Appendix A

This appendix illustrates some outcomes from the three methods of data collection:
e Patient /Carer Stories — information collected manually by staff not involved in the ward/department
e Observations of Practice — information collected by trained observers from outside the ward/department

e Survey Results — information collected using a regionally agreed and tested survey tool.

The information in this appendix is a summary of data collected.

The areas of good practice and areas of improvement generally related to the same ward/department or
patient/carer.



Patient/Carer Stories

Positive Comments

Areas which need some attention

Looked after well

Staff have been speaking my language, they explained all the
different things that can happened and answered any questions.
| came in on a Monday and it was very busy, like a conveyor belt
but | still felt | had the proper attention.

The ward could be more modern and up-to-date but the
cleanliness was good

| feel they want to keep you calm, they just really lovely

There as one man in particular who gave a lot of abuse to the
girls...he was very aggressive but the staff never raised their
voices...you have to give them a lot of respect.

It's a busy ward... there can be admissions during the night.. |
never got a tap of sleep... buzzers going and you can’t catch up
the next day.

The showers leave a lot to be desired.. down one side they are
mixed (male and female)

Seen by a doctor every day.
Feel at home here.
Sister is on top of everything.

Consultant lovely was initially scared of him but now think he’s is
wonderful.

Cleanliness first class, brushed and mopped

Not happy with mixed sex bay especially as monitor leads make
me feel exposed. | also have a catheter which is very
embarrassing | am in a mixed sex ward.

| hear noises at night from the shunts

Shortage of pillows — relatives brought in own.

Very pleasantly surprised with the care | received. If | ever have

A patient shared how he watched a member of estates come into




to go back to hospital again, | know I'll be well looked after.

My medication was changed when | was in hospital and it was
explained to me then what it is for, etc.

| was very impressed the nurses were so busy. | mean the ward
never stops but they always made time for you.

his ward, moan and groan about missing his tea break and how
he didn’t fix the problem with the curtain rail properly

A patient shared how he was simply told that he would be moving
to another ward, the nurse packed his things up and inside 10
minutes he was on the move. He understood the need to make
room for another patients but he also said the journey to

ward X was dreadful. He was moved in a wheelchair which the
porters pulled backwards which was not very pleasant and he
found the journey very distressing.

Generally the ward is quiet it doesn’'t seem as hectic as it was in
XXX

‘| give no bother, | treat the staff nice, they treat me nice.’
When the buzzer used nurses come quickly enough.

Catering was excellent
Accommodation excellent (side room )

Some noisy confused patients, not much could be done about
this.

Lonely in a single room. Felt staff didn’t have time to stop and
chat.

It can be long time for the buzzer to be answered.

| was treated very well and everyone in the ward was polite

The ward was very busy at times but the people always had time
to smile.

The doctors all stood at the end of the bed and talked to me. | am
a wee bit hard of hearing and didn’t hear all that they said. It
would have been nicer if they stood closer.

There’'s a man lying in the bed next to me and a man lying




Wards are a friendlier place now. When | was younger there
used to be a Matron and she terrified everyone including the
patient.

I missed my lunch because | was away at a scan but the girl
made me tea and toast when | got back.

The Doctors and nurses were always rubbing their hands with
the stuff in the red containers before they examine you

Some of the nurses go out of their way to help you. One in
particular does things she doesn’t need to do.

The ambulance staff were fantastic and reassured my mum

opposite to me — | don't like being in a mixed sex was especially
at night — | don’t want to see men using urinals.

The Doctors stood at the bottom of my bed and talked about my
illness, thankfully it wasn'’t a personal problem.

| was put in a man’s ward. | had to use the commode at night with
the nature of my disease and it was just using this with men all
around you.

It's a fight to get to the bathroom, too few toilets

| was taken to the ward.. it was quite quick.. there were two or
three beds and | was given a choice.

They explained everything they were doing.

There is a bit of banter between the nurses and yourself and it
make you feel at ease.

They covered me with a towel and they were doing things, you
weren'’t just left lying with nothing around you and that was one
of my big fears.. they made me feel at ease.

.. some people you would think and slept all day to get ready for
the night, They start talking and they come alive..

You see some elderly sitting and they want to go to the toilet
there and then but the nurses are too busy to do something about
it there and then.

The two guys were really nice and | was in such pain... they




stopped the ambulance to settle me.. they were really good.

They didn’t leave me for very long. Came backwards and Only one person | just felt could’ve been a wee bit more helpful.
forwards to see me.

Happy with treatment and staff..oh yes they are lovely people.
Even the domestics chat to me and the auxiliaries — they’re
great. The doctors could not be nicer.

I’'ve never been in hospital before, | actually was very impressed,
maybe because part of me didn’t care what anyone did as long
as they made me better but everyone explains things and was
kind and helpful....




Observations of Practice

Positive Comments

Areas which need some attention

Air of calm in the ward

Excellent patient staff interactions

Observations of attention to need for food and fluids.

When the nurse indicated she would be back in a few minutes,
she was.

Curtains only partially reopened following examination. Patient
fixed the curtains to enable them to talk to their neighbor.

Good communication visible which included the ability to use
humor.

Staff were courteous in their approach.

Issues related to toileting were addressed immediately.

As the ward was busy protected meals times were interrupted.

Staff spoke to patients in a calm friendly manner, the use of
humor noted

Staff caring and compassionate to patient with a hearing device.
Request to have a laundry bag dealt with in a very respectful
way.

Staff used curtains and spoke in quiet tones to maximize privacy
and dignity

No interruptions observed
Patients able to communicate well with staff on a first name
basis and the use of humor evident.

Area calm and care delivered promptly

Challenges around the need to balance privacy and dignity for all
patients with relatives wishing to visit outside set hours.

Items/cups on the floor potentially reflecting staff attitude to
maintaining a professional clean area.




During observation a staff nurse was confronted by a concerned
relative responded in a professional manner to ease the
situation and responded promptly to resolve the confusion.

Communication between team members and patients positive.
Staff spoke in a quiet manner to try to ensure others did not
overhear.

Staff identification needs action

Challenges associated with discussing patient details on the
corridor at the white board.

When caring for a 5 year old child staff were observed lowering
himself to the patients level and speaking in an appropriate tone
while reassuring the child’s distressed parent. The staff member
remained calm during communication and treatment and were
observed displaying empathy in taking into consideration the
emotions of the parent and assessment findings and advice
were explained.

Staff observed to be polite and courteous

Immediate needs such as toileting etc dealt with in a respectful
manner.

There was evidence that patients were involved in deciding the
best course of action for their care.

Staff took great attention to ensuring privacy and dignity.

Good use of utensils to support independence in older people.

There was a sense of organization in the ward.

The relationship between staff and patients was comforting to
watch.

Doctor sat down and spoke very calmly to service users.
Curtains used appropriately




Most interruptions short with apologies given.

Calm environment

Tea service ongoing at the time which choices given to patients
Easy communication between disciplines

Visitors made feel welcomed
Medical and nursing staff observed thanking patients.

Student nurses very courteous and helpful to older patients.
Full explanation observed at admission.

Doctors observed answering questions openly and honestly.
Tone of voices quiet helping maintain privacy.

Medical staff checked with patient and asked patient permission
prior procedures.

One nurse was interrupted while giving IV medication by two staff.

One patient observed unable to reach the call bell, however
during the course of the observation the patient had a lot of
attention for both staff and visitors.

Staff need to completely close curtains/screens as this was not
done in one case.

Staff attended a cyclist who had collided with a parked vehicle.
The patient had limited English. Staff were observed introducing
themselves, communicating slowly and clearly and reassuring
the patient about the care they would receive and that someone
would look after his bike.




Visitors made feel welcome
Staff spoke to patients at eye level.
Gentle reassuring approach.

Doctors polite and introduced themselves even when patient
was confused.

Ward environment calm and clean.
Patients in bay give a hand wipe before lunch.

Members of staff heard checking that patients had their buzzers
to hand and that they had enough to drink etc.

Patient observed shouting ‘nurse’. Call bell on locker, patient
needed to use the toilet, Doctor came in and got a nurse
straightaway.

3 mattresses bleeped constantly during observation — no action
taken

Porter came to ward to take patient did not introduce themselves.
Entered into a debate with nurses about the lack of footrest in
front of patient.

One female patient in a bay with four male patients

The level of verbal communication between doctors on ward
round and patients appeared appropriate. The encounters
seemed to be non-rushed and sensitive to the hearing/language
needs of patients.

In Bay B the older lady, during the doctors round had to give
details relating to a gynae history, within the ear-shot of the male
patients.

There was limited verbal interaction observed between nursing
staff and patients — there was a lot of activity as staff moved in
and out of bays but limited direct engagement with patients. The
constant activity by staff would not have encouraged patients to
seek verbal interaction.

As nursing staff were not present during ward round with all
patients, it was unclear how information relating to patients health
needs is exchanged.




Auxiliary nurse displayed excellent caring skills, patience and
them given to older, deaf patients assisting them to make meal
choices.

Nursing staff spoke slowly and clearly to patients.

Auxiliary talked to hearing impaired patients, ensuring they could
see her face.

Staff explained what they were doing.

Nurse observed having good rapport with patients.

Nursing Auxiliary demonstrated excellent practice, checked
glasses were within reach of patients and refreshed all glasses.
Doctor introduced himself and explained venepuncutre before
proceeding

Generally a nice atmosphere on the ward between staff

On two occasions patients required access to the toilet at
lunchtime. Toileting took place behind a screen where the lunch
was still sitting — the lunch got cold.

Patient interrupted with no apology.

Social worker did not gown up to speak to patient with isolation
precautions.

One patients drink was not in easy reach.
Little use of patients names by medical staff.

One male nurse at nurses station continually chewing gum.

Sister ensured patients settled before leaving them.

Confused patient who was wandering quickly approached by a
nursing auxiliary and gently accompanied back to her seat, the
member of staff stayed with her until she was settled.

A friendly calm atmosphere in the ward.

Feeding (an elderly patient) took a considerable time and the
patient was not rushed.

Catering staff noticed that the patient hadn’t eaten much and
asked if they would like them to get something else.

Very gentle quiet spoken when interacting with sick lady.

Results of blood tests not shared promptly.

Communication been some support staff and patients could be
improved.

Need the opportunity to wash your hands before/after eating and
toileting.

No interruptions in care delivery
Patients asked if they were comfortable and if they wanted pain




relief during medicine rounds.

Good relationship between patients, staff nurses, auxiliary staff
and students, patients were all called by their first names.
Agency nurse went around all staff and introduced herself and
explained she was an agency nurse but she would be there all
evening.

Sense of organisation and calm.

Good banter with patients.

Domestic cleaning the blinds had good
communication/conversation with patients.

Patient said she had a generally positive experience in relation
to the attitude of the staff who in the main were polite and
courteous.

She said they treated her sensitively particularly around the
reason for admission.

However, the patient felt that the Doctor (Consultant) discussed
the reason for her admission in a loud voice and in a disapproving
manner

She didn’t know his name or grade.

Please and thank you used by all staff.

No interruptions in care.

Respect shown by medical staff when patient needed to use the
bathroom and the Doctor was prepared to wait.

Sense of organisation and calm.

Good rapport with patients.

Good display of empathy.

Doctor introduced herself and explained what she was going to
do.

One episode of staff shouting at a patient with poor hearing over
a distance.




Survey Feedback

Staff made patients feel at ease before surgery

Staff listened to everything had to say

| had major surgery which | dreaded but staff made it a positive
experience.

The care and attitude of the staff on this ward far outweigh any
other ward in this hospital.

Family always impressed with dignity shown and caring manner
Staff excellent, friendly, pleasant, helpful.

All the staff were full of compassion and this helped me feel
secure.

My stay in hospital was made a pleasant one by the good care
and attention from the bottom up even though | was in pain

Information not always available

Girls do their best but not enough staff to help with workload.
Staff are very good but ward is short of staff.
Need one gender wards

Very busy ward, my father as moved frequently, already
confused, this made him worse.

Found it difficult at times to get information

Waiting in A&E- had to go home and come back for admission

A student nurse shone through, not just with her attention to me
but to two older ladies in the bay.

All staff very caring and professional

Staff were exemplary, pleasant and friendly.

Excellent service at a time of deep personal confusion.
Friendly staff willing to help

Always kept up to date with treatment plan

Dissatisfied about the length of time to get discharge letter signed
and pharmacy drugs for home.

Some night staff not pleasant.
Answer buzzers and bleeps on drips earlier.

Nurse staffing levels stretched, always seem far too busy
Some areas needed repainted / TVs fixed.




At times lots of noise — doors slamming, lids of waste bids

Communication between teams needs to improve.

The healthcare assistants are kind and reassuring when you feel
lonely and vulnerable. Overall they were brilliant.

A patient said, “The smiles on the staff were especially helpful,
many thanks to all for making my awful situation easier to bear.’

The nurses were very nice and seem to understand when you
were in pain.

Great friendly staff.

The nurse | had in theatre as | was being put asleep was so nice
and really calmed me down as she could tell | was nervous. She
held my hand and made a difference.

Father very well cared for with respect and professionalism.

The ward was very clean, | used the toilet at night and | found
them to be as clean as they were in the morning.

I am a Muslin and the nurses did their best to help me around
prayer time and let me leave my curtain around.

Would like to be given more positive options of sleeping remedies
especially because of the noise.

Some of the nurse at night were not very nice
You never saw a nurse at night

Ward environment at night noisy

Staff very understaffed, constantly under pressure

More nurses to deal with elderly patients

Excellent care and very mannerly and courteous staff

From the moment | arrived | was treated like royalty

My stay here has been a pleasure and hope all hospitals can
met the same standards.

Provide a ‘helping hand’ so patients could reach and pull over
locker as required.

A family room for visiting might help as only two to a bed can be




Excellent, hardworking and friendly staff

The teamwork between staff and departments was nothing short

of wonderful.

I must say everything was fine but if there has to be a winner

then it would be food.

difficult

Excellent teamwork and continuity of care
Extremely professional and courteous.

All staff friendly and polite, kind nurses.

Great doctors, nurses and people serving food

The feeling of being made ‘at home’ during one of the most
difficult periods of my life.

In what was a very scary time in my life there was always

someone to listen and comfort.

Impressed with the cleaning in this bay
Satisfied to be a patient in this beautiful clean hospital.

Interruptions in care reported by patients.
Information needs to be improved

We had to wait a long time for medication to come from
pharmacy.

Disappointed not to be offered a wheel chair to get to the car
when going home.

More use should be made of name tags, while staff introduce
themselves it was difficult to remember faces and names

This is an excellent run ward.

Staff always willing to help and very nice and friendly when they

did.

Room of my own. Felt as if staff cared for me and how Sister
was very quick to notice when | was down one day and came

and talked to me and listened.




The way | was treated was excellent.

Staff always friendly and helpful.

Nothing too much trouble, no complaints

The polite and helpful attitude of all categories of staff, often in
very difficult situations, based on personal experience and

observation.

The staff care and attention was very good as | am deaf and
they communicated with me very well.

Sister runs a tight ship and the staff know exactly what they are
doing.

Safe clean environment

Professional friendly attitude of staff

| have worked in some outstanding hospitals...and as a
consultant surgeon in XXX, | have never experienced the degree
of commitment, care, communication and effective team work
that | experienced in the CCU over the course of a week | spent
there.

The kindness and care shown by all was exceptional.

Friendly staff and thorough investigation of my complaint

Sometimes staff seem too busy. | think they could do with more
help, more staff at times.

No mixed wards

Nurses are overworked. The patients are the ones who suffer at
the end of the day

On discharge my family were told to come at 2.15 when | was
ready but the drugs didn’t come from pharmacy until 4pm.




OT very encouraging

Phsyio and podiatrist observed making full use of curtains
Excellent care and attention

Kindness shown at all times

Good staff

Cleanliness of wards and surroundings

More nurses might help

Do away with restrictive visiting hours, can understand the need
in an acute ward not this ward.

Care was excellent.

Great camaraderie, always joking
Medical treatment excellent.

The kindness an attention of nurses was unsurpassed.
Kindness shown to me makes my stay more bearable.

Very enjoyable, excellent staff.

Staff are very stretched and stressed at times
Keep the noise levels down when patients are trying to sleep.

Waiting to get to the toilet at night as staff were so busy and one
ends up incontinent, very distressing.

Patients placed in mixed sex wards

Comfortable and cheery.

All nursing staff were very friendly and helpful and made me feel
comfortable.

| was treated quickly and a diagnosis made.
Felt reassured and confident that my illness was being tackled.

More staff on the wards

Doctor available to write up medications




Most lasting impression: the friendliness of staff — the work of
nurses

Patients expressed satisfaction when they were kept informed of
delay in an ambulance

Willingness of all staff to help in times of need especially at
critical times when all hands are required for possible
emergencies.

Staff very helpful, caring, welcoming, kind.
Enjoyed the craic with them.

Staff a credit to the health service

Knowledge and standard of care could not be better — my thanks
to all from Sister to Cleaner.

Confident that everything was done correctly.
Companionship with other patients.

Doctors took time to explain what's wrong and how it could be
rectified.

Possibly more attention to facilities such as toilets and access to
single rooms when MRSA diagnosed.

Some problems with the heating and no hot water on the ward
Variable food quality

Could improve information and communication, mixed messages
from medical staff




