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1. Executive Summary of the Report 
Patient experience is a key element of quality alongside patient safety and clinical 
effectiveness. Each interaction patients have with us is part of their overall experience 
of receiving care. Healthcare is increasingly understood as an experience as well as 
an outcome.  

Our patient experience strategy sets out our commitments and key objectives to 
improve patient experience at the Royal United Hospitals Bath NHS Foundation Trust 
over the next three years and how we are going to do this. The strategy has been 
developed following a thematic review of various sources of feedback from patients, 
their families and carers, together with patient focus groups The focus groups have 
included a range of vulnerable people groups in our community who access our 
services.   

This has resulted in the creation of three strategic commitments as follows: 

• We will involve and engage with you in a purposeful, meaningful and inclusive
way.

• We will listen, hear and act on what you tell us to improve your experience.
• We will communicate with you in a clear and understandable way at the right

time.

The Patient Experience Team have produced a detailed workplan for 2024-2025 to 
implement year 1 of each of the three strategic commitments. This has been reviewed 
and approved by the Patient Experience Committee who will oversee and monitor 
progress. This will be reported quarterly to the Quality Assurance Committee.  

2. Recommendations (Note, Approve, Discuss) 
The Board of Directors are asked to approve the strategy. 

3. Legal / Regulatory Implications 
This paper supports our statutory responsibilities under the NHS Constitution, CQC 
Regulations and the Parliamentary and Health Services Ombudsman Complaints 
Standards.  
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4. Risk (Threats or opportunities, link to a risk on the Risk Register, Board 
Assurance Framework etc) 

Support BAF risk 1. 

5. Resources Implications (Financial / staffing) 
No resource implications identified. 

6. Equality and Diversity 
No risk relating to equality and diversity for staff, patients or members of the 
community identified.  

7. References to previous reports/Next steps 
Not applicable. 

8. Freedom of Information 
This paper is public. 

9. Sustainability 
Not applicable. 

10. Digital 
Not applicable. 



Improving Patient, Family 
and Carer Experience and 
Engagement

2024-2027

Our Strategy



My name is Toni and I am the Chief Nursing Officer at the Royal United Hospitals Bath. I am the 
Director responsible for patient experience and involvement. 

In 2022 we launched our vision and shared our new goals which included Connecting with you – 
helping you feel safe, understood and always welcome and Communicating well, listening and 
acting on what matters most to you.  This patient experience strategy builds on these goals and 
reaffirms our ambition that patient, families and visitors will have the very best experience when 
accessing our services. 

We met with patients, families and carers and asked the question: ‘What’s important to you 
when you come to hospital?’  We heard the importance of kindness, understanding and being 
treated as an individual. We also heard how important it is that we communicate with you and 
provide information in a way you can understand and at the right time for you. You told us that 
feeling heard and valued made a positive impact on your experience of the care we provide. This 
information has been used to develop our three commitments to all the people we care for.  This 
strategy details how we will achieve the commitments to improve our services. 

Foreword

Toni Lynch
Chief Nursing Officer



Our Trust Strategy

Connecting with 
you, helping you 
feel safe, cared 

about and 
always welcome

Consistently 
delivering the 
highest quality 

care and 
outcomes

Communicating 
well, listening 
and acting on 
what matters 
most to you

OUR
GOALS



9,900

NHS Friends & 
Family test 

(FFT)

How patients/families/staff 
helped shape our strategy 

10

Staff, patient and 
carer meetings

389

Complaints

199

Staff & patient 
Surveys completed

4,500

Patient Advice 
& Liaison 

Service (PALS) 
contacts  

Our strategy was developed following a review of what you have previously told us and conversations with staff, 
patients, families, carers, the community and voluntary sector organisations



We will involve and engage with you in a purposeful, meaningful 
and inclusive way

We will listen, hear and act on what you tell use to improve your 
experience 

We will communicate with you in a clear and understandable 
way at the right time

Our three commitments



We will make sure 
that everyone has 
the opportunity 
to be involved

We will reflect 
what is important 

to you in the 
Trust’s priorities

We will work with 
you and your 

families/carers to 
continually 

develop and 
improve services

Involving people 
with                        

lived experience

Provide inclusive 
engagement 

opportunities for 
all

Your views will be 
included in           

decision-making

We will involve you in a purposeful, 
meaningful and inclusive way



Commitment: 

We will involve

you in a purposeful, 

meaningful and

 inclusive way

What we want to achieve How we are going to achieve it
How we will know we have 

achieved it

We will work with clinical teams to 
increase patient involvement in 

service improvement work.

Specialties will embed patient 
experience feedback in their 

improvement huddles.

Evidence of patient /family involvement 
that has led to improvements included in 

quarterly reports to the Patient 
Experience Committee (PEC).

Ward/department posters – ‘You said, we 
listened’ displayed.

Patients and families are 
involved in service 

improvements.

We will work with colleagues to 
have a clear policy and process 
for reimbursement of time and 

expenses (a ‘Reimbursement 
Policy).

The policy will be published and 
shared with staff across the Trust. 

Evidence of broader representation 
across protected groups/ backgrounds 

in involvement work.

A standardised reimbursement 
process which will support 

people to be involved in 
developing and improving 

services. 

Staff will use patient and family 
experience feedback in the 

development of new and existing 
services.

Strategies, business plans, clinical and non 
clinical priorities will evidence patient 

involvement and the benefits to improving 
patient experience.

What patients tell us is 
important to them is reflected 
in the Trust priorities, strategy 

development and business 
planning with information on 
the benefits to patient/family 

experience.

We will support staff to involve patients and 
families in the development and 

implementation of the ‘What Matters to Me’ 
campaign.

The campaign will begin in Oncology and the 
learning from this will be used to implement 

the campaign across the Trust.

There is patient representation and 
involvement in the  implementation of the 

campaign.

Positive responses from patients as to 
whether they have been asked the question 

‘what matters to you’ and if it made a 
difference to their healthcare decisions, 

wellbeing and health outcomes.

We will hear and understand 
what matters most to 

patients and their families, by 
listening and acting on what 

they tell us maximising 
person-centred care.

A programme of targeted activities 
involving different equality groups who use 

the hospital to better understand and 
improve their experience.

Patient groups/patient representatives are 
involved in the development of future 

hospital programmes/strategies.

Evidence of focused engagement work 
with various equality groups. 

Evidence of patient feedback from these 
groups has informed improvements to 

patient care.

Reduce health inequalities by 
developing services that meet 
the needs of patients across 

protected groups



We will make it 
easy for you to 
give feedback – 
whether that’s a 

compliment, 
observation, 
concern or 
complaint

Collecting patient 
experience 
feedback

We will train and 
support staff to 
listen and act on 

your concerns

Acting on what                        
you tell us

We will ask for 
your feedback and 
use this to improve 

the care we 
provide

Sharing your 
experience 

We will listen, hear and act on what 
you tell us to improve your experience



Commitment: 

We will listen, hear 
and act on what you 

tell us to improve 
your experience

What we want to achieve How we are going to achieve it
How we will know we have 

achieved it

Provide a single point of access for patients and 
families to raise a concern/provide feedback. 

Continue Patient Support team visits to all wards 
and extend to outpatient areas.

Give patients and families the opportunity to share 
their experience when they don’t wish to raise a 
complaint or concern through our new Listening 

Service.

Make it easy for 
patients/families to raise a 
concern, provide feedback 

and be listened to.

Increase the ways people can provide 
feedback about their experience.

Positive experience from patients/families 
when they raise a concern/want to share 

feedback.

Reduction in formal complaints.

Department/ward based training 
sessions to support staff to effectively 

manage concerns early and to 
understand the process of escalation.

Continue with regular training sessions 
for Consultants, Medical Students and 

new leaders.

Staff are empowered to 
manage concerns effectively 

Increase in the number of staff receiving 
training.

Reduction in formal complaints.

Be responsive to and act on 
concerns

We will increase our focus to respond to 
complaints and concerns by early 

resolution. 

We will investigate and respond to formal 
complaints in line with the NHS Complaints 

Standards, agreeing the timeframe with 
patients and their families. 

100% cases acknowledged within 2 
working days.

90% of complaint responses are responded 
to  within the agreed timeframe. 

Robust actions are taken as 
a result of patient 

concerns/complaints and  
the learning is shared 

We will work with the clinical Divisions 
to establish an effective process for 

assurance that actions are completed 
and learning is shared.

Use our Incident reporting system as a 
platform for logging and monitoring 

progress of actions.

Actions to be monitored and shared at 
divisional/departmental Governance 

meetings.

Completed actions and learning included 
in the quarterly Patient Experience 

report to the Patient Experience 
Committee. 

Feedback from 
patients/families is used to 

make 
improvements/celebrate 

success

All appropriate staff have access to 
online patient/family feedback through 
the Friends and Family Test (FFT) portal.

All specialties have access to FFT data 
via the portal.

Evidence of action taken as a result of 
feedback ‘you said, we did’ at a local 

and Trustwide level

Information from patient contacts with 
the Patient Support team is used to 

identify areas for improvement.. 



We will work with 
you and our staff 
to make sure you 

always feel 
welcome

Clear and easy to 
understand 
information

We will listen, 
understand and 

work in 
partnership with 
you in a way that 
meets your needs

Clear 
communication

We will provide 
you with clear, 

accurate and easy 
to understand 

written 
information

Customer service 
excellence

We will communicate with you in a clear and 
understandable way at the right time for you



Commitment: 

We will

 communicate with 

you in a clear and 

understandable way 

at the right time for you

What we want to achieve How we are going to achieve it
How we will know we have 

achieved it

We will work with staff to have clear, useful 

and easy to understand information on the 

Trust’s external ‘waiting well’ webpages.

We will make sure that the booking teams use 

the above information to support patients.

Review views of pages.

Patient feedback form on web pages.

Patients waiting for care and 

treatment are kept informed 

and supported to stay well 

whilst waiting.

Work with procurement and the Integrated Care 

Board (ICB) to tender for procurement of other 

languages and BSL interpreters to support patient 

and health professional communication.

Interpreting and translation provider for the 

three acute Trusts in Bath, Swindon & 

Wiltshire (BSW) is in place.

Positive experience of colleagues and 

patients and families/ carers who use 

interpreters.

Patients and their carers are able to 

communicate in a language and 

manner that enables them to 

understand the information 

provided and use the information 

to make informed decisions about 

their care and treatment.

Review current provision of interpreter services 

to ensure it meets the needs of patients, families 

and staff. 

Be fully compliant with the Accessible Information 

Standards (AIS) and identify any gaps. 

Hearing from patients with additional 

communication needs that we are consistently 

meeting their needs.

Meet the information and 

communication support needs 

of patients, carers and family 

with a disability, impairment or 

sensory loss.

Develop a work programme to achieve compliance.

Access Standards and implement targeted 

training for staff and volunteers to improve 

communication access skills and confidence. 

Reduction in complaints and concerns about 

communication and information from people 

with additional needs.

Accreditation with the 

Communication Access Standards.

We will seek accreditation for the Communication

Support staff to provide written information that 

meets national and Trust standards.

Ensure all new written patient information is 

reviewed by the Trusts readers panel.

Communication via DrDoctor (a patient 

engagement platform) meets the written 

information standards and process.

Record of patient readers panel reviews.

Accessible written information 

for patients and carers that is 

clear and easy to understand 

and provided at the right time. Reduction in complaints and concerns 

about written information.

Database of patient information leaflets.

Central database of information sent out via 

DrDoctor.



Royal United Hospitals, Bath
Our commitment to improving patient and family/carer experience

The Patient Experience Team

T: 01225 82 1570 / 1735 / 5692

E: ruh-tr.patientexperienceteam@nhs.net 
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