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Isle of Wight NHS Trust 

Patient Safety, Experience and Clinical Effectiveness 

Quarterly Patient Experience Report – Quarter 1 2015/16 

Date: July  2015 
Sponsoring Executive: Alan Sheward, Executive Director of Nursing and 

Workforce 
Author name & Job Title: Vanessa Flower,  Patient Experience Lead 
Purpose of Paper: To provide a briefing paper to Quality and Clinical 

Performance Committee on all aspects of patient 
experience covering the period 1 April 2015 – 30 June 
2015 

Recommendations / Action 
required: 

 The committee are asked to approve this report and note 
the work being taken across the organisation in relation to 
improving the Patient Experience.  

Other Committees where this 
has been considered / where 
supported evidence can be 
found: 

None 
 

Related Trust Goals: • A positive experience for patients, service users and 
staff  

• Working with others to improve services 

• Excellent Patient Care 
Related Board Assurance 
Framework/ Risk Register 
Entries: 

2.14 (2.23) Delivering Improved Patient Outcomes  
 

Financial and Resource 
Implications: 

2015/16 FFT is part of National Standard Contract  

Legal Implications: Fulfilment of duty for patient and public engagement in 
the NHS Act (2012) 

Equality and Diversity 
Implications: 

Fulfilment of duties under Equalities Act (2010) 

Partnership working and 
public engagement 
implications 

The report focuses on what patients and public have said 
about the Isle of Wight NHS Trust during the quarter 
including feedback provided directly to Healthwatch; it 
also identifies the improvement priorities and actions 
taken in response to feedback. 

 
Key Messages of this report: 
 

� Continued implementation of FFT in all service areas 
� First Quarterly full FFT report now available 
� Review of Quality Boards underway to ensure that they are providing 

information  
� Trust to participate in FFT National Pilot to publish comments on NHS Choices 
� Patients with a disability group now undertaking visits to clinical areas 
� Improvements required in relation to acting on feedback  
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1. Introduction 

This quarterly report pulls together the wealth of patient feedback that we have across the 

organisation, also taking on board any feedback we receive from our Clinical Commissioning Group 

(CCG) and Healthwatch colleagues.  

 

 

2. Report Structure 

 

Patient Experience is one of the three domains of quality; this report provides a detailed analysis of 

patient experience feedback from patients and the public on their experience in the Trust.   

 

3. What are our Patients telling us?  
 

3.1 Friends and Family Test (FFT) an overview: 

 

The Trust continues to embed and offer the FFT across the Trust, and during the quarter discussions 

have been underway with clinical teams to better utilise the test to enable other questions and further 

drilling down into comments to occur. 

 

The Patient Safety, Experience and Effectiveness Team have continued to be supported by Patient 

Experience Volunteers to implement and deliver against the national FFT reporting requirements.

  

The Hospital Website page has been further reviewed, and enables us to capture of FFT via the 

online option giving us the ability to use quick response (QR) codes for use with smart phone 

technology.  The team continue to explore other mechanisms for capture of FFT; however, there are 

cost implications to be considered for implementing these.  

The team are currently investigating mechanisms for utilising the qualitative data that we receive from 
FFT, ensuring that we are learning and acting on feedback.  
 
Key Points:   
 

• FFT Activity has increased in most acute areas, however it has decreased in both community 
and mental health services.  

• Work to increase the use of tablets in all areas is due to be started, to increase response rates.  

• New report groupings have enabled more accurate submission of data to aid the analysis of the 
data received.  

• Reporting of the FFT has been updated and these new reports can be found on the Isle of Wight 
NHS Trust Intranet.  

 
The word maps below show the top 25 words from comments taken from the Friends and Family the 

comments for quarter 1: 
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Inpatients: 

 

 

 

Emergency Department: 

 

 

 

Friends and Family Test (FFT): 

The Friends and Family Test has continued into the first Quarter of 2015 / 16, with the inclusion of all 

service areas. This has enabled us to capture more accurate information regarding the services we 

provide to patients.  
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The graph below provides the FFT recommend score by all service areas, which includes inpatients, 

ED, outpatients, ambulance / PTS, community healthcare, mental health and Maternity FFT results 

over the Quarter.  

 

                                     

 

All figures are representative of varying pools of respondents throughout our services, and any data 

missing is due to no respondent data being received. While this does show that most of our patients 

would recommend our services, there has been a wide variance in mental health responses due to a 

limited number of respondents.  

 

Alongside the FFT, collection of free-text comments is also available and it is through these 

comments that the Trust has been able to target service improvements. Below is a brief analysis of 

the comments that we have received from all service areas. 

During Quarter 1 we have received 3437 comments from patients about our services. Out of these 

comments 84% are positive, and 9% are negative with the remaining 7% being neither positive nor 

negative. 
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Shown below is an overview of the themes surrounding all positive comments received: 

 

 

Out of all the comments received 49% of patients have directly praised staff for the level of care they 

have received, with a further 49% praising the Isle of Wight NHS Trust in general. The remaining 2% 

have commented on a good atmosphere and environment in this Trust. 

Shown below is an overview of the themes surrounding all negative comments received: 
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The above chart shows us that the largest theme present in all negative comments is that there has 

been an excessive wait for an appointment to be made / to be seen / to wait for discharge and 

medication and a wait for overall referral time. We have also seen a vast majority of patients 

commenting negatively on the atmosphere, and the care they have received from staff. Further work 

is due to be started to see how this issues can be improved upon. 

A detailed report in relation to FFT is available at: here 

This new quarterly report provides more detail on the qualitative and quantitative data received during 

the quarter. 

 

4.  National Surveys 

 

4.1  National Surveys 2015 reported in Quarter 1. 

 

During the Quarter the 2014 National Adult inpatient and 2014 Children and Young People Inpatient 

surveys were published. 

For the 2014 National Adult inpatient survey results show that we are about the same as all other 

participating trusts.  The summary report provides a comparison with the 2013 results in the areas 

where we have significantly improved or worsened in our results compared to last year.   From a 

review of all results, the Trust needs to focus on waiting times for beds, answering call bells and 

delays in discharges.  

For the 2014 Children and Young People inpatient survey results also show that we are about the 

same as all other participating trusts and this summary report provides a comparison against the 

national results.  From a review of all results, the Trust needs to focus on communication with patients 

and parents/carers, playing with children during their stay, activities for 12-15 year olds on the ward. 
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4.2 National Surveys 2015 in progress during Quarter 1.  

 

During the quarter 1, surveys for Mental Health, Emergency and Elective inpatients, Children and 

Young people day case and inpatients are now complete.  

 

4.3 Community Mental Health Survey 

 

The Community Mental Health survey has been undertaken during the quarter and a summary report 

has been drafted and circulated to the lead for Mental Health and Community and Mental Health 

Quality Manager. 

 

The full management report will be available in September 2015. 

4.4 2015 National Maternity Survey 
 
The update for the 2015 National Maternity Survey being undertaken by Quality Health for the Trust is 
that there are now 3 weeks to go before the survey closes on 28th August.  The overall mean 
response rate at this stage in the process is 40%, up another 1% since the last update. 
 
The response rate for ISLE OF WIGHT NHS TRUST is 39% as of Monday 10th August. 
 
Key dates in the calendar for the survey are as follows: - 
 
Close of fieldwork: Friday 28th August 2015 
Data submission deadline:  Friday 4th September 
Survey results available by 8th September 2015 

 
 
5. Local Surveys 

 

During quarter 1, the following services have commenced surveys and are currently being undertaken 

locally. 

 

• Endoscopy 

• Diabetes 

• 111 

• Dental  111 

• Discharge Survey 

• Telehealth 

• End of Life Care 

 

 

6.  NHS Choices / Patient Opinion: 

 

At the time of reporting the NHS Choices website continues to give the Trust a rating of 4 out of 5 

stars, which is based on 35 ratings received for the hospital.  The last comment posted during the 

quarter was 15 July 2015, (at time writing the number has increased and accounts for the data below) 

 

 

 

  



 

Page 10 of 16 

 

As part of the ratings published on NHS Choices the Trust is scored: 

 

Cleanliness:    4.5 stars (based on 37 ratings) (same as Qtr 4 report) 

Staff co-operation:   4.0 stars (based on 37 ratings) (same as Qtr 4 report) 

Dignity and respect:  4.0 stars (based on 37 ratings) (same as Qtr 4 report) 

Involvement in decisions:  4.0 stars (based on 37 ratings) (same as Qtr 4 report) 

Same sex accommodation: 4.0 stars (based on 37 ratings) (same as Qtr 4 report) 

 

7. PATIENT OPINION FEEDBACK – Quarter 1 
 
In Quarter 1, the comments and feedback left on the Patient Opinion website has been an equal split 
between positive and negative comments about the Trust’s services.  Out of 10 comments, 5 were 
positive and 5 were negative.  Two examples of the feedback left have been included on the report 
below: -   
 
 

"Rude Staff in the Stroke Unit!"  
About: St Mary's Hospital  
 
Posted by Anonymous last week  
 
I arrived for the first time at the stroke unit reception. A few members of staff talking amongst 
themselves they'd noticed me, but continued chatting. I then explained my situation, all was fine until 
a staff member decided to undermine me about health and safety. I said I hadn't been here before 
and spoken to reception, they continued to say it "wasn't in their remit" and I should have "read the 
sign". Disgusting customer service, especially when a visitor is already worried about a family 
member. There was no understanding or listening on their behalf, however their speaking manner 
was just rude! 
 

 
 

"I can't speak highly enough"  
About: Beacon Healthcare Centre  
 
Posted by Saxy (as the patient), 3 weeks ago  
 
I visited the Beacon Centre yesterday for some minor surgery on my arm. I can't speak highly enough 
about the professionalism and friendliness of Dr Haworth and his staff! ! ! They turned what could 
have been an uncomfortable visit, into a most enjoyable experience! 
 

 

8.  Patient Experience Stories: (Berwick Rec 3) 

The use of Patient Experience Stories has continued this quarter, with a further 3 videos being 
produced. These related to the Children’s Ward, Emergency Department and the Rehabilitation unit; 
and they continue to be shown to the Quality and Clinical Performance Committee, as well as Trust 
Board.  
 
All videos are available at: http://intranet.iow.nhs.uk/Home/Corporate-Support/Patient-Safety-
Experience-Clinical-Effectiveness/Patient-Story-Videos  and senior staff are reviewing these prior to 
final editing to ensure lessons are learnt.  
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Actions from videos are monitored by Trust Board and the Trust Executive Committee, and at the time 
of reporting no actions are outstanding.  
 
From the stories shown this quarter the following actions that have been identified to improve patient 
experience are: 
 

• Ensure maps are provided for patients leaving Beacon to attend other departments. 

• Ensure patients are fully informed regarding catheter care following 

• Improve noise at night and ensure prompt answering of call bells 

• Ensure patients in Emergency department are given a call bell. 

• Patients to be involved in discussions about medication prescription and administration.  
 
During the quarter further volunteers and patient council members have been trained in undertaking 
patient experience interviews and are now contributing to the process.  
 
  
9. Good News Monitoring  

 

Each directorate has a Good News Coordinator tasked with collecting numbers of patient cards and 

gifts etc, given to a specific service or department as a token of appreciation and gratitude for their 

experience.  During the quarter, Hospital and Ambulance Directorate received a total of 615 Good 

News submissions.  Community and Mental Health received a total of 447. 

 

The two charts below give an overview for the quarter of the number of compliments received for 

each area within each directorate: 

 

Hospital and Ambulance 
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Community and Mental Health  

 

 

 

 

10. Patient Experience Strategy 

 

The Trust continues to implement the patient experience strategy, and ensure that it is truly ensuring 

that we are hearing and acting on the patient’s during Quarter 2 a full review of progress against our 

objectives will be undertaken, and this will be reported in the Quarterly report in October 2015.  

 

 

11. Other Patient Experience Activity: 

 

11.1 Ward Photo / Information Boards: (Berwick Rec 3) 

 

The work continues to implement the ward boards this includes photos of staff and information 

relating to the quality of services provided and the work continues to now get these populated. 

 

The SEE Team are currently working with other corporate departments to ensure that staff photos are 

delivered and displayed in the clinical areas.  

 

Future sessions for photos will be held in the near future to ensure that this work continues to be 

embedded.  

 

A review of the information displayed is to be undertaken during Quarter 2, as part of this we will be 

asking patients and public their views on the information that should be displayed in the ward board 

that will enhance the patient /carer experience.  
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11.2  Healing Arts 

Healing Arts seeks to provide, across the whole range of healthcare services provided by the Isle of 

Wight NHS Trust, a comprehensive range of high quality programmes linking the arts with healthcare 

to bring about recovery from illness, improvements in health, and promoting the well-being of the 

Trust’s patients, staff and the Island community. 

• Ryde Health and Well being Clinic. The 4 artworks by Sue Paraskeva have been installed in 

the waiting areas Issues around the seating layout have been resolved. These featured in the 

recent CP article as did the window transfer designs by Martin Evans – internal discussions 

continue around then design for the Phlebotomy clinic glass screen. A proposal is being 

prepared for the exterior garden /landscaping to go to the Trust’s Charitable Funds for funding. 

• Appley / Whippingham wards outdoor patio Level B St. Mary’s. A proposal for a new low 

maintenance garden by ‘The Coastal Gardener’ Gerry Price has been submitted to Charitable 

Funds and Friends of St . Mary’s for funding via Physiotherapy – Stuart Browne. 

• The Photographic screen wall with images by Steve Gascoi8gne has been successfully 

installed at Seagrove ward Garden. 

• Discussions continue with Rob Graham on artworks as part of the MAU -Endoscopy scheme – 

to possibly include; repairs to the mural by Brian Chapman at  MAU entrance (September), 

Tree carving by Paul Sivell at MAU exterior garden (September) and sculpture / seating for 

internal courtyard by Brian Marriott. 

Dementia Project/Commission. 

• The project with Superact – Bristol, with Superact contracting with Healing Arts, is to go ahead 

this autumn. £25,000 has been awarded by the Baring Foundation to commission older artists 

age 70+ to make new artworks. The artworks proposed will be in the form of digital display 

panels for dementia environments featuring the work of the visual artists Eric Geddes and 

Colin Riches and possibly the poetry of Robin Ford. The matched funding bid to the Arts 

council was not successful. The project is therefore being designed to fit within the Baring 

Foundation grant. 

• Healing Arts will discuss with the memory team the possible purchase of the r digital 

reminiscence therapy resource designed by ‘My Dementia Improvement Network’. 

Participative arts and arts on prescription. 

• The Singing for Breathing programme at COPD successfully completed at the end of June. 

Analysis of the Evaluation data is underway. A DVD for participants and Feedback DVD have 

been circulated to the IW CCG and MLaFL team. Discussions are underway on how to fund 

and deliver a programme for 2015-16. 

• The need to train new course leaders in the ‘Natural Voice’ technique has been identified and 

Healing Arts is seeking funding. 

• The Writing for Wellbeing course in 2015-16 by Lydia Fulleylove for persons in both primary – 

Gables and secondary mental healthcare – Chantry has been submitted to the IW Council 

Prospectus in partnership with Healing Arts.  

• The ‘Sharing Stories’ writing course for elderly mental health clients – Afton ward with Lydia 

Fulleylove may be submitted to the new MLaFL /  IW Community Action Prospectus this 

autumn once the details are known. 
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• Healing Arts is in discussion with the ‘My Time’ metal health recovery programme on how it 

can assist with its development plans and strategy. 

• The East Wight Landscape Partnership programme has been submitted to the Heritage 

Lottery. Result on funding to be known in September. 

National Alliance for Arts Health and Wellbeing. 

• Guy Eades – Healing Arts represents the SE England on its Board. 

• Guy Eades is working with the Wellcome Foundation Library – London and Artlines in the  

North West to host a national ‘Witness Seminar’ and Lecture in March 2016 on the 

contribution of the arts to healthcare C1960-2010. 

 

Further details and information on all of the work undertaken by Healing Arts is available on the 

website at: www.iow.nhs.uk/healingarts 

 

11.3 Chaplaincy 

 

The Chaplaincy team support both patients and staff across the Trust, to enhance the patient 

experience in relation to their pastoral care. 

 

During the quarter the chaplains undertook 2386 visits, compared to 2309 for the same time last year. 

 

Below are a few quotations from letters and cards of thanks received this quarter: 

 

“Thank you very much for such a beautiful event. I am not a religious person but I find this service so 
comforting. I love the music and the poems and the release of theballoons.” 
 
“Very many thanks for the sensitive way you conducted dad’s funeral service, it was comforting and 
much appreciated.” 
 
“Thank you very much – you and your team. This is much appreciated. 
 
The Team also facilitated a Children’s Memorial Service on 28th June which went well and was and 
much appreciated by those attending. 
 

11.4. Real time Patient Experience Feedback: (Berwick Rec 3) 

 

Tablet devices continue to be used to capture real time patient feedback, and there have been 

discussions with a number of teams during the quarter in how these can be utilised further to capture 

real time patient feedback.  These discussions will continue with clinical teams to ensure that we are 

utilising our current software to hear the experience of all our patients, and ensure that its use is wider 

than FFT.   

 

The Trust Twitter account continues to be used, but to date no patient feedback has been received in 

this format.  This continues to be monitored, and used to ensure promote patient experience activity. 
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12.  Summary and Recommendations: 

This quarter has been less busy than previous ones, but the focus remains on how we utilise the 

wealth of patient feedback to improve the patient experience.   

During the quarter we have recruited a patient experience co-ordinator on a fixed term basis to enable 

us to deliver against the patient experience strategy, and really ensure that the voice of the patient is 

being heard.  

FFT continues to be implemented and our challenge now is to ensure we are acting on this valuable 

feedback, and as part of this we are planning to commence a pilot with NHS England to publish 

patient comments. 

Going forward the Trust needs to focus on learning the lessons, and ensuring that we are 

triangulating all patient feedback including complaints, concerns and comments, to undertake some 

trend analysis to drive forward improvements in the experience of our patients, service users and 

carers.  

During Quarter 2 there will be a strong focus on achieving the objectives within the Patient Experience 

Strategy. 

 
 
Karen Rudder 
Project Support Officer 
 
 
Vanessa Flower 
Patient Experience Lead 
13 August 2015  
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Appendix A 
 

Healthwatch Feedback Qtr 1:  
 
 

Apr - Jun  15 
Healthwatch feedback.pdf

 


