
	8.2
	9.6
	8.8

	Discharge delayed due to wait for medicines/to see doctor/for ambulance.
	5.9
	4.5
	8.3
	5.6

	How long was the delay?
	7.5
	6.0
	8.9
	7.1

	Did hospital staff discuss with you whether additional equipment or adaptations were needed in your home?
	8.0
	5.8
	9.3
	7.8

	Overall, did you feel you were treated with respect and dignity while you were in the hospital?
	8.8
	8.2
	9.8
	8.7



3.5 	Actions Being Taken

· Implement a more robust system to enable relatives to schedule a meeting/call with a team of medical, nursing and AHP staff.

· Test the feasibility of an enhanced role for Pathway Facilitators on two wards and survey patients from these wards to assess the impact.

· Monitor the use of the welcome letter on wards which indicates the expected discharge date.

· Test the feasibility of a nursing discharge summary for all patients.

· Communication project for nurse and doctors to be led through the Clinical Advisory Group.

· Identify ‘patient friendly’ information sheets for top ten drugs and distribute with TTAs through pharmacy.

· Review pharmacy activities with aim of improving patient contact by pharmacists undertaking medicines reconciliation.

· Executive led awareness programme for improving quality of discharge to be rolled out across the Trust.
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Steven Kibble
Head of Governance and Patient Experience

July 2015






















Appendix 1 – Full CQC results


	Q
	Problem
	2014 WAHT Score
	Lowest Trust Score
	Highest Trust Score
	2013 WAHT Score

	A: EMERGENCY/A&E DEPARTMENT
	8.4
	7.7
	9.4
	DATA NOT AVAILABLE

	3
	While you were in the A&E Department, how much information about your condition or treatment was given to you?
	8.0
	7.3
	9.5
	8.0

	4
	Were you given enough privacy when being examined or treated in the A&E Department?
	8.8
	7.9
	9.6
	8.6

	B: WAITING LIST AND PLANNED ADMISSIONS
	8.2
	8.1
	9.6
	DATA NOT AVAILABLE

	6
	How do you feel about the length of time you were on the waiting list?
	7.3
	6.8
	9.5
	7.9

	7
	Was your admission date changed by the hospital?
	8.9
	8.5
	9.9
	9.1

	8
	Had the hospital specialist been given all necessary information about your condition/illness from the person who referred you?
	8.6
	8.0
	9.7
	8.8

	C: WAITING TO GET A BED ON THE WARD
	7.5
	5.5
	9.9
	DATA NOT AVAILABLE

	9
	From the time you arrived at the hospital, did you feel that you had to wait a long time to get to a bed on a ward?
	7.5
	5.5
	9.9
	7.4

	D: THE HOSPITAL AND WARD
	8.3
	7.5
	9.1
	DATA NOT AVAILABLE

	11a
	Did you ever share a sleeping area with patients of the opposite sex?
	9.3
	7.8
	9.8
	9.2

	14+
	Did you ever use the same bathroom or shower area as patients of the opposite sex?
	9.5
	6.3
	9.8
	9.5

	15
	Were you ever bothered by noise at night from other patients?
	5.7
	4.6
	8.9
	5.5

	16
	Were you ever bothered by noise at night from hospital staff?
	7.7
	7.1
	9.2
	8.0

	17
	In your opinion, how clean was the hospital room or ward that you were in?
	8.9
	7.9
	9.7
	8.9

	18+
	How clean were the toilets and bathrooms that you used in hospital?
	8.8
	7.3
	9.5
	8.8

	19
	Did you feel threatened during your stay in hospital by other patients or visitors?
	9.7
	9.4
	10
	9.6

	20
	Were hand-wash gels available for patients and visitors to use?
	9.4
	8.8
	9.9
	9.5

	21+
	How would you rate the hospital food?
	5.6
	3.9
	8.0
	5.7

	22
	Were you offered a choice of food?
	9.0
	7.5
	9.6
	8.9

	23+



	Did you get enough help from staff to eat your meals?



	7.4



	5.9



	9.4



	7.3




	E: DOCTORS
	8.3
	7.8
	9.5
	DATA NOT AVAILABLE

	24+
	When you had important questions to ask a doctor, did you get answers that you could understand?
	8.0
	7.3
	9.4
	8.0

	25
	Did you have confidence and trust in the doctors treating you?
	8.7
	8.2
	9.8
	8.6

	26
	Did doctors talk in front of you as if you weren't there?
	8.2
	7.7
	9.6
	8.3

	F: NURSES
	8.1
	7.4
	9.3
	DATA NOT AVAILABLE

	27+
	When you had important questions to ask a nurse, did you get answers that you could understand?
	8.2
	7.1
	9.3
	8.0

	28
	Did you have confidence and trust in the nurses treating you?
	8.5
	8.0
	9.7
	8.5

	29
	Did nurses talk in front of you as if you weren't there?
	8.5
	7.6
	9.7
	8.7

	30
	In your opinion, were there enough nurses on duty to care for you in hospital?
	7.3
	6.2
	9.5
	7.1

	G: CARE AND TREATMENT
	7.5
	6.8
	8.9
	DATA NOT AVAILABLE

	31
	Did a member of staff say one thing and another say something different?
	8.2
	7.4
	9.1
	8.1

	32
	Were you involved as much as you wanted to be in decisions about your care and treatment?
	6.9
	6.1
	9.2
	7.1

	33
	Did you have confidence in the decisions made about your condition or treatment?
	8.2
	7.2
	9.4
	DATA NOT AVAILABLE

	34
	How much information about your condition or treatment was given to you?
	7.8
	7.0
	9.5
	7.7

	35+
	Did you find someone on the hospital staff to talk to about your worries and fears?
	5.1
	4.3
	8.2
	5.3

	36+
	Do you feel you got enough emotional support from hospital staff during your stay?
	6.8
	5.7
	9.0
	6.9

	37
	Were you given enough privacy when discussing your condition or treatment?
	8.6
	7.5
	9.4
	8.3

	38
	Were you given enough privacy when being examined or treated?
	9.4
	9.0
	9.9
	9.4

	40
	Do you think the hospital staff did everything they could to help control your pain?
	8.1
	7.3
	9.3
	8.4

	41+
	After you used the call button, how long did it usually take before you got help?
	5.8
	5.1
	7.8
	5.8

	H: OPERATIONS AND PROCEDURES
	8.2
	7.7
	9.2
	DATA NOT AVAILABLE

	43+
	Did a member of staff explain the risks and benefits of the operation or procedure?
	9.0
	8.2
	9.6
	8.8

	44+
	Did a member of staff explain what would be done during the operation or procedure?
	8.6
	7.8
	9.3
	8.6

	45+

	Did a member of staff answer your questions about the operation or procedure?
	8.6

	7.8

	9.6

	8.7


	46
	Were you told how you could expect to feel after you had the operation or procedure?
	7.1
	6.0
	8.5
	7.2

	48
	Did the anaesthetist or another member of staff explain how he or she would put you to sleep or control your pain?
	8.8
	8.2
	9.6
	9.1

	49
	Afterwards, did a member of staff explain how the operation or procedure had gone?
	7.4
	6.7
	9.0
	7.9

	I: LEAVING HOSPITAL
	6.6
	6.1
	8.3
	DATA NOT AVAILABLE

	50+
	Did you feel you were involved in decisions about your discharge from hospital?
	6.7
	5.8
	8.7
	6.9

	51
	Were you given enough notice about when you were going to be discharged?
	6.6
	6.1
	9.2
	6.7

	53
	Discharge delayed due to wait for medicines/to see doctor/for ambulance.
	5.9
	4.5
	8.3
	5.6

	54
	How long was the delay?
	7.5
	6.0
	8.9
	7.1

	55
	Before you left hospital, were you given any written or printed information about what you should or should not do after leaving hospital?
	6.2
	5.3
	9.1
	6.6

	56+
	Did a member of staff explain the purpose of the medicines you were to take at home in a way you could understand?
	7.5
	7.3
	9.7
	8.2

	57+
	Did a member of staff tell you about medication side effects to watch for when you went home?
	4.0
	3.7
	7.6
	4.5

	58+
	Were you told how to take your medication in a way you could understand?
	7.5
	7.4
	9.5
	8.3

	59+
	Were you given clear written or printed information about your medicines?
	6.9
	6.4
	9.3
	7.6

	60+
	Did a member of staff tell you about any danger signals you should watch for after you went home?
	4.6
	4.1
	7.3
	5.1

	61+
	Did hospital staff take your family or home situation into account when planning your discharge?
	6.9
	5.7
	8.6
	7.4

	62+
	Did the doctors or nurses give your family or someone close to you all the information they needed to care for you?
	5.6
	5.1
	8.1
	5.6

	63
	Did hospital staff tell you who to contact if you were worried about your condition or treatment after you left hospital?
	6.9
	6.4
	9.7
	7.3

	64+
	Did hospital staff discuss with you whether additional equipment or adaptations were needed in your home?
	8.0
	5.8
	9.3
	7.8

	65+
	Did hospital staff discuss with you whether you may need any further health or social care services after leaving hospital?

	8.0
	7.2
	9.7
	8.1

	J: OVERALL VIEWS OF CARE AND SERVICES
	5.5
	4.8
	7.7
	DATA NOT AVAILABLE

	66
	Overall, did you feel you were treated with respect and dignity while you were in the hospital?
	8.8
	8.2
	9.8
	8.7

	67
	During your time in hospital did you feel well looked after by hospital staff?
	8.4
	7.8
	9.8
	DATA NOT AVAILABLE

	69
	During your hospital stay, were you ever asked to give your views on the quality of your care?
	2.0
	0.8
	6.0
	2.4

	70
	Did you see, or were you given, any information explaining how to complain to the hospital about the care you received?
	2.6
	1.4
	5.8
	2.5

	K: OVERALL EXPERIENCE
	7.8
	7.2
	9.2
	DATA NOT AVAILABLE

	68+
	Overall...
	7.8
	7.2
	9.2
	7.8
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