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Increasing patient feedback in Newham Community Health Services

PREMs: Patient Reported Experience Measures, PROMs: Patient Reported Outcome Measures & FFT: Friends and Family Test

Why is this important to service users Tests of Change
and carers?

To increase the response of the

. : * Ticketsystem

feedback survey (PREMs PROMs & Unéerstandlngwhat matters to +  Telephone survey
FFT) in CHN Adult Services, so that patients/carers c fleti i | handi

. ’ * Services meetingthe needs of the patient Leafletinappointment letters /handing out
50% of those who have been . in waiting area

. . * Reportinginternally and externally
discharged from the service have . ; .

. * Ensuring feedbackis collected consistently
completed or declined the survey, ross the directorat
by June 2018. across the directorate
PDSA ramps “

@:EZEE Telephone survey — change idea (EPCT) @ ..E8 Ticket system — change idea (Phlebotomy) @WE;E Responses - Phlebotomy Clinics

Number of Responses: Phlebotamy

Cycle 6: Ticket system to be
placed in all phlebotomy rooms

; within the sites
Cycle 5: Ticket system placed

across all four sites

Cycle 4: Idea to test text
surveys *to be completed

Cycle 3: Each phone call

taking longer than expected
Cycle 2: Feedback from patients - @
too many questions reduced to

PREM collection only

Cycle 4: Clip board introduced for ’///% B 1 121 1
qualitative feedback
Cycle 3: Changed the colour of the

faces to gain accurate feedback il o

Cycle 2: Recycled buckets from universal wipes and used

tickets for blood test i =

vl Cycle 1: Bucket system to be introduced at one " = (
phlebotomy site Y,. ,’ Sle
[ ] v

=1
Cycle 1: Telephone survey to increase uptake with house 571
bound patients

Learning and what next?

*  Have fortnightly meetings to sustain momentum, and rote chairs for meetings to promote team ownership.

* Involve patients/carers

*  Beinnovative with change ideas, have fun withit and be resourceful in executingthe change ideas! The change ticket system change
ideain phlebotomy clinics brought us an average of 11211 responses, the most responses we everreceivedinthe service.
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To increase the response of
the feedback survey (PREMs
PROMs & FFT) in CHN Adult
Services, so that 50% of

those who have been
discharged from the service
have completed or declined
the survey, by June 2018.

Driver diagram

i
i :

*Leaflet in
appointment
letters / handing
out in waiting
area

*Ticket
system

*Telephone
survey
*YSWD leaflet

*EMIS alert
*Text surveys

*Survey on
Wi-Fi access

*Including in
staff PDP



