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• Patient Experience Headline Tool 

• Friends and Family Test – by month and changes 
over time 

• Complaints Data 

• PLACE survey data 

• CQC ratings 

• Staff Experience

• National surveys 

• Inpatient survey 

• Cancer Patient Experience Survey 

• GMC Trainee survey 

• Patient Experience Framework 

Tools  
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• Regional Heads of Quality 

• Clinical Quality Leads 

• Improvement directors in trusts rated as 
inadequate 

• Work through and with the support of regional 
teams, linking into the programmes and 
initiatives 

• Close links with the NHS England roles 
working patient experience and public and 
patient voice 

Structure
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• Can be used for improvement, as 
an  organisational diagnostic 
development tool 

• Discussion and consensus forming 

• Not a form to be filled in 

• Use the knowledge and expertise 
of those in your organisation

• Its not compulsory but it is an 
opportunity to have a review and 
start planning or to refocus strategy 

Patient Experience Improvement 
Framework 
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• In August 2017 and again in January 2018, reviewed CQC reports of trusts 
rated as ‘Outstanding’ and ‘Inadequate’, and those in special measures for 
quality and/or finance reasons at their most recent assessment 

• Identified CQC’s reasons for rating acute trusts services in the NHS 
Improvement regions as ‘Outstanding’ and ‘Inadequate’ and used the 
common themes as the basis for the framework. It is created specifically for 
providers of services found to be ‘Inadequate’ or ‘Requires improvement’ to 
focus their improvement but it can be used by any provider looking for 
improvement.

Evidence Based 
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Analysis of the CQC narrative reports revealed the following consistent themes 
when rating acute providers as ‘Outstanding’ or ‘Inadequate’

• Leadership

• Organisational culture

• Compassionate care

• Safe staffing levels

• Consistent incident reporting 

& learning lessons.

The patient experience improvement  framework supports improvement 
in these areas through self-assessment. 

Emergent Themes
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1. Leadership

2. Organisational culture

3. Collecting feedback — capacity and 
capability to effectively collect feedback

4. Analysis and triangulation — the use of 
quality intelligence systems to make sense 
of feedback and to triangulate it with other 
quality measures 

5. Reporting and learning for improvement  —
to use patient feedback effectively by 
learning from it to drive quality improvement

Areas of Focus 
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• Strategy and delivery plan 

• Are patients involved ?  

• Leadership development work 

• Appraisal 

• Visibility of executive lead 

• Patient stories at board – so what ? Linkage to improvement 

• Clinical leadership does patient experience have the same focus 
as safety and clinical effectiveness 

• Service change and reconfiguration 

• Cross system focus on patients  - challenges of STPs/ICS/ACOs
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• Underpinning culture – OD strategy

• Staff supported to listen 

• Celebrate staff 

• Workforce Development 

• Compassionate care 

• Values and Vision 

• Values based recruitment and appraisal 

• Website patient friendly 

• Testing communications with patients 

• Accessible formats 

• Staff experience 

Culture
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• Mandated surveys and the link to the patient 
experience headlines tool  

• Best practice guidelines – links at end of framework 

• Complaints process – visibility and accessibility –
website 

• Learning from complaints 

• Staff training – golden thread 

• Induction training 

• Feedback clear and referral to HealthWatch 

• National average on FFT for response rates 

Staff and Patient Feedback 
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Feedback isn't just 

• Quantitative

• Qualitative 

• Thoughts 

• Words  

• Feelings 

• Stories 

Remember that patient experience is all about people  

Range of Feedback
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• Themes and trends 

• Analytics support 

• Quality triangulation – clinical effectives and safety

• Early warning 

• Variation across sections of the organisation 

• Fast feedback to relevant teams 

• Frontline teams discuss feedback and use it improve 
care 

• Learning and celebrating 

Analysis and Triangulation
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• Training programmes for staff 

• Patients and families are involved 

in their care with shared decision making 

• Peer performance and staff training needs 

• Board and executive team understand 

how to involve patients in  service change 

• Consistency of approach in learning

• Impact assessment are included in proposals 

• Co production in service change 

• Quality improvement

• Organisations support staff to improve quality with focus on patient 
experience 

• Staff survey question – using feedback for learning  

Feedback for QI and Learning 
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• Quality accounts 

• Accessible standard info for patients and families 

• Communications strategy 

• Co production 

Reporting and Publication 
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Lesley Goodburn 

Email - Lesley.goodburn1@nhs.net

Mobile - 07714 846136 

Twitter - Lgoodbu
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