
MAKE  
A DIFFERENCE
JOIN TODAY!

 

Quality Account  
special edition

The ‘block wave’ graphic device

Speak up 
Tell us your views

Close up  
Quality & safety standards

Your healthcare: your choice

2014/ 
 2015

Annual Report 
special edition

MAKE 
A DIFFERENCE
JOIN TODAY!

Members’ Magazine

The ‘block wave’ graphic device

Looking forward
Our plans for 2015/16

Looking back
The year in review

Your healthcare: your choice2014 / 2015



Quality Account Special Edition

Contents

Looking back

4-5 Measuring up to our quality goals

6-7 A year under the microscope

8-9 What the regulators said…

Looking forward

10-11 Priorities for improvement  
 for 2015/16

12 Glossary

Get in touch
Quality Team 
Isle of Wight NHS Trust 
St Mary’s Hospital 
Parkhurst Road 
NEWPORT 
Isle of Wight PO30 5TG

Tel: 01983 822099 ext 4850 
Email: quality@iow.nhs.uk 
Website: www.iow.nhs.uk

Wherever possible, we use email to stay 
in touch with members – if you have other 
preferences, please let us know by calling 
01983-822099 ext 5703 or e-mailing 
membership@iow.nhs.uk.
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Welcome
Welcome to this special edition of 
Members’ Magazine, which marks 
the publication of the Trust’s Quality 
Account for 2014/15. Every year, we 
produce a Quality Account, which is 
published in full on our website – if you 
can, please have a look, as it contains 
a great deal of information about how 
we have measured up to key quality 
and safety standards over the year. 
It looks in detail at patient safety, the 
effectiveness of our treatments and 
the feedback that we get. You can see 
what we’re really good at, and where 
we need to improve. We are using the 
findings to help us continually upgrade 
the services that we provide. We’re 
proud of Isle of Wight NHS Trust and 
how we have performed over the past 
year – but this is your Trust too, so what 
do you think? We would love to hear 
from you.

They’ve had their 
say…
The Clinical 
Commissioning Group, 
Healthwatch and Patient 
Council have given us 
comments on this year’s 
Quality Account.

Now have your 
say…
Get in touch & get 
involved!
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Get in touch 
Membership O�  ce
South Block
Isle of Wight NHS Trust
St Mary’s Hospital
Parkhurst Road
NEWPORT
Isle of Wight, PO30 5TG

Telephone: 01983 822099 ext 5703
Email: membership@iow.nhs.uk
Website: www.iow.nhs.uk/membership

Wherever possible, we use 
email to stay in touch with 
members – if you have 
other preferences, please 
let us know.
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Welcome
to this special edition of Members’ Magazine 
– it’s been created to mark the publication 
of the Trust’s Annual Report for 2014/15 and 
will give you a quick summary of what we’ve 
done and where we’re heading. Please go 
to the publications section of our website at 
www.iow.nhs.uk to download a copy of the 
report in full – and do let us know what you think.

We appreciate all the feedback that we get 
from our members – and by having your say, you 
are helping to in� uence health and social care 
services on the Island. Thanks to your support, 
we are improving services at the Trust, which in 
the future will be run with a much greater say 
by you, the members. This is a natural evolution 
that will allow us to develop as a responsive 
organisation, while constantly upgrading the 
care that we provide.

We now have over 4,800 public members 
and 2,878 sta�  members . We are well on target 
to meet our goal of 6,200 public members by 
April 2017. Thank you for making a di� erence 
– and I hope you enjoy reading about some 
of our achievements for 2014/15. Here’s to 
another successful year – and we look forward 
to working even closer with you over the next 12 
months.

Mark Price
Company Secretary/FT Programme Director.

Members’ Magazine

Impressed with the
Day Surgical Unit
I recently attended an appointment in the Day Surgical Unit, and I have to say that I was very pleased with the treatment and the outcome. Everything was running to time, the staff were excellent, the procedure went well and I was on my way home within 45 minutes.

Patient Opinion, March 2015



Dear Member,
The Trust’s Quality Account for the 
period 1 April 2014 to 31 March 2015 
has just been published in full on our 
website – we hope you’ll find the time 
to have a look. We are pleased with 
our achievement in a number of areas 
within the Trust but recognise that we 
have more to do in some areas. The statistics and feedback 
shows that Isle of Wight NHS Trust provides compassionate, 
safe and clinically effective reductions in: 

• Mortality rates
• No ‘Never Events’
• Fewer incidents categorised as catastrophic
• All cancer standards achieved apart from one
• Access to mental health crisis resolution and home 

treatment achieved 
• Target for transfer of 111 calls to a clinical advisor 

where required achieved
• 8 and 19 minute ambulance response times achieved

We achieved all but one of our Commissioning for Quality and Innovation (CQUIN) goals and 
achieved all our objectives for improving communication with patients. We have continued to use 
innovative ways of working to improve the quality of care. During the year we:

• Opened for the winter the 13 bed Poppy Unit – a step down facility in the Community

• Heard patient and staff stories at the Trust Board meetings

• Continued the development and role of Quality Champions

• Recognised the exceptional work and dedication of staff and volunteers at Trust Board meetings

• Worked closely with Healthwatch IW and IW Clinical Commissioning Group (CCG) on the  
on-going review of services.

Whilst our Quality Account is positive in a number of areas we want to go further, faster, to deliver 

quality care for everyone, every time, as we move towards creating a clinically sustainable organisation 

which delivers quality care to everyone every time. With your support, we look forward to targeting 
weaknesses and building on our strengths. This is your NHS – and together, we can make it  
even better.

 

Danny Fisher, Karen Baker, 
Chairman Chief Executive
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Did you know…
Whilst the CQC report 

published in September 

2014 rated IW NHS Trust as 

‘requires improvement’ there 

were many areas of good 

practice.  Mental Health and 

Ambulance Services did 

particularly well..
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Quality 
goals for 
2014/15

We are proud of our performance – but we know there is still 
room for improvement.  Here’s how we measured up to our 
three main quality goals in 2015/16…

1 Prevention of 
Pressure Ulcers
We committed to reducing 
the number of avoidable 
pressure ulcers (also known 
as bed sores) in hospital and 
community settings. We set 
ambitious targets including:

• 25% reduction in the overall 
incidence.

• 50% reduction in grades 1, 2 
and 3 (the lower grades).

• Zero tolerance of grade 4 
(the most severe form).

The Trust’s success in achieving 
these targets over the last year was 
inconsistent. This is the first year in which 
grade 1 pressure ulcers have been 
included as a target, but this signifies the 
Trust’s commitment to aim at reducing 
all avoidable skin breakdown, not just 
the severest categories of skin damage.

The Trust also committed to aiming for a 
25% reduction in incidence of all grades 
of pressure ulcer against 2013/14 
baseline. A reduction was achieved for 
the first 5 months of the year but since 
September the Trust has experienced 
an increase in overall incidence, as 
outlined in the graph below.
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Reducing Cancelled or Re-arranged Outpatient 
Appointments
We realise that our communication isn’t always as 
good as it could be. In 2013/14, we set ourselves a 
target of reducing complaints about communication 
by 20% – and we were pleased to have achieved 
this. We also challenged ourselves to reduce 
concerns about communication by 20% – which 
unfortunately we failed to meet (we achieved a 
5% reduction).

Improving communication will remain a key 
organisational goal. We will continue to work 
hard to ensure that staff, visitors, patients 
and other stakeholders are provided with all 
the information that they need, when they 
need it. We will also strive to ensure that 
information is presented in a clear, accessible and 
compassionate way.

Improving Communication
Over the last twelve months, the Isle of Wight NHS Trust has remained 
committed to proactively working to improve our communication with 
patients, carers and the public.  

The Trust has ensured that there is now a well publicised Patient Advice 
and Liaison Service (PALS) which is in a centralised location, to support 
patients, carers and visitors to the Trust. The rebranded service has seen a 
dramatic increase in the number of direct contacts. 

A key goal for the Isle of Wight NHS Trust was to ensure that patients 
knew who were looking after them and who to speak to if they had a 
concern; with data being clearly visible to identify how safe and effective 
the ward or department being visited is. As part of this work each ward 
and department has been provided with a ‘Ward Board’ which includes 
the photos and names of staff, as well as key quality data measures. 

One of the key themes from patient 
feedback this year was in ensuring that 
staff are adequately trained to ensure 
effective communication with patients with 
a disability.  As well as ensuring that there 
is readily accessible information available 
in a variety of formats; education sessions 
have been provided to ensure that staff have 
the appropriate skills and tools to ensure 
effective communication.

Let’s look at…Methicillin Resistant 
Staphylococcus Aureus (MRSA)The Trust was given an 

ambitious target of zero casesof MRSA bacteraemia in 
2014/15 – one case was

identified during the year 
(one less than 2013/14) and 
we will continue to strivefor zero tolerance.
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a year 
under the 
microscope

It’s been a busy year for the Trust. Here’s a glimpse of what 
we’ve been up to and how we’ve performed…

1

2

Research
As a Trust, we’re keen to participate in clinical research, to help further 
medical knowledge and give our patients fast access to the very latest 
treatments and therapies. In 2014/15 1,010 patients were recruited to 
research approved by an ethics committee.

The capital investments at Residential Care Homes, Nursing Homes, 
Hospital General Medical Wards and Specialist Dementia Inpatient 
Unit across the Island received as part of the DH Dementia Friendly 
Environments Funding Award in July 2013, has led to 7 Care Homes signing 
up to the ENRICH (Enabling Research in Care Homes) project developed 
by the National Institute of Health Research.

Clinical audits
We participate in internal and 
external audits to ensure that our 
services are safe and effective. 
During 2014/15, 35 national clinical 
audits and five national confidential 
enquiries covered NHS services 
that Isle of Wight NHS Trust 
provides. During that period the Isle 
of Wight NHS Trust participated 
in 89% of national clinical audits 
and 100% of national confidential 
enquiries. Following audits we have 
taken action in a number of areas 
including:

• Increased the stocks of 
equipment to ensure 
appropriate for the size and 
anatomy of patients.

• New documentation to support 
management and care of 
patients with a Tracheostomy.

• Competencies for staff to be 
included within new guidelines 
being developed.

• Raised awareness of screening 
for acute confusional state.



7

3

4

Our future
We want to create an 
organisation which is financially 
and clinically sustainable 
and provides quality care.  
Foundation Trust (FT) has 
been our preferred future 
organisational form for a 
couple of years.  An FT has 
public (majority), staff and 
stakeholder members and 
is overseen by a Council of 
Governors drawn from the 
Membership.  We are grateful 
to over 4,800 members of 
the public as well as staff and 
stakeholders who have signed 
up to support us.   We are well 
on course to meet our goal of 
6,200 public members by April 
2017.   

Thank you to everyone for 
your support. 

My Life, A Full Life
We are working closely with 
colleagues in the Clinical 
Commissioning Group, Local 
Authority, voluntary sector, 
GPs and others to integrate 
health and social care services. 
Central to this is a programme 
entitled ‘My Life A Full Life’, 
which acts as a catalyst to 
change cultures, attitudes and 
behaviours. The programme is 
piloting new models of care as 
outlined in the NHS Five Year 
Forward View.  

Visit www.mylifeafulllife.com 
for more information. 

In 2014/15, 
Isle of Wight NHS 

Trust received 3,713 

compliments, that’s 

17 compliments for 

every complaint.

Sign up now at 

www.iow.nhs.uk/membership 

or call 01983 822099 ext. 5703

Not a member 

yet?



8

what the 
regulators 
said…

We use the feedback we get to continually improve our 
services. This is what people said about the Isle of Wight NHS 
Trust in 2014/15…

CQUIN
A proportion of Isle of Wight NHS Trust’s income in 2014/15 was conditional on 
achieving quality improvement and innovation goals agreed between the Trust 
and any person or body they entered into a contract, agreement or arrangement 
with for the provision of NHS services, through the Commissioning for Quality and 
Innovation (CQUIN) payment framework.  We achieved all our CQUIN goals apart 
from that related to the Friends and Family Test which was partially achieved.

Care Quality Commission
The Trust was inspected by the CQC in 
June 2014. Overall, the CQC rated the 
Trust as ‘Requires Improvement’.  Acute 
services provided at St Mary’s Hospital 
and Community Health services, were 
both rated as Requires Improvement.  
Ambulance and Mental Health services 
were rated as Good.

The CQC found that staff were caring and 
compassionate, and treated patients and 
people using our services with dignity 
and respect.  Staff were also found to 
be highly motivated and treated people 
as individuals and there were also many 
areas of good practice found.

The CQC highlighted a number of 
compliance, enforcement, must do and 
should do actions that our services must 

make to ensure 
the delivery 
of “good” 
quality care. 
The Trust developed a Quality 
Improvement Plan (QIP) to address 
the issues raised, which fell under the 
following key themes:-

1. Clinical Leadership, staff 
engagement & culture

2. Governance

3. End of Life Care

4. Recruitment & Retention

5. Patient caseload / flow

Of the 102 actions identified 66 (including 
all 13 enforcement actions) have been 
completed.  Work will continue in 2015/16 
to address the remaining 36 actions.
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Healthwatch IW
The Trust has welcomed the work of 
Healthwatch Isle of Wight  Healthwatch 
have undertaken ‘enter and view’ visits 
during the year, as well as reviewing 
how our services are perceived to 
communicate with patients with hearing 
loss and those visiting our Outpatients 
department. The reports highlight 
and share examples of good practice 
whilst providing us with evidence to 
contribute to the ongoing programme 
of development at the Trust. We are 
pleased that Healthwatch will be 
working with us throughout the coming 
year to further improve the patient 
experience.

What our staff said…
In July 2014 the Trust embarked on 
changing the way we work to enable us 
to achieve a fundamental shift in culture

The Listening into Action (LiA) initiative 
puts clinicians and staff at the centre of 
change for the benefit of our patients, 
our staff and the Trust as a whole. The 
organisation has successfully achieved 
a number of quick wins which has 
directly improved patient care. The first 
ten teams have been working to achieve 
long lasting change and ‘pass it on’ 
events took place in March 2015, where 
the teams’ work was showcased and 
engagement of the next 20 teams took 
place. This supports the Trust in its drive 
to improve the quality of patient care.

What you said…
The Trust values feedback from patients; carers and 
relatives and is keen to build on work undertaken during 
2014/15, and will continue to explore other mechanisms 
for gaining patient feedback.  We collect feedback in 
a variety of ways including through the Friends and Family Test.  
Below are some of the actions taken in response to patient feedback:

You Said... We did…

Menu not suited for vegetarians. Liaised with the Chef and Catering Manager to 
ensure vegetarian options are added to menu.

Could have had more tea. Housekeeper and all staff reminded to ensure 
patients are offered hot drinks whenever 
possible, not just set tea rounds.

There was too much noise coming 
from the kitchen at night.

Silent close bins ordered, and staff reminded to 
ensure door is closed quietly.

Sometimes the midwives change in 
the antenatal period and we have to 
get to know new team members.

Staff rotation implemented to ensure adequate 
training, which now sees midwives working as 
smaller teams to create an improved continuity 
toward the ‘named midwife’.

Creating ambition, raising the bar
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Priorities for 
improvement  
2015/16
The Trust Board has listened to patients, staff and 
stakeholders, and agreed the following main priorities for 
improvement for 2015/16.

1 Patient Safety – reducing harm
We recognise the need to respond quickly and appropriately when 
things go wrong and continually improve the safety of the services we 
provide to patients.  We acknowledge that healthcare is not a risk free 
system and weak processes can lead to errors and, tragically, these 
errors sometimes have serious consequences for our patients, staff and 
the reputation of the Trust. 

The organisation is committed to focussing on reducing incidents, in 
particular around reducing inpatient falls that result in harm, and reducing 
the number of patients who came to harm through pressure ulcers.



911
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Improving End of 
Life Care
Early recognition of patients 
who are in the last year of life 
is vital so that the patient’s 
choice of treatment and place 
of treatment is known and 
is incorporated into the care 
provided. In establishing the 
patient’s wishes, appropriate 
care can be anticipated and 
in some circumstances, avoid 
unnecessary admission to 
hospital. To improve our care 
we are now routinely asking 
for feedback from bereaved 
relatives

The End of Life Implementation 
Team is working closely with 
the Isle of Wight End of Life 
Strategy Group to ensure co-
ordination of care across all 
environments. The Integrated 
Care Hub holds all Anticipatory 
Care Plans developed by GPs.  
The Isle of Wight NHS Trust 
recognises it is also reliant on 
colleagues in the community in 
the delivery of End of Life Care.

Improving 
discharge process
It is widely acknowledged that 
discharge planning can and 
should be more robust within 
the organisation.  A project 
has been established to work 
on key areas that will have 
maximum impact on discharge 
planning.  The Patient Flow & 
Length of Stay programme 
focuses on creating improved 
and streamlined discharge 
planning on all wards 
throughout the Isle of Wight 
NHS Trust.

By 31st March 2016, we aim 
to deliver full implementation 
of lean discharge planning 
on each of the following 
wards: Rehabilitation Unit, 
Whippingham Ward, Appley 
Ward, Medical Assessment 
Unit & Luccombe Ward .  
This will enable the Trust to 
demonstrate improvement 
in relation to its discharge 
planning process and build 
on the work commenced in 
2014/15.

Monitoring and reporting
The Trust has developed some clear Key Performance Indicators (KPIs) 
that will be monitored and reported monthly through the Trust’s Quality 
Report, to the Trust Board, in order to demonstrate improvement across 
these areas.



PU
Pressure ulcer

A type of injury caused 
by skin coming under 
pressure (sometimes 
known as bedsores or 
pressure sores).

GLOSSARY

  Want to have 
your say?
Read the full Quality Account on www.iow.nhs.uk and let us 
know what you think. Email: quality@iow.nhs.uk or write to 
the Quality Team, Isle of Wight NHS Trust, St Mary’s Hospital, 
Parkhurst Road, Newport, Isle of Wight, PO30 5TG

CCG
Clinical Commissioning 
Group

A clinically led group 
that includes all of 
the GP groups in the 
geographical area.

CQUIN
Commissioning for 
Quality and Innovation

A scheme within a 
framework that enables 
commissioners to 
reward excellence, by 
linking a proportion 
of English healthcare 
providers’ income to the 
achievement of local 
quality improvement 
goals.

PALS
Patient Advice & 
Liaison Service

Offers confidential 
advice, support 
and information on 
health-related matters. 
PALS is a point of 
contact for patients, their 
families and their carers.

SHMI
The Summary 
Hospital‑level 
Mortality Indicator

An indicator which 
reports on mortality at 
Trust level across the 
NHS using a standard 
and transparent 
methodology.

FFT
Friends & Family Test

Aims to provide a simple 
headline metric which, 
when combined with 
follow-up questions, 
is a tool to ensure 
transparency, celebrate 
success and galvanise 
an improved patient 
experience.

MRSA
Methicillin Resistant 
Staphylococcus Aureus

A type of bacterial 
infection that is resistant 
to a number of widely 
used antibiotics – can 
be more difficult to treat 
than other bacterial 
infections.

CQC
Care Quality 
Commission

The independent 
regulator of all health 
and social care services 
in England.

VTE
Venous 
thromboembolism

A condition that 
includes both deep vein 
thrombosis (DVT) and 
pulmonary embolism 
(PE). DVT is the 
formation of a blood clot 
in a deep vein—usually 
in the leg or pelvic 
veins—which could 
dislodge and travel to 
the lungs, becoming 
a PE.

NHS Safety 
Thermometer
A local improvement 
tool for measuring, 
monitoring and analysing 
patient harms and ‘harm 
free’ care.

C.Difficile
Clostridium difficile

A type of bacterial 
infection that can affect 
the digestive system. 
Most commonly affects 
people who have been 
treated with antibiotics.


