WOLVERHAMPTON

_IM-

STRONGER VOICE..

HEALTH CARE COMMISSION ANNUAL HEALTH CHECK 2008 —09

Comments from Individual Members

of Wolverhampton LINk
On the

ROYAL WOLVERHAMPTON HOSPI TAL’

Background
In previous years the Patient and Public Involvement Forum (PPl Forum) submitted a

Third Party Commentary relating its Work Plan activities to the Core Standards in the
Annual Health Check. In April 2008 PPl Forums were replaced by LINks (Local
Involvement Networks).

In Wolverhampton the LINk is Hosted by Wolverhampton Voluntary Sector Council,
who have been supporting Stage One of Wolverhampton LINks development, this
has included the formation of an Interim Steering Group whose main focus has been
the development of the LINk Governance Processes and the recent LINk Launch
Event. In April 2009 the LINk will move into Stage Two this will involve the election
of the Wolverhampton LINk Board and the development of the LINk Work Plan based
on public feedback from the launch event.
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Process
This being the first year of operation Wolverhampton LINk is unable to submit a
Third Party Commentary based on the Wolverhampton LINk Work Plan.

Not wanting to miss the opportunity for the public to feedback views and
experiences of health care services, Wolverhampton LINk Host Organisation (WVSC)
GF1Ay3 3dZARFYOS FTNRY (GKS W[ Lbla Ddz
has gathered the views and experiences of individual LINk Members to form this
Third Party Commentary as follows:

Survey
During November 2008 a survey was sent out to all LINk Members, a copy of the
survey is attached. 17 LINk Members returned the Survey.

Briefing Session
6 LINk Members attended a briefing session with our local Health Care Commission
Lead Officer.

Health Scrutiny Panel Health Care Commission Workshop

A LINk Member and Member of Staff from the LINk Host Team attended the Health
Scrutiny Panel Workshop, where they received presentations by Wolverhampton City
Primary Care Trust, Royal Wolverhampton Hospitals NHS Trust and the West
Midlands Ambulance Service NHS Trust on their performance against the Core
Standards.

The 17 Survey Responses, information received at the Health Scrutiny Panel
Workshop, along with feedback following on from the Briefing Session and the LINk
Launch event have been used by Wolverhampton LINk Host (WVSC) and reviewed by
the LINk Interim Steering Group Members, to make Comment on the Royal
Wolverhampton Hospitals NHS Trust against the Health Care Commissions Annual
Health Check Core Standards.
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SAFETY

Core Standard C20 — Care environment and amenities

Health care services are provided in environments which promote effective care and

optimise health outcomes by being;

a) A safe and secure environment which protects patients, staff, visitors and their
property, and the physical assets of the organisation; and

b) Supportive of patient privacy and confidentiality.

LINk Annual Health Check Survey Question:
CKAY]l loz2dzi I GAYS @2dz KIS 6SSy G2
Did you feel safe when you were there?

16

14

12 A

10 -

Did you feel safe when you were there?

Yes No Not Sure No Answer

Response

OGAccident& Emergency 19/10/08 ¢ | was taken there with broken ankle,

dislocated left knee, sevechest infection, | was left alone for hours before
beingattended(i 2 > L RAY (G FSSf al¥S RdzS {1
shoutingandbal y 3> GKS& 3SG LINBFSNBYyOS i

Comment:

2 KSy lal1SR G2 0GKAY] 6 2dzi | GAYS @
Hospital this year... did they feel safe, 15 out of the 17 Survey Respondents said that
they felt safe, 1 Respondenta F AR G KIFI G0 GKS& RARYyQO ¥
answer.

Using the information gathered we would support the Royal Wolverhampton
Hospitals NHS Trusts declaration of Compliant against Core Standard C20.
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TREATMENT

Core Standard C5 — Clinical and cost effectiveness Health care organisation ensure:

a) They conform to NICE technology appraisals and where it is available, take into
account nationally agreed guidance when planning and delivering treatment and
care;

b) Clinical care and treatment are carried out under supervision and leadership;

c¢) Clinicians continuously update skills and techniques relevant to their clinical work;

Clinicians participate in regular clinical audit and reviews of clinical services.

LINk Annual Health Check Survey Question:
Thinl] Fo62dzi I GAYS @&2dz KIS o6SSy G2 |
Were you happy with the treatment that you got?

16 ~

14 A

12 A

10 -

Were you happy with the treatment that
you got?
(03]

Yes No Not Sure No Answer

Response

G/ F NRAF O wSONEW @rosg!A Gd SifAf2 yYNHzy Saidl 6f A &k
GbSg | NP aa5/12/a8% Biffiplofessional butio GSNE  FNA S

a{dFFF &A&K2NUI3IS Oly 0SS O@SNE | OdziS I
AYSELISNASYOS 2F ySg LIS2 L)X Soé

y O

Briefing Session Feedback
Concerns were raised about the lack of continuity of care, when individuals are
discharged from hospital.

Particular reference was also made regarding individuals with Sickle Cell and the
general lack of Care Planning / Discharge Planning and rapid / adequate pain
management for individuals experiencing Acute Sickle Crisis.

Page 4 of 19



Comment:

When askeR (02 OGKAY1 |o2dzi | GAYS GKSe@

Hospital this year... Were you happy with the treatment that you got?, 14 out of the
17 Survey Respondents said Yes they were happy with the treatment they got and 2
Respondentsaid Nothe® ¢ SNB y20 KFLILIR FYR M wS3j

2 2t @S NK I Nehldt 8cy(i Panel are currently carrying out a review of
Hospital Discharge, the LINk Board may consider looking into this as part of their
Work Plan.

Using the information gathered we would support the Royal Wolverhampton
Hospitals NHS Trusts declaration of Compliant against Core Standard C5.
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DISCRIMINATION

Core Standard C13 — Patient Focus

Health care organisations have systems in place to ensure that:

Staff treat patients with, their relatives and carers with dignity and respect.

Core Standard C18 — Accessible and responsive care

Health care organisations enable all members of the population to access services
equally and offer choice in access to service and treatment equitably.

LINk Annual Health Check Survey Question:

CKAY]l Fo2dzi F GAYS @82dz KI 98 68Sy (2
Have you ever felt discriminated against by the health services? (Discrimination could be
on the grounds of disability, mental health, learning disability, age, gender, ethnicity or sexuality)

16 ~

14 A

12 -

10 A

services?

Have you ever felt discriminated against by health

Yes No Not Sure

Response

G ¢ KSNB A RractitionerkJ® 4 SNIGk Yol £ I yOSo® DAOS
their Practitionerd dd b d P b €

dt NEGARS Y2NBE RA
3 (2

lecbper$oR | ath blerCuBabIE to padkdark
2FGSY KI @AY | £

5
GLE1 F FIANI RA&AGE yO!
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Comment:

2 KSYy FTaA1SR (2 GKAY]l lFlo2dzi F GAYS @2
this year..... Have you ever felt discriminated against by the health services?

14 out of the 17 Survey Respondents said No they had never felt discriminated
against, 2 Respondents said Yes they had (see above comments) and 1 Respondent
said they were Not Sure.

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C13.

With reference to the Survey comment regarding disabled parking spaces at New
Cross Hospital, a member of the LINk Interim Steering Group attends the Patient and
Public Engagement Meeting where the issue of accessible parking spaces at New
Cross is being discussed.
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COMPLIMENTS & COMPLAINTS

Core Standard C14 — Patient Focus

Health care organisations have systems in place to ensure that patients, their

relatives and carers:

a) Have suitable and accessible information about, and clear access to, procedures to
register formal complaints and feedback on the quality of services;

b) Are not discriminated against when complaints are made; and

c) Are assured that organisations act appropriately on any concerns and, where
appropriate, make changes to ensure improvements in service delivery.

LINk Annual Health Check Survey Question:
Think about a time you have been to a Health Service, DrQ & Hospital this year.....
Were you given information about how to make a compliment or complaint?

Were you given information about how to make a
compliment or complaint?
(¥ ]
1

Yes No Not Sure No Answer

Response

Yy A& 2y GKS 6ttt odai So8I
S g

(7]
L RARY QG ySSR (2 oS (2fR Ia L Y ¥
F2NJny &SI NaE
Gl gAy3a R2YyS 020KZ L 0StAS@S AdGQa A)
services to be improved. In my view peoplee G2 Y2y o6dzi R?2
YIS OKIy3aSosg
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Gl yydz t / ESERPEDOKENE 61 a y2 ySSRE
GL Y LISNFSOGfte {FGdAraFTASRE
S I NP &declo@ gedeptiontstaff, should give this information or it co

a 2
RAALIX @SR AYy 6FAGAY3I | NBI aoé

0

T

& t enisZ&and Carers should be given the opportunity post discharge, when they
had time to reflect and not feeling they could be intimidated if making a complait
22dA R IAGS GKSY GAYS tftaz2z d2 NBTE SOl

Comment:

When asked to think about a time you have been to a Health Service, DrQa 2 NJ
this year..... Were you given information about how to make a compliment or
complaint?, 5 out of the 17 Survey Respondents said Yes they were given

information, 5 Respondents said No they were not given information, 4 Respondents
GSNBE b20 {dNBE AT GKSe& KIFIR 06SSy 3IAQDS)

When collating the feedback from the Survey, Briefing Session and Launch Event the
LINk Board may consider looking into, accessible information about, and clear access
to, procedures to register formal complaints and feedback on the quality of services;
As a future Work Plan topic.
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PATIENTS VIEWS

Core Standard C17
The views of patients, their carers and others are sought and taken into account in
designing, planning, delivering and improving health care services.

Survey Comment
a atients views must be listen tnd act on, not be shelved to avoid mistakes bein
repeatedb &

Comment:

Royal Wolverhampton Hospitals NHS Trusts Patient and Public Involvement Lead
has meet with the LINk Host Co-ordinator to discuss ways that the LINk can become
involved in the design, planning, delivering and improving of services.

Places have been allocated for LINk Representatives on the PPE (Patient and Public
Engagement Group) one of the LINk Interim Steering Group Members is a very active
member of this group and the LINk Host is kept informed of any Patient and Public
Involvement consultations.

Representatives from the Royal Wolverhampton Hospitals NHS Trust recently
supported the LINK Launch event and facilitated two round table discussions, where
they shared the top 6 priority areas for the RWHT, answering peoples questions and
thinking about ways that the LINk could work alongside them to help shape, develop
and improve the services they deliver by responding to issues raised by the
community.

Photos taken at the LINk Launch EventadRoyal Wolverhampton HospitalSIHS Trusts
representative facilitating a round table discussian

I

Using the information gathered we would support the Royal Wolverhampton
Hospitals NHS Trusts declaration of Compliant against Core Standard C17.
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DIGNITY & RESPECT

Core Standard C13 — Patient Focus

a) Health care organisations have systems in place to ensure that:

b) Staff treat patients, their relatives and carers with dignity and respect;

c) Appropriate consent is obtained when required for all contacts with patients and
for the use of any patient confidential information; and

d) Staff treat patient information confidentially, except where authorised by
legislation to the contrary.

Core Standard C20 — Care environment and amenities

Health care service are provided in environments which promote effective care and

optimise health outcomes by being;

a) A safe and secure environment which protects patients, staff, visitors and their

property, and the physical assets of the organisation; and

b) Supportive of patient privacy and confidentiality.

LINk Annual Health Check Survey Question:
Thinkl 62dzi | GAYS @&2dz KF@S o6SSy G2 | |
Did you feel that you were treated with dignity and respect?

12

10 -

Did you feel that people treated you with dignity and
respect?
=}

. i
0 L] L
Yes No

Not Sure No Answer Yes & No

Response

GAccident& Emergency 19-1008L 61 4y Q0 G NXB I réspert, just]
left for hours alone in agony... each time $houted to ask for the loo, rane
heardY SHH ¢
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GbS¢é [/ NRP&& 9 2 §Bhadk ot privddy atIGP whelh deridal s
asking questions. Could ask other patients standing close to counter t
back to allow privacy. Staff alsolkatoo loud, non empathetic and ask t

-

many probing questionsi KA & aK2dz2 R 6S R2yS oé

Comment:

2 KSYy FTA1SR (2 GKAY]l lFto2dzi F GAYS @2
this year..... Did you feel that you were treated with dignity and respect? 10 out of
the 17 Survey Respondents said Yes they were treated with dignity and respect, 3
Respondents said No they were not, 1 Respondent said they were Not Sure, 1

wSalLR2yRSyld alrAR ,Sa IyR b2 YR H wSj
Using the information gathered we would support the Royal Wolverhampton

Hospitals NHS Trusts declaration of Compliant against Core Standard C13 & C20.

However, when collating the feedback from the Survey, Briefing Session and Launch
Event the LINk Board may consider looking into, Patient Respect and Privacy at
Reception / Waiting Areas as a future Work Plan topic.
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CHOICE

Core Standard C18 — Accessible and responsive care

Health care organisations enable all members of the population to access services
equally and offer choice in access to services and treatment equitably.

Core Standard C19 — Accessible and responsive care

Health care organisations ensure that patients with emergency health needs are able
to access care promptly and within nationally agreed timescales, and all patients are
able to access services within national expectations on access to services.

LINk Annual Health Check Survey Question:
CKAY]l loz2dzi I GAYS @2dz KIFI @S 6SSy (2
Were you able to take part in making choices about your treatment and care?

12

10 -

Were you able to take partin making choices about
your treatment and care?
=}

Yes No Not Sure No Answer

Response

OGAccident& Emergency, 19/10/08 ¢ | was discharged by A&E to Woden House,
without explainingd 2 Y S 3 2 NJ Ay F 2 NI A yhBmeYv#th résidents |
thatlcould/ QG4 NBf I GS (G20dd GKSNB gla y2 v
sent me to rehabilitation at West park Hospital where there is medical back up &
rehabilitation for people like me with broken bones, however, | was denied
OK2A0S PP DdDDPE
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Comment:

2 KSy Fa1SR (2 GKAY1l lo62dzi I GAYS @2
this year..... Were you able to take part in making choices about your treatment and
care? 10 out of the 17 Survey Respondents said Yes they were able to take partin
YF1{Ay3d OK2A0Sax n wSalLRyRSyda al AR i
answer and 1 Respondent said that they were not able to take part in making choices
about their treatment.

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C18 and C19.
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ACCESS TO SERVICES

Core Standard C18 — Accessible and responsive care

Health care organisations enable all members of the population to access services
equally and offer choice in access to services and treatment equitably.

Core Standard C19 — Accessible and responsive care

Health care organisations ensure that patients with emergency health needs are able
to access care promptly and within nationally agreed timescales, and all patients are
able to access services within national expectations on access to services.

LINk Annual Health Check Survey Question:
CKAY]l loz2dzi I GAYS @2dz KIFI @S 06SSy .i?2
Is it sometimes difficult for you to get the health services that you need?

Is it sometimes difficult for you to get the health
servicesthat you need?
I
1

Yes No Not Sure No Answer

Response

G. SGGSN) aadyLlRadAay3a G bSg / Nraa Al
G%rayNew Crosga A Ay L2 a G Ay 3£

GwSRdzOS ¢ Iclast visif Bsted 3¢ Yidugl was first seen ¥ hour aftstated
LI AYGYSY( de

7

GLYLINRPGAY3A | O0OSaa G2 YSRAOAYSA FT2NJ I
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GLQY &Gydh &Focial Worker to assess dsterminationof my health....
nowil K S Bl&&nge in mpealthmy careplanA & 2dzi 2F Rl G§Sdq
dThe chesk-ray radiology department needs to be much quicker in sending X Ra
wSadz Gade

428 aK2dA R 3 S Consutah@®@IAay/AifYsS yiGy 2 Flj dzi O € &

Comment:

2 KSy Fa1SR (02 GKAY1l lo62dzi I GAYS @2
this year..... Is it sometimes difficult for you to get the health services that you need?
3 out of the 17 Survey Respondents said Yes it is sometimes difficult, 7 Respondents

said No it was not difficult, 1 Respondent said they were Not Sure and 6 Respondents
didy Qi | yag SN

Using the information gathered we would support the Wolverhampton City NHS
Primary Care Trusts declaration of Compliant against Core Standard C18 & C19.
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CLEANLINESS AND COMFORT

Core Standard 21 — Care environment and amenities

Health care services are provided in an environment which promote effective care
and optimise health outcomes by being well designed and well maintained with
cleanliness levels in clinical and nonclinical areas that meet the national specification
for clean NHS premises.

LINk Annual Health Check Survey Question:
¢CKAY]l Fo2dzi I GAYS @&2dz KIFI@S 0SSy G2
Cleanliness ¢ Was the Service Clean? Comfort ¢ Was the Service Comfortable?

16 Cleanliness - Was the Service Clean?

iy Comfort - Was the service comfortable?

1 H Cleanliness H Comfort

Cleanliness and Comfort?
oo
1

HH ma

Not Sure No Answer

Yes

Response

Cleanliness
é(bSrZDSS(t! f gl é&a /fSI-yCDé

Comfort
G5A&LISY Al NEcDeCDS; brs@mfortalil® sedts and had to wait an
K2dzNJ F2NJ LINSAONRLIGA2Y HE

O0Accident& Emergency 19-10-08 ¢ most uncomfortable at A&E, was left
alone for hours, in agony thibroken ankle etc. bursting tase the toiletbut
y2 2yS OFYS G2 YS¢
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Comment:

2 KSy FFa1SR (2 GKAY1l lo62dzi I GAYS @2
this year..... Cleanliness ¢ Was the Service Clean? Comfort ¢ Was the Service
Comfortable?

Cleanliness
14 out of the 17 Survey Respondents said Yes the service was clean, 2 Respondents
aFrAR (KSe& gSNB b2i {dz2NE YR M wSaLkR)

Comfort

14 out of the 17 Survey Respondents said Yes the service was comfortable, 2
RespondentssaiR U KI U0 UKS &aSNBAOS g6l a dzyO2Y T
answer.

Using the information gathered we would support the Royal Wolverhampton
Hospitals NHS Trusts declaration of Compliant against Core Standard C21.
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FOOD

Core Standard C15 — Patient Focus

Where food is provided, health care organisations have systems in place to ensure

that:

a) Patients are provided with a choice and that it is prepared safely and provided a
balanced diet; and

b)t  GASY(1aQ Ay RA JAaRaddicihicalfidzaryNdguirdm2ny drefmst,
including any necessary help with feeding and access to food 24 hours a day.

LINk Annual Health Check Survey Question:
CKAY]l loz2dzi I GAYS @2dz KIFI @S 6SSy G2
If you were given a meal did it meet your dietary needs?

10 +

If you were given a meal did it meet your dietary
needs?
(%3]

Yes No Not Sure N/A No Answer

Response

G{ GNB1 S 2| NI/2083Fhe hddjital faod was excellent and tas
L KIFE@S y2 O2YLX I Ay imbdist2H/é @ O2 YLI A

Comment:

When asked.... if you were given a meal did it meet your dietary needs, 4 out of the
17 Survey Respondents said Yes the service met their dietary requirements, 4
Respondents said that it was Non Applicable and 9 Respondents RA Ry QU | Y

Using the limited feed-back gathered we would support the Royal Wolverhampton
Hospitals NHS Trusts declaration of Compliant against Core Standard C15.
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