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Our Approach 

• Outline the approach to the design and 
development of the patient experience 
strategy 

• Share progress to date 

• Co-design approach involving both staff are 
patients in shaping and developing the patient 
experience strategy   



Person-Centredness

“Be 

consistently 

person-centred 

in word and 

deed.”



Assessing Medway against the National 

Patient experience Framework 

assessment tool 

• Organisational workshops facilitated by Chief 

Nursing and Quality Officer and National lead  –

November 2019 July 2020

• Identified three areas for improvement: Culture, 

leadership and using data for improvement.



• Discussion with Healthwatch in December 2020

• Focused workshop with the Executive team in January 2021

• Dedicated Governor session held in February 2021. 

• Members’ Event in March to agree patient experience 

strategy is a key quality priority

• Focused workshops with staff in March to discuss the 

importance of a person centred approach to care. 

What have we done so far to engage 

users of our service and our staff?



Why adopt a co-design approach to 

developing a  patient experience strategy

• Healthcare produced by staff and patients leads to better health 
outcomes

• Care should be organised first and foremost around the needs of 
the patient 

• Co-design is a relationship where professionals and patients share 
power, plan and deliver services, equal partners.

• This approach informs and shapes the priority areas for our 
patients and staff 

• Excellent staff experience delivers excellent patient experience 



Principles of co-design 

• Engage – active engagement active partners

• Plan – work with patients and staff

• Explore – learn about and understand people’s 
experience, identify areas for improvement

• Develop – turn ideas for improvement into actions 
that will improve patient experience 

• Decide – choose what to focus on for impact 

• Change – make a difference  



Person centred care 



“My wife was 

admitted recently 

and was admitted to 

Ward xx. The care 

here was excellent.” 

“I noticed 

performance charts 

and mission 

statements posted 

on the walls.” 

“Nothing was too 

much trouble for 

the staff. A real 

credit to the 

hospital.”
“Unfortunately 

she was then 

moved to Ward 

xx. A complete 

contrast.”

“Staff didn't seem to 

care. Buzzers went 

unanswered.” 

“The whole 

atmosphere 

was really 

negative.”

Patient Experience



Three Ways to Do Healthcare 

Improvements 

• Don’t listen to users and staff and do the designing 

for them 

• Listen to users and staff and do the designing for 

them

• Listen to users and staff and then go off with them 

and do the designing together 



From…

What’s the matter?

To…

What matters to you?



What Matters to Me Boards 

• The Chief Nursing and Quality Officer recommended the use 
of What Matter to Me Boards, which will support and build 
on the implementation of the quality and safety boards that 
have been implemented across the Trust.

• The aim is to improve patients’ experience and care through 
gaining a better understanding of the things that are really 
important and matter to patients whilst receiving care in 
hospital. 

• We  know that this approach is good for the people who 
provide support and care, enabling them to work to their 
values and bringing deeper satisfaction to daily work.



What Matters to Me Boards 

What Matters to Me Boards were successfully piloted on two wards in 
Unplanned and Integrated Care. These are a sample of comments from 
patients following the pilot of the ‘What Matters to Me Boards:’

• ’I felt as if the staff knew more about me and what was important to me ’’

• ‘’I was able to talk about my concern for the day and it opened up a 
different conversation’’

• ‘’It felt as if I was a person and not just going through a process’’

• ‘’It felt as if the staff cared about me’’

The Trust’s charity have agreed to fund the rollout of the Boards across 
inpatient wards, and this is expected to take place in May 2021.



What Matters to Me Boards 



Effective management of complaints 

The Chief Nursing and Quality Officer instigated a Trust-wide review of 
complaints following the CQC report in March 2019. The CQC advised:

• “The service should implement an effective system to respond to 
patient complaints in compliance with timelines set in the Trust’s 
complaint policy (regulation 17).”

• The review was completed in December 2020  and the Executive 
Directors endorsed the recommendations of the review in January 
2021.

• The revised complaints process commenced in April 2021.



Put the Patient First
Berwick Keynote Presentation, 

Patient-centred care demands that the ways in which a person is cared for ought 

always to be under his or her control. The patient is the boss; we are the 

servants. They, not others, should direct their own care, and the doctors, nurses, 

and hospitals should know and honour what the patient wants.

1. Put the patient first. Every single deed – every single change – should 

protect, preserve, and enhance the well-being of the people who need us. That 

way – and only that way – we will know waste when we see it.

2. Among patients, put the poor and disadvantaged first – those in the 

beginning, the end, and the shadows of life. Let us meet the moral test.



“If there is one lesson to be learnt, I suggest it is that 

people must always come before numbers. 

It is the individual experiences that lie behind 

statistics that really matter, and that is what must 

never be forgotten ...”



Group/breakout workshops 

The Trust has begun work to co design and develop a 
patient experience strategy:

• What are the key components that you would be looking 
for when describing good patient experience?

• How might these components be measured over a period 
of time? 

• What should the priorities be and why?


