
Strengthening the Patient Voice

Isla Jack
REH Patients Council
31 January 2019



Strengthening the Patient Voice

• Introduction

• Existing processes

• Our two pronged approach:

 Improving our existing system

 Designing (and testing) new systems: P – D - (S – A)

– Final thought



The importance of the patient voice

• Ethical, moral and legal. 

• Improved outcomes for patients.

• Improved outcomes for staff. 

• Critical for effective evaluation, development and 
improvement of services. 

• Underpins quality management decisions. 



How we got here

• Patients Council: providing independent collective advocacy to 
patients and former patients at the REH since 1993. 

• One-off NHS funding to look at patient experience.

• Part-time development worker (100 days) – Oct 2018 – May 
2019.



Hearing the patient voice; existing 
systematic processes



Improving our own systems

• 16 ward meetings each month.

• Feedback given as directed by patients (e.g. ward, working 
group).

• Staff Patient Dialogue (SPD) meetings – every two months. 

• Wealth of information – but impression it’s ‘only anecdotal’. 

• Working on a new report to present more fully the data held. 

• Consider ways to better disseminate. 



Improving our own systems

More detailed analysis of our data – qualitative 
and quantitative results



Improving our own systems

More detailed analysis of our data – qualitative 
and quantitative results



Gathering 
meaningful 

Patient 
Experience 

Effective 
engagement

On the right 
issues

• When best to ask?
• How often?
• How – format?
• How long?
• Barriers/incentives 

• What do patients want 
to be asked about? 

Patient 
mandate

• Do patients feel it is important to 
be asked for their views? 

Planning new process - where to 

begin? 
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Planning a new process – the mandate 
• Only 1 person felt it was not important to ask patients for 

their views. 



Planning the new process – how to ask?



Planning the process – barriers and 
incentives 



Planning the new process - what to 
ask about? 



Testing the new process 

• Pilot feedback events in 3 wards: adult rehab (mixed); older people 
rehab (mixed); and adult acute (male). 

• Design a short survey to base event around: 
– Can be completed within 10 minutes.
– Covers issues that patients have said are important to  them.
– Give multiple choices of response (not Y/N).
– Leave space for qualitative responses. 
– Anonymous and confidential. 

• Give patients multiple completion options.  
• Give patients advance notice of the questions and event.
• Feedback to patients and staff. 



Plan Do       Study



Next steps – PDSA

Having nailed capturing 
Patient Experience 



Next steps – PDSA

Where we are now  



Final thought

‘We must ask ourselves how much we actually know 
about users’ views of the services we provide.  We 
must also ask ourselves whether we want to know, 
and whether we can be flexible enough to admit that 
the user may know better than the professional what 
is best for them.’

P. Shields, 1985 (as cited in Edwards, 2000)


