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1. Executive Summary of the Report  
Appendix A shows the Trust results of the Care Quality Commission (CQC) National 
Inpatient Survey 2019. The results are compared to the Trust scores for each 
question in 2018; whether the Trust has improved on each question or deteriorated 
and how the Trust compares for each question against the 144 other Trusts who were 
eligible to undertake the survey.  
 
The Inpatient Survey is part of the National NHS Patient Survey Programme 
mandated by the CQC. The questionnaire covers all aspects of the patient ‘journey’ 
from admission to discharge. This year our survey was administered by Patient 
Perspective, a CQC approved contractor.  
 
Appendix A identifies areas where the Trust scored better than average together with 
areas where the Trust needs to improve. Further detail is included in the 
presentation slides.  
 
The survey results are based on the responses of 631 patients who stayed at least 
one night in hospital in July 2019.  
 
As a result of the COVID-19 pandemic, the sample period for the Inpatient Survey 
2020 has moved from July to November 2020. This year patients are being offered 
the opportunity to complete the survey online for the first time. Paper questionnaires 
however will continue to be made available. Changes to the questions are also being 
made to shorten the survey to allow for the results to be made available much sooner 
than in previous years. Changing the way that patient feedback is collected and 
changing the sampling period will make the results from the 2020 survey 
incomparable with previous years. Data that is submitted will also identify whether the 
patient admission was COVID-19 or non COVID-19 related.  
 

2. Recommendations (Note, Approve, Discuss) 
The Board of Directors is requested to note the results identified in the presentation 
and Appendix A and approve the key areas of focus for 2020/21. 
 

3. Legal / Regulatory Implications  
The Trust is legally required to meet the Health and Social Care Act 2008 (Regulated 
Activities) Regulations 2014.  
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4. Risk (Threats or opportunities, link to a risk on the Risk Register, Board 
Assurance Framework etc) 

A failure to demonstrate systematic quality improvement in the delivery of patient care 
could risk the Trust’s registration with the CQC and the reputation of the Trust.  
 
5. Resources Implications (Financial / staffing) 
A failure to comply with the Health and Social Care Act 2008 (Regulated Activities) 
Regulations 2014 and the Care Quality Commission (Registration) Regulations 2009 
could result in financial penalties. 
  
6. Equality and Diversity 
Ensures compliance with the Equality Delivery System (EDS) 2. 
 
7. References to previous reports 
National Inpatient Survey results 2018 report to the Board of Directors July 2019 
 

8. Freedom of Information 
This report is not exempt from publication. 
 
              

 

 

 

 

 

 

 

 

 
 
 

 



6HFWLRQ VFRUHV

6�� 7KH $FFLGHQW 	 (PHUJHQF\ 'HSDUWPHQW
�DQVZHUHG E\ HPHUJHQF\ SDWLHQWV RQO\�

6�� :DLWLQJ OLVW RU SODQQHG DGPLVVLRQV
�DQVZHUHG E\ WKRVH UHIHUUHG WR KRVSLWDO�

6�� :DLWLQJ WR JHW WR D EHG RQ D ZDUG

6�� 7KH KRVSLWDO DQG ZDUG

6�� 'RFWRUV

6�� 1XUVHV

6�� <RXU FDUH DQG WUHDWPHQW

6�� 2SHUDWLRQV DQG SURFHGXUHV �DQVZHUHG E\
SDWLHQWV ZKR KDG DQ RSHUDWLRQ RU SURFHGXUH�

6�� /HDYLQJ KRVSLWDO

6��� )HHGEDFN RQ FDUH DQG UHVHDUFK
SDUWLFLSDWLRQ

6��� 5HVSHFW DQG GLJQLW\

6��� 2YHUDOO H[SHULHQFH

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

%HVW SHUIRUPLQJ WUXVWV

$ERXW WKH VDPH

:RUVW SHUIRUPLQJ WUXVWV

µ%HWWHU�:RUVH¶ 2QO\ GLVSOD\HG ZKHQ WKLV WUXVW LV EHWWHU�ZRUVH WKDQ
PRVW RWKHU WUXVWV
7KLV WUXVW
V VFRUH �1%� 1RW VKRZQ ZKHUH WKHUH DUH
IHZHU WKDQ �� UHVSRQGHQWV�

�



7KH $FFLGHQW 	 (PHUJHQF\ 'HSDUWPHQW �DQVZHUHG E\ HPHUJHQF\ SDWLHQWV RQO\�

4�� :KLOH \RX ZHUH LQ WKH $	( 'HSDUWPHQW� KRZ
PXFK LQIRUPDWLRQ DERXW \RXU FRQGLWLRQ RU
WUHDWPHQW ZDV JLYHQ WR \RX"

4�� :HUH \RX JLYHQ HQRXJK SULYDF\ ZKHQ EHLQJ
H[DPLQHG RU WUHDWHG LQ WKH $	( 'HSDUWPHQW"

:DLWLQJ OLVW RU SODQQHG DGPLVVLRQV �DQVZHUHG E\ WKRVH UHIHUUHG WR KRVSLWDO�

4�� +RZ GR \RX IHHO DERXW WKH OHQJWK RI WLPH
\RX ZHUH RQ WKH ZDLWLQJ OLVW"

4�� :DV \RXU DGPLVVLRQ GDWH FKDQJHG E\ WKH
KRVSLWDO"

4�� +DG WKH KRVSLWDO VSHFLDOLVW EHHQ JLYHQ DOO
QHFHVVDU\ LQIRUPDWLRQ DERXW \RXU FRQGLWLRQ�LOOQHVV
IURP WKH SHUVRQ ZKR UHIHUUHG \RX"

:DLWLQJ WR JHW WR D EHG RQ D ZDUG

4�� )URP WKH WLPH \RX DUULYHG DW WKH KRVSLWDO� GLG
\RX IHHO WKDW \RX KDG WR ZDLW D ORQJ WLPH WR JHW WR D
EHG RQ D ZDUG"

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

%HVW SHUIRUPLQJ WUXVWV

$ERXW WKH VDPH

:RUVW SHUIRUPLQJ WUXVWV

µ%HWWHU�:RUVH¶ 2QO\ GLVSOD\HG ZKHQ WKLV WUXVW LV EHWWHU�ZRUVH WKDQ
PRVW RWKHU WUXVWV
7KLV WUXVW
V VFRUH �1%� 1RW VKRZQ ZKHUH WKHUH DUH
IHZHU WKDQ �� UHVSRQGHQWV�

�



7KH KRVSLWDO DQG ZDUG

4��� 'LG \RX HYHU VKDUH D VOHHSLQJ DUHD ZLWK
SDWLHQWV RI WKH RSSRVLWH VH["

4��� 'LG WKH KRVSLWDO VWDII H[SODLQ WKH UHDVRQV
IRU EHLQJ PRYHG LQ D ZD\ \RX FRXOG
XQGHUVWDQG"

4��� :HUH \RX HYHU ERWKHUHG E\ QRLVH DW QLJKW
IURP RWKHU SDWLHQWV"

4��� :HUH \RX HYHU ERWKHUHG E\ QRLVH DW QLJKW
IURP KRVSLWDO VWDII"

%HWWHU

4��� ,Q \RXU RSLQLRQ� KRZ FOHDQ ZDV WKH
KRVSLWDO URRP RU ZDUG WKDW \RX ZHUH LQ"

4��� 'LG \RX JHW HQRXJK KHOS IURP VWDII WR ZDVK
RU NHHS \RXUVHOI FOHDQ"

4��� ,I \RX EURXJKW \RXU RZQ PHGLFDWLRQ ZLWK \RX
WR KRVSLWDO� ZHUH \RX DEOH WR WDNH LW ZKHQ \RX
QHHGHG WR"

4��� +RZ ZRXOG \RX UDWH WKH KRVSLWDO IRRG"

4��� :HUH \RX RIIHUHG D FKRLFH RI IRRG"

4��� 'LG \RX JHW HQRXJK KHOS IURP VWDII WR HDW
\RXU PHDOV"

4��� 'XULQJ \RXU WLPH LQ KRVSLWDO� GLG \RX JHW
HQRXJK WR GULQN"

4��� 'LG \RX IHHO ZHOO ORRNHG DIWHU E\ WKH
QRQ�FOLQLFDO KRVSLWDO VWDII"

'RFWRUV

4��� :KHQ \RX KDG LPSRUWDQW TXHVWLRQV WR DVN D
GRFWRU� GLG \RX JHW DQVZHUV WKDW \RX FRXOG
XQGHUVWDQG"

4��� 'LG \RX KDYH FRQILGHQFH DQG WUXVW LQ WKH
GRFWRUV WUHDWLQJ \RX"

4��� 'LG GRFWRUV WDON LQ IURQW RI \RX DV LI \RX
ZHUHQ
W WKHUH"

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

%HVW SHUIRUPLQJ WUXVWV

$ERXW WKH VDPH

:RUVW SHUIRUPLQJ WUXVWV

µ%HWWHU�:RUVH¶ 2QO\ GLVSOD\HG ZKHQ WKLV WUXVW LV EHWWHU�ZRUVH WKDQ
PRVW RWKHU WUXVWV
7KLV WUXVW
V VFRUH �1%� 1RW VKRZQ ZKHUH WKHUH DUH
IHZHU WKDQ �� UHVSRQGHQWV�

�



1XUVHV

4��� :KHQ \RX KDG LPSRUWDQW TXHVWLRQV WR DVN D
QXUVH� GLG \RX JHW DQVZHUV WKDW \RX FRXOG
XQGHUVWDQG"

4��� 'LG \RX KDYH FRQILGHQFH DQG WUXVW LQ WKH
QXUVHV WUHDWLQJ \RX"

4��� 'LG QXUVHV WDON LQ IURQW RI \RX DV LI \RX
ZHUHQ
W WKHUH"

4��� ,Q \RXU RSLQLRQ� ZHUH WKHUH HQRXJK QXUVHV
RQ GXW\ WR FDUH IRU \RX LQ KRVSLWDO"

4��� 'LG \RX NQRZ ZKLFK QXUVH ZDV LQ FKDUJH RI
ORRNLQJ DIWHU \RX" �WKLV ZRXOG KDYH EHHQ D GLIIHUHQW
SHUVRQ DIWHU HDFK VKLIW FKDQJH�

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

%HVW SHUIRUPLQJ WUXVWV

$ERXW WKH VDPH

:RUVW SHUIRUPLQJ WUXVWV

µ%HWWHU�:RUVH¶ 2QO\ GLVSOD\HG ZKHQ WKLV WUXVW LV EHWWHU�ZRUVH WKDQ
PRVW RWKHU WUXVWV
7KLV WUXVW
V VFRUH �1%� 1RW VKRZQ ZKHUH WKHUH DUH
IHZHU WKDQ �� UHVSRQGHQWV�

�



<RXU FDUH DQG WUHDWPHQW

4��� 'LG \RX KDYH FRQILGHQFH DQG WUXVW LQ DQ\
RWKHU FOLQLFDO VWDII WUHDWLQJ \RX"

4��� ,Q \RXU RSLQLRQ� GLG WKH PHPEHUV RI VWDII
FDULQJ IRU \RX ZRUN ZHOO WRJHWKHU"

4��� 'LG D PHPEHU RI VWDII VD\ RQH WKLQJ DQG
DQRWKHU VD\ VRPHWKLQJ GLIIHUHQW"

4��� :HUH \RX LQYROYHG DV PXFK DV \RX ZDQWHG
WR EH LQ GHFLVLRQV DERXW \RXU FDUH DQG
WUHDWPHQW"

4��� 'LG \RX KDYH FRQILGHQFH LQ WKH GHFLVLRQV
PDGH DERXW \RXU FRQGLWLRQ RU WUHDWPHQW"

4��� +RZ PXFK LQIRUPDWLRQ DERXW \RXU
FRQGLWLRQ RU WUHDWPHQW ZDV JLYHQ WR \RX"

4��� 'LG \RX ILQG VRPHRQH RQ WKH KRVSLWDO VWDII
WR WDON WR DERXW \RXU ZRUULHV DQG IHDUV"

4��� 'R \RX IHHO \RX JRW HQRXJK HPRWLRQDO
VXSSRUW IURP KRVSLWDO VWDII GXULQJ \RXU VWD\"

4��� :HUH \RX JLYHQ HQRXJK SULYDF\ ZKHQ
GLVFXVVLQJ \RXU FRQGLWLRQ RU WUHDWPHQW"

4��� :HUH \RX JLYHQ HQRXJK SULYDF\ ZKHQ
EHLQJ H[DPLQHG RU WUHDWHG"

4��� 'R \RX WKLQN WKH KRVSLWDO VWDII GLG
HYHU\WKLQJ WKH\ FRXOG WR KHOS FRQWURO \RXU SDLQ"

4��� ,I \RX QHHGHG DWWHQWLRQ� ZHUH \RX DEOH WR JHW
D PHPEHU RI VWDII WR KHOS \RX ZLWKLQ D UHDVRQDEOH
WLPH"

2SHUDWLRQV DQG SURFHGXUHV �DQVZHUHG E\ SDWLHQWV ZKR KDG DQ RSHUDWLRQ RU SURFHGXUH�

4��� 'LG D PHPEHU RI VWDII DQVZHU \RXU TXHVWLRQV
DERXW WKH RSHUDWLRQ RU SURFHGXUH LQ D ZD\ \RX
FRXOG XQGHUVWDQG"

4��� :HUH \RX WROG KRZ \RX FRXOG H[SHFW WR
IHHO DIWHU \RX KDG WKH RSHUDWLRQ RU SURFHGXUH"

4��� $IWHUZDUGV� GLG D PHPEHU RI VWDII H[SODLQ
KRZ WKH RSHUDWLRQ RU SURFHGXUH KDG JRQH LQ D ZD\
\RX FRXOG XQGHUVWDQG"

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

%HVW SHUIRUPLQJ WUXVWV

$ERXW WKH VDPH

:RUVW SHUIRUPLQJ WUXVWV

µ%HWWHU�:RUVH¶ 2QO\ GLVSOD\HG ZKHQ WKLV WUXVW LV EHWWHU�ZRUVH WKDQ
PRVW RWKHU WUXVWV
7KLV WUXVW
V VFRUH �1%� 1RW VKRZQ ZKHUH WKHUH DUH
IHZHU WKDQ �� UHVSRQGHQWV�

��



/HDYLQJ KRVSLWDO

4��� 'LG \RX IHHO \RX ZHUH LQYROYHG LQ
GHFLVLRQV DERXW \RXU GLVFKDUJH IURP KRVSLWDO"

4��� :HUH \RX JLYHQ HQRXJK QRWLFH DERXW ZKHQ
\RX ZHUH JRLQJ WR EH GLVFKDUJHG"

4��� 'LVFKDUJH GHOD\HG GXH WR ZDLW IRU
PHGLFLQHV � WR VHH GRFWRU � KRVSLWDO WUDQVSRUW�

%HWWHU

4��� +RZ ORQJ ZDV WKH GHOD\" %HWWHU

4��� $IWHU OHDYLQJ KRVSLWDO� GLG \RX JHW HQRXJK
VXSSRUW IURP KHDOWK RU VRFLDO FDUH SURIHVVLRQDOV WR
KHOS \RX UHFRYHU DQG PDQDJH \RXU FRQGLWLRQ"

4��� :KHQ \RX OHIW KRVSLWDO� GLG \RX NQRZ ZKDW
ZRXOG KDSSHQ QH[W ZLWK \RXU FDUH"

4��� :HUH \RX JLYHQ DQ\ ZULWWHQ RU SULQWHG
LQIRUPDWLRQ DERXW ZKDW \RX VKRXOG RU VKRXOG QRW
GR DIWHU OHDYLQJ KRVSLWDO"

4��� 'LG D PHPEHU RI VWDII H[SODLQ WKH SXUSRVH RI
WKH PHGLFLQHV \RX ZHUH WR WDNH DW KRPH LQ D ZD\
\RX FRXOG XQGHUVWDQG"

4��� 'LG D PHPEHU RI VWDII WHOO \RX DERXW
PHGLFDWLRQ VLGH HIIHFWV WR ZDWFK IRU ZKHQ \RX
ZHQW KRPH"

4��� :HUH \RX JLYHQ FOHDU ZULWWHQ RU SULQWHG
LQIRUPDWLRQ DERXW \RXU PHGLFLQHV"

4��� 'LG D PHPEHU RI VWDII WHOO \RX DERXW DQ\
GDQJHU VLJQDOV \RX VKRXOG ZDWFK IRU DIWHU \RX ZHQW
KRPH"

4��� 'LG KRVSLWDO VWDII WDNH \RXU IDPLO\ RU KRPH
VLWXDWLRQ LQWR DFFRXQW ZKHQ SODQQLQJ \RXU
GLVFKDUJH"

4��� 'LG WKH GRFWRUV RU QXUVHV JLYH \RXU IDPLO\�
IULHQGV RU FDUHUV DOO WKH LQIRUPDWLRQ WKH\ QHHGHG WR
KHOS FDUH IRU \RX"

4��� 'LG KRVSLWDO VWDII WHOO \RX ZKR WR FRQWDFW LI \RX
ZHUH ZRUULHG DERXW \RXU FRQGLWLRQ RU WUHDWPHQW
DIWHU \RX OHIW KRVSLWDO"

4��� 'LG KRVSLWDO VWDII GLVFXVV ZLWK \RX ZKHWKHU
DGGLWLRQDO HTXLSPHQW RU DGDSWDWLRQV ZHUH QHHGHG
LQ \RXU KRPH"

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

%HVW SHUIRUPLQJ WUXVWV

$ERXW WKH VDPH

:RUVW SHUIRUPLQJ WUXVWV

µ%HWWHU�:RUVH¶ 2QO\ GLVSOD\HG ZKHQ WKLV WUXVW LV EHWWHU�ZRUVH WKDQ
PRVW RWKHU WUXVWV
7KLV WUXVW
V VFRUH �1%� 1RW VKRZQ ZKHUH WKHUH DUH
IHZHU WKDQ �� UHVSRQGHQWV�

��



4��� 'LG KRVSLWDO VWDII GLVFXVV ZLWK \RX ZKHWKHU
\RX PD\ QHHG DQ\ IXUWKHU KHDOWK RU VRFLDO FDUH
VHUYLFHV DIWHU OHDYLQJ KRVSLWDO"

4��� $IWHU EHLQJ GLVFKDUJHG� ZDV WKH FDUH DQG
VXSSRUW \RX H[SHFWHG DYDLODEOH ZKHQ \RX
QHHGHG LW"

)HHGEDFN RQ FDUH DQG UHVHDUFK SDUWLFLSDWLRQ

4��� 'XULQJ WKLV KRVSLWDO VWD\� GLG DQ\RQH GLVFXVV
ZLWK \RX ZKHWKHU \RX ZRXOG OLNH WR WDNH SDUW LQ D
UHVHDUFK VWXG\"

4��� 'XULQJ \RXU KRVSLWDO VWD\� ZHUH \RX HYHU
DVNHG WR JLYH \RXU YLHZV RQ WKH TXDOLW\ RI \RXU
FDUH"

4��� 'LG \RX VHH� RU ZHUH \RX JLYHQ� DQ\
LQIRUPDWLRQ H[SODLQLQJ KRZ WR FRPSODLQ WR WKH
KRVSLWDO DERXW WKH FDUH \RX UHFHLYHG"

5HVSHFW DQG GLJQLW\

4��� 2YHUDOO� GLG \RX IHHO \RX ZHUH WUHDWHG ZLWK
UHVSHFW DQG GLJQLW\ ZKLOH \RX ZHUH LQ WKH KRVSLWDO"

2YHUDOO H[SHULHQFH

4��� 2YHUDOO���

, KDG D YHU\ SRRU
H[SHULHQFH

, KDG D YHU\ JRRG
H[SHULHQFH

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

%HVW SHUIRUPLQJ WUXVWV

$ERXW WKH VDPH

:RUVW SHUIRUPLQJ WUXVWV

µ%HWWHU�:RUVH¶ 2QO\ GLVSOD\HG ZKHQ WKLV WUXVW LV EHWWHU�ZRUVH WKDQ
PRVW RWKHU WUXVWV
7KLV WUXVW
V VFRUH �1%� 1RW VKRZQ ZKHUH WKHUH DUH
IHZHU WKDQ �� UHVSRQGHQWV�

��



7KH $FFLGHQW 	 (PHUJHQF\ 'HSDUWPHQW �DQVZHUHG E\ HPHUJHQF\ SDWLHQWV RQO\�
6� 6HFWLRQ VFRUH ��� ��� ���

4� :KLOH \RX ZHUH LQ WKH $	( 'HSDUWPHQW� KRZ PXFK LQIRUPDWLRQ
DERXW \RXU FRQGLWLRQ RU WUHDWPHQW ZDV JLYHQ WR \RX"

��� ��� ��� ��� ���

4� :HUH \RX JLYHQ HQRXJK SULYDF\ ZKHQ EHLQJ H[DPLQHG RU WUHDWHG
LQ WKH $	( 'HSDUWPHQW"

��� ��� ��� ��� ���

:DLWLQJ OLVW RU SODQQHG DGPLVVLRQV �DQVZHUHG E\ WKRVH UHIHUUHG WR KRVSLWDO�
6� 6HFWLRQ VFRUH ��� ��� ���

4� +RZ GR \RX IHHO DERXW WKH OHQJWK RI WLPH \RX ZHUH RQ WKH ZDLWLQJ
OLVW"

��� ��� ��� ��� ���

4� :DV \RXU DGPLVVLRQ GDWH FKDQJHG E\ WKH KRVSLWDO" ��� ��� ��� ��� ���

4� +DG WKH KRVSLWDO VSHFLDOLVW EHHQ JLYHQ DOO QHFHVVDU\ LQIRUPDWLRQ
DERXW \RXU FRQGLWLRQ�LOOQHVV IURP WKH SHUVRQ ZKR UHIHUUHG \RX"

��� ��� ��� ��� ���

:DLWLQJ WR JHW WR D EHG RQ D ZDUG
6� 6HFWLRQ VFRUH ��� ��� ���

4� )URP WKH WLPH \RX DUULYHG DW WKH KRVSLWDO� GLG \RX IHHO WKDW \RX KDG
WR ZDLW D ORQJ WLPH WR JHW WR D EHG RQ D ZDUG"

��� ��� ��� ��� ���

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

RU ,QGLFDWHV ZKHUH ���� VFRUH LV VLJQLILFDQWO\ KLJKHU RU ORZHU WKDQ ���� VFRUH
�1%� 1R DUURZ UHIOHFWV QR VWDWLVWLFDOO\ VLJQLILFDQW FKDQJH�
:KHUH QR VFRUH LV GLVSOD\HG� QR ���� GDWD LV DYDLODEOH�

��



7KH KRVSLWDO DQG ZDUG
6� 6HFWLRQ VFRUH ��� ��� ���

4�� 'LG \RX HYHU VKDUH D VOHHSLQJ DUHD ZLWK SDWLHQWV RI WKH RSSRVLWH
VH["

��� ��� ��� ��� ���

4�� 'LG WKH KRVSLWDO VWDII H[SODLQ WKH UHDVRQV IRU EHLQJ PRYHG LQ D ZD\
\RX FRXOG XQGHUVWDQG"

��� ��� ��� ��� ���

4�� :HUH \RX HYHU ERWKHUHG E\ QRLVH DW QLJKW IURP RWKHU SDWLHQWV" ��� ��� ��� ��� ���

4�� :HUH \RX HYHU ERWKHUHG E\ QRLVH DW QLJKW IURP KRVSLWDO VWDII" ��� ��� ��� ��� ���

4�� ,Q \RXU RSLQLRQ� KRZ FOHDQ ZDV WKH KRVSLWDO URRP RU ZDUG WKDW \RX
ZHUH LQ"

��� ��� ��� ��� ���

4�� 'LG \RX JHW HQRXJK KHOS IURP VWDII WR ZDVK RU NHHS \RXUVHOI
FOHDQ"

��� ��� ��� ��� ���

4�� ,I \RX EURXJKW \RXU RZQ PHGLFDWLRQ ZLWK \RX WR KRVSLWDO� ZHUH \RX
DEOH WR WDNH LW ZKHQ \RX QHHGHG WR"

��� ��� ��� ��� ���

4�� +RZ ZRXOG \RX UDWH WKH KRVSLWDO IRRG" ��� ��� ��� ��� ���

4�� :HUH \RX RIIHUHG D FKRLFH RI IRRG" ��� ��� ��� ��� ���

4�� 'LG \RX JHW HQRXJK KHOS IURP VWDII WR HDW \RXU PHDOV" ��� ��� ��� ��� ���

4�� 'XULQJ \RXU WLPH LQ KRVSLWDO� GLG \RX JHW HQRXJK WR GULQN" ��� ��� ��� ��� ���

4�� 'LG \RX IHHO ZHOO ORRNHG DIWHU E\ WKH QRQ�FOLQLFDO KRVSLWDO VWDII" ��� ��� ��� ��� ���

'RFWRUV
6� 6HFWLRQ VFRUH ��� ��� ���

4�� :KHQ \RX KDG LPSRUWDQW TXHVWLRQV WR DVN D GRFWRU� GLG \RX JHW
DQVZHUV WKDW \RX FRXOG XQGHUVWDQG"

��� ��� ��� ��� ���

4�� 'LG \RX KDYH FRQILGHQFH DQG WUXVW LQ WKH GRFWRUV WUHDWLQJ \RX" ��� ��� ��� ��� ���

4�� 'LG GRFWRUV WDON LQ IURQW RI \RX DV LI \RX ZHUHQ
W WKHUH" ��� ��� ��� ��� ���

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

RU ,QGLFDWHV ZKHUH ���� VFRUH LV VLJQLILFDQWO\ KLJKHU RU ORZHU WKDQ ���� VFRUH
�1%� 1R DUURZ UHIOHFWV QR VWDWLVWLFDOO\ VLJQLILFDQW FKDQJH�
:KHUH QR VFRUH LV GLVSOD\HG� QR ���� GDWD LV DYDLODEOH�

��



1XUVHV
6� 6HFWLRQ VFRUH ��� ��� ���

4�� :KHQ \RX KDG LPSRUWDQW TXHVWLRQV WR DVN D QXUVH� GLG \RX JHW
DQVZHUV WKDW \RX FRXOG XQGHUVWDQG"

��� ��� ��� ��� ���

4�� 'LG \RX KDYH FRQILGHQFH DQG WUXVW LQ WKH QXUVHV WUHDWLQJ \RX" ��� ��� ��� ��� ���

4�� 'LG QXUVHV WDON LQ IURQW RI \RX DV LI \RX ZHUHQ
W WKHUH" ��� ��� ��� ��� ���

4�� ,Q \RXU RSLQLRQ� ZHUH WKHUH HQRXJK QXUVHV RQ GXW\ WR FDUH IRU \RX
LQ KRVSLWDO"

��� ��� ��� ��� ���

4�� 'LG \RX NQRZ ZKLFK QXUVH ZDV LQ FKDUJH RI ORRNLQJ DIWHU \RX" �WKLV
ZRXOG KDYH EHHQ D GLIIHUHQW SHUVRQ DIWHU HDFK VKLIW FKDQJH�

��� ��� ��� ��� ���

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

RU ,QGLFDWHV ZKHUH ���� VFRUH LV VLJQLILFDQWO\ KLJKHU RU ORZHU WKDQ ���� VFRUH
�1%� 1R DUURZ UHIOHFWV QR VWDWLVWLFDOO\ VLJQLILFDQW FKDQJH�
:KHUH QR VFRUH LV GLVSOD\HG� QR ���� GDWD LV DYDLODEOH�

��



<RXU FDUH DQG WUHDWPHQW
6� 6HFWLRQ VFRUH ��� ��� ���

4�� 'LG \RX KDYH FRQILGHQFH DQG WUXVW LQ DQ\ RWKHU FOLQLFDO VWDII
WUHDWLQJ \RX"

��� ��� ��� ��� ���

4�� ,Q \RXU RSLQLRQ� GLG WKH PHPEHUV RI VWDII FDULQJ IRU \RX ZRUN ZHOO
WRJHWKHU"

��� ��� ��� ��� ���

4�� 'LG D PHPEHU RI VWDII VD\ RQH WKLQJ DQG DQRWKHU VD\ VRPHWKLQJ
GLIIHUHQW"

��� ��� ��� ��� ���

4�� :HUH \RX LQYROYHG DV PXFK DV \RX ZDQWHG WR EH LQ GHFLVLRQV
DERXW \RXU FDUH DQG WUHDWPHQW"

��� ��� ��� ��� ���

4�� 'LG \RX KDYH FRQILGHQFH LQ WKH GHFLVLRQV PDGH DERXW \RXU
FRQGLWLRQ RU WUHDWPHQW"

��� ��� ��� ��� ���

4�� +RZ PXFK LQIRUPDWLRQ DERXW \RXU FRQGLWLRQ RU WUHDWPHQW ZDV
JLYHQ WR \RX"

��� ��� ��� ��� ���

4�� 'LG \RX ILQG VRPHRQH RQ WKH KRVSLWDO VWDII WR WDON WR DERXW \RXU
ZRUULHV DQG IHDUV"

��� ��� ��� ��� ���

4�� 'R \RX IHHO \RX JRW HQRXJK HPRWLRQDO VXSSRUW IURP KRVSLWDO VWDII
GXULQJ \RXU VWD\"

��� ��� ��� ��� ���

4�� :HUH \RX JLYHQ HQRXJK SULYDF\ ZKHQ GLVFXVVLQJ \RXU FRQGLWLRQ RU
WUHDWPHQW"

��� ��� ��� ��� ���

4�� :HUH \RX JLYHQ HQRXJK SULYDF\ ZKHQ EHLQJ H[DPLQHG RU WUHDWHG" ��� ��� ��� ��� ���

4�� 'R \RX WKLQN WKH KRVSLWDO VWDII GLG HYHU\WKLQJ WKH\ FRXOG WR KHOS
FRQWURO \RXU SDLQ"

��� ��� ��� ��� ���

4�� ,I \RX QHHGHG DWWHQWLRQ� ZHUH \RX DEOH WR JHW D PHPEHU RI VWDII WR
KHOS \RX ZLWKLQ D UHDVRQDEOH WLPH"

��� ��� ��� ��� ���

2SHUDWLRQV DQG SURFHGXUHV �DQVZHUHG E\ SDWLHQWV ZKR KDG DQ RSHUDWLRQ RU SURFHGXUH�
6� 6HFWLRQ VFRUH ��� ��� ���

4�� 'LG D PHPEHU RI VWDII DQVZHU \RXU TXHVWLRQV DERXW WKH RSHUDWLRQ
RU SURFHGXUH LQ D ZD\ \RX FRXOG XQGHUVWDQG"

��� ��� ��� ��� ���

4�� :HUH \RX WROG KRZ \RX FRXOG H[SHFW WR IHHO DIWHU \RX KDG WKH
RSHUDWLRQ RU SURFHGXUH"

��� ��� ��� ��� ���

4�� $IWHUZDUGV� GLG D PHPEHU RI VWDII H[SODLQ KRZ WKH RSHUDWLRQ RU
SURFHGXUH KDG JRQH LQ D ZD\ \RX FRXOG XQGHUVWDQG"

��� ��� ��� ��� ���

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

RU ,QGLFDWHV ZKHUH ���� VFRUH LV VLJQLILFDQWO\ KLJKHU RU ORZHU WKDQ ���� VFRUH
�1%� 1R DUURZ UHIOHFWV QR VWDWLVWLFDOO\ VLJQLILFDQW FKDQJH�
:KHUH QR VFRUH LV GLVSOD\HG� QR ���� GDWD LV DYDLODEOH�

��



/HDYLQJ KRVSLWDO
6� 6HFWLRQ VFRUH ��� ��� ���

4�� 'LG \RX IHHO \RX ZHUH LQYROYHG LQ GHFLVLRQV DERXW \RXU GLVFKDUJH
IURP KRVSLWDO"

��� ��� ��� ��� ���

4�� :HUH \RX JLYHQ HQRXJK QRWLFH DERXW ZKHQ \RX ZHUH JRLQJ WR EH
GLVFKDUJHG"

��� ��� ��� ��� ���

4�� 'LVFKDUJH GHOD\HG GXH WR ZDLW IRU PHGLFLQHV � WR VHH GRFWRU �
KRVSLWDO WUDQVSRUW�

��� ��� ��� ���

4�� +RZ ORQJ ZDV WKH GHOD\" ��� ��� ��� ��� ���

4�� $IWHU OHDYLQJ KRVSLWDO� GLG \RX JHW HQRXJK VXSSRUW IURP KHDOWK RU
VRFLDO FDUH SURIHVVLRQDOV WR KHOS \RX UHFRYHU DQG PDQDJH \RXU
FRQGLWLRQ"

��� ��� ��� ��� ���

4�� :KHQ \RX OHIW KRVSLWDO� GLG \RX NQRZ ZKDW ZRXOG KDSSHQ QH[W ZLWK
\RXU FDUH"

��� ��� ��� ��� ���

4�� :HUH \RX JLYHQ DQ\ ZULWWHQ RU SULQWHG LQIRUPDWLRQ DERXW ZKDW \RX
VKRXOG RU VKRXOG QRW GR DIWHU OHDYLQJ KRVSLWDO"

��� ��� ��� ��� ���

4�� 'LG D PHPEHU RI VWDII H[SODLQ WKH SXUSRVH RI WKH PHGLFLQHV \RX
ZHUH WR WDNH DW KRPH LQ D ZD\ \RX FRXOG XQGHUVWDQG"

��� ��� ��� ��� ���

4�� 'LG D PHPEHU RI VWDII WHOO \RX DERXW PHGLFDWLRQ VLGH HIIHFWV WR
ZDWFK IRU ZKHQ \RX ZHQW KRPH"

��� ��� ��� ��� ���

4�� :HUH \RX JLYHQ FOHDU ZULWWHQ RU SULQWHG LQIRUPDWLRQ DERXW \RXU
PHGLFLQHV"

��� ��� ��� ��� ���

4�� 'LG D PHPEHU RI VWDII WHOO \RX DERXW DQ\ GDQJHU VLJQDOV \RX VKRXOG
ZDWFK IRU DIWHU \RX ZHQW KRPH"

��� ��� ��� ��� ���

4�� 'LG KRVSLWDO VWDII WDNH \RXU IDPLO\ RU KRPH VLWXDWLRQ LQWR DFFRXQW
ZKHQ SODQQLQJ \RXU GLVFKDUJH"

��� ��� ��� ��� ���

4�� 'LG WKH GRFWRUV RU QXUVHV JLYH \RXU IDPLO\� IULHQGV RU FDUHUV DOO WKH
LQIRUPDWLRQ WKH\ QHHGHG WR KHOS FDUH IRU \RX"

��� ��� ��� ��� ���

4�� 'LG KRVSLWDO VWDII WHOO \RX ZKR WR FRQWDFW LI \RX ZHUH ZRUULHG DERXW
\RXU FRQGLWLRQ RU WUHDWPHQW DIWHU \RX OHIW KRVSLWDO"

��� ��� ��� ��� ���

4�� 'LG KRVSLWDO VWDII GLVFXVV ZLWK \RX ZKHWKHU DGGLWLRQDO HTXLSPHQW RU
DGDSWDWLRQV ZHUH QHHGHG LQ \RXU KRPH"

��� ��� ��� ��� ���

4�� 'LG KRVSLWDO VWDII GLVFXVV ZLWK \RX ZKHWKHU \RX PD\ QHHG DQ\
IXUWKHU KHDOWK RU VRFLDO FDUH VHUYLFHV DIWHU OHDYLQJ KRVSLWDO"

��� ��� ��� ��� ���

4�� $IWHU EHLQJ GLVFKDUJHG� ZDV WKH FDUH DQG VXSSRUW \RX H[SHFWHG
DYDLODEOH ZKHQ \RX QHHGHG LW"

��� ��� ��� ���

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

RU ,QGLFDWHV ZKHUH ���� VFRUH LV VLJQLILFDQWO\ KLJKHU RU ORZHU WKDQ ���� VFRUH
�1%� 1R DUURZ UHIOHFWV QR VWDWLVWLFDOO\ VLJQLILFDQW FKDQJH�
:KHUH QR VFRUH LV GLVSOD\HG� QR ���� GDWD LV DYDLODEOH�

��



)HHGEDFN RQ FDUH DQG UHVHDUFK SDUWLFLSDWLRQ
6�� 6HFWLRQ VFRUH ��� ��� ���

4�� 'XULQJ WKLV KRVSLWDO VWD\� GLG DQ\RQH GLVFXVV ZLWK \RX ZKHWKHU \RX
ZRXOG OLNH WR WDNH SDUW LQ D UHVHDUFK VWXG\"

��� ��� ��� ��� ���

4�� 'XULQJ \RXU KRVSLWDO VWD\� ZHUH \RX HYHU DVNHG WR JLYH \RXU YLHZV
RQ WKH TXDOLW\ RI \RXU FDUH"

��� ��� ��� ��� ���

4�� 'LG \RX VHH� RU ZHUH \RX JLYHQ� DQ\ LQIRUPDWLRQ H[SODLQLQJ KRZ WR
FRPSODLQ WR WKH KRVSLWDO DERXW WKH FDUH \RX UHFHLYHG"

��� ��� ��� ��� ���

5HVSHFW DQG GLJQLW\
6�� 6HFWLRQ VFRUH ��� ��� ���

4�� 2YHUDOO� GLG \RX IHHO \RX ZHUH WUHDWHG ZLWK UHVSHFW DQG GLJQLW\
ZKLOH \RX ZHUH LQ WKH KRVSLWDO"

��� ��� ��� ��� ���

2YHUDOO H[SHULHQFH
6�� 6HFWLRQ VFRUH ��� ��� ���

4�� 2YHUDOO��� ��� ��� ��� ��� ���

$GXOW ,QSDWLHQW 6XUYH\ ����

5R\DO 8QLWHG +RVSLWDOV %DWK 1+6 )RXQGDWLRQ 7UXVW

RU ,QGLFDWHV ZKHUH ���� VFRUH LV VLJQLILFDQWO\ KLJKHU RU ORZHU WKDQ ���� VFRUH
�1%� 1R DUURZ UHIOHFWV QR VWDWLVWLFDOO\ VLJQLILFDQW FKDQJH�
:KHUH QR VFRUH LV GLVSOD\HG� QR ���� GDWD LV DYDLODEOH�

��



 
Inpatient Survey 
results 2019   

Sharon Manhi, Lead for Patient & Carer Experience   



 
BACKGROUND  
 

 631 responses – response rate 52% 
 66% of responses were from patients aged 66+ 
 95% recorded their ethnicity as white 
 Compared to last years survey we scored better 
on 3 questions 
 The Trust scored significantly lower on 8 
questions compared to 2018  
 Benchmarked reports available on the CQC 
website 2nd July 2020 – compares with 144 
Acute Trusts 

 
 

 

 

 

 

 

 



WHAT WE DO WELL 

 Patients report that they are not bothered by 
noise at night from hospital staff (8.7/10) 
 Discharge was not delayed due to medicines 
or transport (7.5/10) 
 If there was a delay, it wasn’t long (8.5/10) 

‘The care from all of the staff that dealt with me, and that my meds were 
ready for me to take home when expected with no delay.’  

‘The specialist/doctor team were excellent.  They gave lots of focus, 
careful explanations and regular updates.’ 

‘Brilliant throughout.  Arrived at hospital by ambulance 6AM, suspected 
appendicitis.  Had appendix removed at 8.30PM same evening.  
Discharged next day 12 noon.’  

‘Although nurses were every busy, they always had time for the patient.  I 
couldn't fault the care.’ 

 

 

 

 

 

 



WHERE WE NEED TO IMPROVE  

 Waiting for a bed (7.4/10) 

 Hospital food (5.3/10) 

 Not enough nurses on duty (7.2/10) 

 Patients involved in decisions about care and treatment (7.2/10) 

 Patients having confidence in the decisions made about their care 
and treatment (8.2/10) 

 Patients being involved in decisions about discharge (7/10) 

 Patients feeling that the hospital took the family/home situation into 
account when planning discharge (6.9/10) 

 Overall, patients reporting a good experience (8/10) 

 

 
 

 

 

 

 

 

 



PATIENT COMMENTS ON AREAS FOR IMPROVEMENT  

 
‘The communication between hospital, GP and community nurses for 
discharge needs to be looked at.  No one seemed to know who should be 
caring for me.’ 

‘I felt I was discharged too early.  I was told because of the risk of infection... 
However I was subsequently found to have water on my lungs that had to be 
drained.  I felt this should have been diagnosed and treated during my 
hospital stay.’  

‘The food - more fruit and fresh vegetables.’ ‘Food needs to improve - cold 
and not served very nicely on plate-slopped on, not presented.’  

‘I did expect, on discharge, to receive an appointment to see my GP to 
assess progress with recovery.  However, I did make my own arrangements.’   

‘More staff on the wards would greatly improve the pressure they are under.’ 

‘On admission it would have been better to not have to wait 9 hours to get 
a bed as it was a really hot day.’  

 

 

 



ACTIONS FOR IMPROVEMENT  - FOOD 

 making meals closer to the time of service to reduce 
hot holding of food 
 better use of kitchen equipment to improve flavour and 
texture  
 refresh patient menu, improve choice and range of 
special diets  
 implement ‘little & often’ menu 
 focus on portions and presentation 
 more regular patient feedback and actions taken to 
improve food service 
 
 

 

 

 

 

 

 



ACTIONS FOR IMPROVEMENT  - DISCHARGE  

 Continue promoting Home First and the ’Discharge to 
Assess’ model across all discharge pathways  

 Ensure clear and consistent communication to families and 
patients that ‘home is best’ 

 Shared responsibility with community partners 

Patient Experience team to attend Home first community 
meetings 

 Review of discharge information in oncology focussing  on 
patient understanding (patients with PICC lines in situ) 

Promote the medicines helpline 

 Discharge summaries on day of discharge 
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