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CASE STUDY
UNITED LINCOLNSHIRE HOSPITALS
UNITED LINCOLNSHIRE HOSPITALS:
THE LINCOLNSHIRE PATIENT WELL-BEING CHAMPION PROJECT
THE IDEA IN BRIEF
With all the pressures upon healthcare providers in the NHS regarding finances and standards of clinical care & treatment, how do hospitals maintain the whole patient experience and within their existing corporate governance framework. In undertaking any programme to address this, how do you know it is working and actually improving the patient’s experience within your hospital? How will this build a base of loyal ‘customers’ who will choose your hospital as their care provider to return to if they need to, or recommend it to others? (Our Health, Our Care, Our Say. DOH 2006)

United Lincolnshire Hospitals believe that they have found a way of doing this by training staff as Patient Well - Being Champions. After initially piloting this with a selected group of staff the programme is now being rolled out to all of the Trust’s 7000 staff.

Asking the questions about the patient’s experience following the implementation of the Liverpool Care Pathway for the Dying, indicated that their quality of religious and spiritual care provided as required by the care pathway, was in diametric opposition to that of the perceptions of the healthcare professionals.

As a hospital chaplaincy you don’t have the resources to do everything to address this on your own. Asking the question, what more can you make out of the business you’re in and what other ‘assets’ and resources the hospital has to address this problem, the answer was simple. The greatest asset for creating the change are the staff itself across the whole organisation from board level through to admin, clinical, technical, catering and cleaning staff.

By focusing on the patient experience in relation to dignity and respect, the hospital trust was able to build further on their objective of becoming a Foundation Trust in the near future.

Through the foundation of the ‘Patient Champions Programme’, United Lincolnshire Hospitals are now able to take more adventurous steps in the strategic pathway of embedding dignity and respect as core to the whole patient experience and in all of their hospitals.
The strategic pathway isn’t new. But following it rigorously has ensured that the programmes, principles and practice are not diverted by the ‘siren song’ of other demands. Get the basics right and the rest will follow.

THE IDEA IN PRACTICE
Understanding what the hospital already has:

· A key member of the Executive Team with a passionate commitment to ensuring best practice is integral to all aspects of a person’s care.

· Gaining allies at the outset from Senior Managers and Matrons within the Trust.

· Develop a ‘product’ to inform staff being able to acquire the necessary knowledge, skills and competencies through the education and training department.

· Adopting an Action Learning model in the delivery of the training to enable problem solving and build leaders for delivery of the programme in real time.

· Link this to the continued professional development framework required for all clinical and support practitioners. (Agenda for Change KSF DOH 2004).

· Clinical staff known for their commitment to the service and most likely to support the programmes objectives and outcomes required. Starting with them so they become your ‘Ambassadors’ for supporting other staff across the rest of the Trust to become Patient Well Being Champions.

· Actively seek out ideas for innovation and support staff to carry these through e.g. earplugs supplied to noise sensitive patients, a new TV in a common room to increase social interaction among patients, thermal blankets supplied for transport beds, portable dry erase boards for patients with speech difficulties, rearranging the furniture in a waiting area to facilitate flow, a space for teenage patients away from children and young babies, providing large umbrellas for patients when needing to be taken outside to visit another department, having a patients only lift for those that do not require transportation in the ‘beds only’ lift.
EXTEND YOUR PROGRAMME
The programme is now being rolled out across all the Trust’s hospitals in Lincolnshire. A session on dignity and respect is now part of the Trust’s induction programme for new staff.
CHECK OUT, IS IT WORKING? AND GIVE REGULAR FEEDBACK
The project is being evaluated using patient experienced trackers from ‘Dr. Foster’, an organisation that collates information to improve the quality and efficiency of health and social care. Five questions are programmed into a hand held monitor for patients. The data records real time and is disseminated in a weekly report to the clinical teams via the heads of nursing.

An informed culture is one that knows where the ‘edge’ is without having to fall over it first.
KEY LEARNING FROM CASE STUDY

· Demonstrates in practice how key national health and social care agendas for improving services for patients can be achieved.

· How passion, motivation for change can work with a strategic pathway and process linked to the organisations governance.

· Starts at the outset with key players who will deliver across the organisations directorates and estate. Achieve early wins that are do-able.

· Building in sustainability and audit from the outset.

· Demonstrate and report how outcomes are being achieved in real time and with regularity.

· Value the organisations greatest asset - their staff.  If they feel valued and recognised for what they do then there is a better chance of them improving the patient’s whole experience.

· Finally: focus everything upon what matters most…. your customer and treating them with dignity and respect.

For more information please contact either:

Marie.Mcdermott@ulh.nhs.uk or Tim.Couchman@ulh.nhs.uk
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