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Introduction 
 
1.1 At Medway NHS Foundation Trust we are dedicated to putting our Patients First, at 

the heart of everything we do. Every time any of us interact with our patients, their 
families and carers, we should ensure our interactions are prompt and positive.  This 
requires both listening to the patient, and working together with colleagues as a team.  
 

1.2 Our patients, their families and carers have told us through many engagement routes, 
including the Care Quality Commission (CQC) Adult Inpatient Survey 2020, what is 
important to them.  This includes feedback from the start of their journey with us to the 
end of their journey, including any interaction they have with our services.  They have 
told us that providing the best possible experience means getting the basic 
fundamentals of care right, making sure they feel safe and well cared for, having trust 
and confidence in the staff looking after them and receiving excellent quality care in a 
clean and pleasant environment. 
 

1.3 This Patient Experience Strategy, along with the different initiatives arising from it, will 
enable us to embed important and substantial improvements in the quality of our 
patients’ experience at Medway.  Our strategy is critical and a key part of providing 
outstanding services that meet the expectations of our patients, families and carers.  
To achieve this, we have listened to our patients, who have told us they want us to 
focus on their needs and expectations instead of purely on systems, processes and 
procedures.   

 
1.4 Patients will always remember their experiences and how they are made to feel, 

whether that experience was positive or negative.  Our Trust is transforming, we are 
committing to put the patient first in all that we do, and this Strategy is part of the strong 
foundations on which we can transform to meet patients needs.  

2 Mission, Vision and Aspirations 
2.1 Here at Medway, we accept and rise to the challenge of acting on the feedback 

given to us to address our patients concerns.  This is why the CQC Inpatient Survey 
results and feedback from our patient experience engagement sessions in 2021 
form the baseline to our patient experience strategy, to drive the significant change 
that is needed.   

2.2 The responsibility for providing a positive patient experience rests on all staff at the 
Trust, not just patient facing frontline colleagues.  Providing outstanding patient 
care and experience is everyone’s business. 

2.3 Our Patient First programme will ensure that we get it right the first time for our 
patients, including ensuring patients are being involved as equal partners in their care.  
This is in line with the NHS Constitution Principle 4 “The patient will be at the heart of 
everything the NHS does”, the National Institute for Health and Clinical Excellence 
(NICE) “Community Engagement” guidance, and numerous other key national policies 
outlined in Section 7 below. 
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2.4 We know that there is a lot of work to be done to improve how our patients feel about 
the services we provide, and this Strategy will make sure that we: 
 
2.4.1 Improve our patients’ experience and consistently achieve high levels of 

patient satisfaction 
2.4.2 Hear the voices of our patients, their families and carers and our Patient 

Advocate staff 
2.4.3 Meet the diverse needs of our patients 
2.4.4 Deliver care which is equitable, making a conscious effort to hear from 

underrepresented and seldom heard groups; and 
2.4.5 Change the culture of how we interact with our patients at all touchpoints 

 
2.5 The Patient Experience Strategy is the Trust’s structured approach and overarching 

plan to enhance and ensure our patients’ experiences are positive and meaningful 
when they use our services.  In order to do this, we are ensuring we are aware of, can 
meet and deliver the experience that all patients would expect, by creating different 
patient profiles that adopt personas to represent different groups of patients whose 
experiences and expectations would differ – for example, our; 
 
2.5.1 Patients with Learning Disabilities 
2.5.2 Cancer Patients 
2.5.3 Dementia Patients 
2.5.4 Patients with Mental Health challenges 
2.5.5 End of Life Patients 
2.5.6 Respiratory and Cardiology Patients 
2.5.7 Maternity Patients 
2.5.8 Children and Young People 

3 Core Values 
 
3.1 The Trust has not yet had a specific Patient Experience Strategy which sets out our 

aspirations of improving our patients’ experience.  This Strategy aims to build on 
the successes and learning gained over the years.   

3.2 The Trust’s values underpin everything we do, and we expect our staff to work to 
these values in the delivery of safe, consistent and high quality patient care.  The 
guiding principles of our overarching Patient First programme and our Clinical 
Strategy highlights patient experience as the centre of our Strategic Themes 
outlining the Trust’s True North vision for the future. 
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3.3 There are a number of enabling strategies and policies Trust-wide that link into the 

Patient Experience Strategy, some of which are listed below in Section 7.  
Together, they will deliver a number of initiatives to ensure that all patients receive 
high quality care resulting in a positive patient experience.  

4  SWOT Analysis 
  
4.1 In preparation of this strategy, we held a number of listening events and 

engagement sessions with patients, families, carers and patient advocates, as well 
as with our staff between March and December 2021.  This strategy has been co-
designed and co-produced following these sessions. 
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4.2 Further to our engagement events, we also reviewed a number of feedback 
resources as outlined below. 

 
 
 
 
 
 
 
 
 
 
 
 

4.3 From our engagement sessions and research, we have highlighted the following 
strengths, weaknesses, opportunities and threats to our patient experience here at 
Medway: 
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4.4 From the opportunities that were highlighted, we have already commenced 
implementing change to improve the patient experience at Medway.  These 
changes include; 

 
 

5 Objectives and Key Results 
 
5.1 The five key themes and principles that emerged as priority areas to improve to increase 

the patient experience over the next three years are: 
5.1.1 Think Patient First: Through the delivery of effective clinical care and positive 
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patient outcomes at every stage of the patients journey 
5.1.2 Communicate: To ensure patients feel involved, informed, listened to and 

engaged as partners in their own care and health plans 
5.1.3 Be Leaders: Of patient experience and patient focused care, employing patient-

centric people 
5.1.4 Positive Culture: That focusses on Patients First, where patients and staff 

attitudes and behaviours create an environment of mutual kindness and respect 
5.1.5 Aligned Working: With patients, their families and carers as well as local health 

system partners to make a meaningful impact on their care, health and 
experience 

6 Metrics and Key Performance Indicators 
 
6.1 For this strategy to be meaningful for our patients, the implementation must be 

measured on its delivery.  A detailed delivery plan has been developed, which sets 
out the key activities, success measures and timescales to achieve our aims.  The 
plan will be continually reviewed, responding to new and emerging priorities as well 
as assuring delivery of the below Key Performance Indicators (KPIs) by March 2025.  
The KPIs will be monitored through a robust governance route, including the Patient 
Experience Group, with patient representatives. 

 
6.2 Think Patient First 

6.2.1 All staff across the organisation must work together to ensure our patients 
receive a positive interaction at every touchpoint in their patient journey. 

 
 
6.3 Communicate 
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6.3.1 Our patients have told us that they are not happy with the level of care they 
are receiving from us.  We have identified detail actions to achieve our 
ambition of communicating to ensure patients feel involved, informed, 

listened to and engaged as partners in their own care and health plans. 
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6.4 Be a leader 

6.4.1 We want to attract, develop and retain passionate patient-centric people who 
want to put our Patients’ First.  Our people play an integral part in the delivery 
of our Patient Experience Strategy.  There is a recognised link between 
patient experience and staff wellbeing, and this strategy will empower staff 
to provide a personal level of care to be sensitive and respond to our patients 
needs. 

 
 
6.5 Positive Culture 

6.5.1 To create a positive culture that focuses on patients first, where patients and 
staff’s attitude and behaviour creates an environment of mutual kindness and 
respect. 
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6.6 Aligned Working 

6.6.1 To ensure a meaningful and positive impact on our patients care, our staff 
must work with our patients, families and carers as well as our colleagues 
across the local health and system partners. 
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