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Trust Board 

Date: 28th January 2009   

Title

	Emergency Department Patient Survey 2008


Summary

	This report summarises the results of the Emergency Department National Survey undertaken in 2008. It provides a high level summary of outcomes and benchmarks against the national average, and identifies actions being taken to improve the service. 

The survey demonstrates that nationally patients highly rate the care they receive in the NHS Emergency Departments, with 88% rating as ‘Excellent’. University Hospitals of Bristol NHS Foundation Trust received a rating of 92%. The weakest rating applied to Bristol over the national average was for easy access to parking. Of the 24 questions asked, University Hospitals of Bristol NHS Foundation Trust achieved 1 red for parking, 10 amber ratings and 13 green ratings. The Trust is considered to be in the top 20% of all Trusts in England.


Recommendations

	1. The Trust Board are asked to note the survey results and action plan. 


Author

	Chris Davis; Assistant Divisional Manager, Medical Division 


Presented by

	Irene Scott; Chief Operating Officer




2008 UH Bristol Emergency Department Survey

Background

The healthcare commission has published a comparative report from a nationwide patient survey carried out between January and March 2008. This survey (last one carried out in 2003), has been structured significantly differently to the previous one although the key areas are similar. Overall 50,000 patients nationally were contacted with a 40% response rate UHBristol patients returned 338 of the 818 sent 41%.

The survey only covered patients over 16 years of age and it is not made clear anywhere whether any of the patients surveyed or who responded were treated in the Children’s Hospital, it has been assumed that all the surveyed patients were seen in the adult service.

Each question was rated as Green, Amber or Red based on the trusts position relative to all the other ED departments in the country’s performance against that question. Green indicates a department was in the top 20% and red indicates in the bottom 20%. 

Nationally the view is that patients rate highly the care they receive in NHS A&E departments, with 88% rating it as “excellent”, “very good” or “good”, in UHBristol this was 92%

Changes and performance in UHBristol
Due to the way the survey was carried out it is difficult to make direct comparisons to previous reports, the key areas for concern for us previously had been about privacy and dignity and pain relief. We scored amber or green for all the parts of the survey relating to these areas.

The areas picked out nationally from the survey of being important were, pain, communication and information. The table below summarises how we performed against the questions identified nationally as important.

	Question/Issue (summarised)
	National Performance
	UHBristol Performance

	Patients definitely had enough time to discuss their health or medical problem with doctors and nurses. 
	69%
	80%

	Doctors or nurses definitely listened to them.


	76%
	80%

	The doctor or nurses completely discussed their condition or treatment with them.
	53%
	55%

	Staff definitely did everything they could to help control their pain.
	59%
	70%

	Patients who said that the purpose of their new medication was completely explained to them by staff. 
	84%
	89%

	Proportion of patients said they were given a complete explanation of possible side effects of their medication
	37%
	44%

	Patients who needed information about when they could resume their usual activities, such as going back to work or driving a car who were given it.
	37%
	53%

	A member of staff told the patient what danger signals regarding their illness or treatment to watch for after they went home, either completely or to some extent.
	65%
	72%

	Patients who wanted to be involved in decisions about their care and treatment were involved.
	62%
	67%

	Patients being given enough privacy when being examined
	79%
	79%

	Patients that first spoke to a nurse or doctor within 15 minutes of arriving at the emergency department.
	40%
	40%

	Patients examined by a doctor or nurse within an hour of arrival in 2008. 
	73%
	77%


The only area we scored red and were significantly outside of the national average was parking with only 35% of patients finding a convenient place to park against the national figure of 74%

Conclusion

The national survey summary identifies the following

· Overall, patients were positive about the standard of care in A&E departments 

· Results show improvements in communication with staff. 

· Progress has been made with regard to staff helping to control patients’ pain, but there is still room for improvement

· The survey showed some improvement in provision of information on discharge, but too many people say they leave A&E without all the information they need

· There have been no significant improvements since 2004 in patients’ views on cleanliness of departments. 
· There were areas where improvements could be made relating to respect and dignity. 
· There has been a decline in the number of patients who felt they were involved in decisions about their care as much as they wanted to be. 
· The survey suggests that respondents felt they waited longer at various stages of their care than in 2004.
The fact that the department was at or above average for all of these areas suggests that we are at least keeping pace with the overall improvements in the key areas. 

There were 24 questions asked and the department scored green for 13 of these, 10 were amber and only 1 was red. There has been no overall national ranking based on these scores and it is difficult to make an assessment of how we would have done in a national ranking from the information available. 

Although we cannot rank ourselves It is clear that we do well overall based on the number of areas where we are considered by patients in the top 20%, but equally it is clear that we need to at least maintain our standards in the areas were we scored well and look to improve in the areas where we are average just to maintain our current position in the future.
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	University Hospitals Bristol NHS Foundation Trust - Action Plan

	Score
	Issue
	Action
	Owner
	Due Date

	RED

 
	Was it possible to find a convenient place to park in the hospital car park? 

 
	Some pressure can be eased come the end of MAY start of  June 09  when the BHI opens which will release around 20 spaces in Terrell currently occupied by LOR.  
	Paul Woods
	Jun-09

	
	
	The Trust via Bob Pepper will also be seeking out line planning application to build an on site Multi-storey car park later this year.
	Bob Pepper
	TBC

	AMBER
	How long did you wait before you first spoke to a nurse or doctor?
	Audit and action as part of lean work
	Bernadette Greenan/ Rebecca Hoskins
	Feb-09

	AMBER
	From the time you first arrived at the Emergency Department, how long did you wait before being examined by a doctor or nurse?
	Audit and action as part of lean work
	Bernadette Greenan/ Rebecca Hoskins
	Feb-09

	AMBER
	Were you told how long you would have to wait to be examined? 
	Repaired electronic notice boards
	Chris Davies
	Complete

	AMBER
	If you had any anxieties or fears about your condition or treatment, did a doctor or nurse discuss them with you? 
	Will be a focus of Matron at induction
	Bernadette Greenan
	 

	AMBER
	Were you given enough privacy when being examined or treated?
	New curtains/double curtains and signage introduced
	Bernadette Greenan
	Complete

	AMBER
	How many minutes after you requested pain relief medication did it take before you got it? 
	Now part of monthly audit and feedback program
	Bernadette Greenan
	Complete

	AMBER
	In your opinion, how clean was the Emergency Department? 
	Scores well on current audit, to be independently reviewed
	Martin Long
	Feb-09

	AMBER
	How clean were the toilets in the Emergency Department? 
	To be refurbished in 2009
	Estates
	Apr-09

	AMBER
	While you were in the Emergency Department, did you feel bothered or threatened by other patients? 
	New security system being piloted 
	Paul Woods
	Apr-09

	AMBER
	Did a member of staff tell you about any danger signals regarding your illness or treatment to watch for after you went home? 
	Identified as issue at majors – will be part of on-going education
	Lisa Munro-Davies
	 

	GREEN
	Were you given enough privacy when discussing your condition with the receptionist?
	Investigating new reception design
	Chris Davies
	Mar-09

	GREEN
	Overall, how long did your visit to the Emergency Department last? 
	Part of trust plan
	 
	 

	GREEN
	Did you have enough time to discuss your health or medical problem with the doctor or nurse? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	While you were in the Emergency Department, did a doctor or nurse explain your condition and treatment in a way you could understand? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	Did the doctors and nurses listen to what you had to say? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	Did you have confidence and trust in the doctors and nurses examining and treating you? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	Did doctors or nurses talk in front of you as if you weren't there? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	While you were in the Emergency Department, how much information about your condition or treatment was given to you? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	If you needed attention, were you able to get a member of staff to help you? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	Do you think the hospital staff did everything they could to help control your pain? 
	Now part of monthly audit and feedback program
	Bernadette Greenan
	On-going

	GREEN
	Did a member of staff explain the purpose of the medications you were to take at home in a way you could understand? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	Did a member of staff tell you when you could resume your usual activities, such as when to go back to work or drive a car? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	Did hospital staff tell you who to contact if you were worried about your condition or treatment after you left the Emergency Department? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN 
	Sometimes in a hospital, a member of staff will say one thing and another will say something quite different. Did this happen to you in the Emergency Department? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN 
	Were you involved as much as you wanted to be in decisions about your care and treatment? 
	Covered at induction and ongoing education
	Bernadette Greenan
	On-going

	GREEN
	Overall, did you feel you were treated with respect and dignity while you were in the Emergency Department? 
	 
	 
	 

	GREEN
	Overall, how would you rate the care you received in the Emergency Department? 
	 
	 
	 


Chris Davies
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