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Elaine
I joined the Patient Client Experience Steering Group as
a Service User representative because I wanted to be
part of improving service experience for people. I’ve
really enjoyed learning more about how the elements of
Quality Improvement, Personal Public Involvement and
Patient Client Experience can all work together to inspire
and lead on projects that make a difference. I’m working Elaine Fogarty
with people from other directorates and learning about how the different
parts of the Trust all interact and what they have in common.
I’m Secretary of the Mental Health Forum, an independent organisation
that is embedded at the centre of planning and improving mental health
services from both a local and regional perspective. It is an exciting role
that embraces and leads on coproduction practice. Whether I am part of
workstreams, Recovery College, doing admin or helping others build
confidence and capacity for involvement, I am passionate about positive
change. Focus on peoples strengths, hopes and potential rather than
their symptoms and challenges is what I increasingly see around me.
That’s something staff, carers and patients can all agree is a great thing.
Our Trust Vision and Values
Our vision encompasses our core commitment to deliver safe, high
quality care that is co-produced and co-designed in partnership
with Service Users and staff who deliver our services.
‘Quality Care – for you, with you’

GREAT checklists to support HSC staff, Service Users and carers
to get involved in Quality Improvement (QI) work.
HSCQI (Health and Social Care Quality Improvement) is a
‘movement’ in health and social care services in Northern Ireland
working together to focus on improving the quality of the services
provided/used, and sharing good practice so that we can all learn
from each other and spread improvements.
The HSCQI PPI Community of Practice has launched GREAT
checklists to support HSC staff, Service Users and carers to get
involved in QI work. Check out how to get involved below:



GREAT staff checklist
GREAT Service Users and carers checklist

The checklists link to the PPI Guides available here.
Anyone (service providers, Service Users, members of the public)
interested in improving our health and social care services can become part of the HSCQI movement.
Check out how to get involved in QI work here.
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10,000 More Voices - Current Live Surveys
The following 10,000 More Voices surveys are open to all patients, clients, carers,
relatives and our staff so that experiences can be captured. Links to complete all surveys online below;
 Northern Ireland Ambulance Service - if your experience relates to the Ambulance Service:
10KNIAS
 Staff Experience - share your experiences to help improve patient experience
10KVoicesStaffExperience
 Health and Social Care in NI - if you have had any other kind of experience within Health and Social
Care and wish to share your story please click to complete online: 10 KVHealth and Social Care in NI
 10,000 More Voices Adult Safeguarding if you wish to complete this online please click here:
10K Voices Adult Safeguarding
 10,000 More Voices Mental Health Services if you wish to complete this online Click here

New 10,000 More Voices Survey - Mental Health Services
10,000 More Voices have opened a survey on the Service User experience of
Mental Health Services. If you, or a relative or friend, have used Mental Health
Services over the past 12 months we would like to hear your story. Please also
promote within your areas of responsibility to Service Users and carers. This
survey will remain open until March 2019.
Click here for online survey. If anyone would like copies of poster, survey and
freepost envelopes these can be requested from the Trusts 10,000 More Voices
Facilitator, Landline: 028 3756 6764, Mobile: 07789 505 502 or via email
mairead.casey@southerntrust.hscni.net
Thank you to all our staff for your promotion of this survey to
date throughout the Trust. It is giving everyone the opportunity
to have their voices heard.

Event - Everyone is an Important Piece of the Puzzle
The 10,000 More Voices Regional Team is hosting a 3 day road show to celebrate the
impact everyone has on Patient Client Experience. If you are a volunteer, student or
employee of the Health and Social Care Trust you are invited you to join us at one of the
following events. Each event will run from 10:30 am to 3.00 pm. Chris Pointon from “Hello
my Name is …….” will attend each of the events.

27th March 2019 Mellon Country Inn, Omagh

28th March 2019 Lagan Valley Island, Lisburn

29th March 2019 Belfast Castle, Belfast
If you wish to attend on any of these dates please email Mairead.casey@southerntrust.hscni.net

Promoting 10,000 More Voices to our staff, patients and Service Users
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New Online Service User Feedback Form
The Online Service User Feedback Form is now available for staff to complete.
This will enable you to easily record the compliments directly received to your
department. The Service User Feedback Team is available to answer any
questions or queries you may have in relation to the completion of the online form:
user.feedback@southerntrust.hscni.net or tel: 028 3756 4600

Service User Feedback - Compliments, Comments & Suggestions
We are always keen to know when things have worked out well for our Service Users and
what aspect made it a positive experience. Receiving compliments help us identify areas
of excellence, and is also an encouragement to our busy staff. Below are some of the
feedback we have received recently.
Service User Feedback Team

Service User Feedback Team

While in A&E, in an examination cubicle, a
nurse came to ask me to wait in the
waiting area for the doctor to come back
with x-ray results. She noticed I was
breastfeeding and told me there was no
rush & to finish the feed. She also pulled
the curtain. Delighted to have had this
support in Daisy Hill.

Would like to thank the nurses and doctors who
attended to my 2 year old in children’s A&E a
few Saturday nights ago. So caring towards her
and very detailed in their examination. They
gave her a teddy which she now takes to bed
every night. In and out in less than 2 hours.
Thanks again.

10,000 Voices Adult Safeguarding Survey

Service User Feedback Team

I feel social worker listened to me and
gave good advice. I feel it took a
while to get the outcome. I was kept updated on
progress.

Amazing OOH service from Daisyhill in
@SouthernHSCT Dr resolved the matter in 30mins
from phone call—checked chest, BP, HR oxygen &
brought appropriate antibiotics and meds for
nebuliser – patient has some relief already – but
told to call again if things worsened – thankfully
situation transformed.

10,000 Voices Generic Survey

Being a regular cardiac patient, I think this
discharge facility is very useful. It leaves the bed
in the wards free for the next patient and is a
pleasant place to wait for the discharge letter
and pleasant staff too.

10,000 Voices Generic Survey

I met (name removed) in February. She came for
home visit. Explained doctor registration process
and role of NINES. She help me with all paperwork.
She very friendly and helpful. I recommended
NINES (Northern Ireland New Entrant Service)
to my friends.
.

Nursing Quality Indicators - Patient feedback

Care and empathy shown, special mention to
(staff name removed) in HDU, wonderful way
with patients. All nurses in charge of me
in side were superb in this explanation of
events

Nursing Quality Indicators - Patient feedback

Very impressed with kindness
and diplomatic skills of nurses
dealing with confused or
awkward patients
3

Service User Feedback - Complaints
In Quarter 4 2018, 173 complaints were made to the Trust, within which 242
complaints subjects were identified (23 subject areas). This was a decrease of
11 from Quarter 3 however an increase of 26 from the same quarter in 2017.
Top 5 Complaints by Subject October – December 18
Subject

Number

Quality of Treatment & Care

51

Communication/Information

51

Staff Attitude/Behaviour

36

Professional Assessment of Need

24

Waiting List, Delay/Cancellation Outpatient Appointments
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SHSCT Complaint Leaflets Patient experience and involvement is extremely important to us. We aim
to continually improve and it is often people who have observed our
services who can help us to learn and improve by sharing their
experiences.

An updated version of our We Value Your Views is now available to
order as a catalogue order on E- Procurement code: WPH001289.
Translated versions are also available on SharePoint.

This leaflet provides Service Users and their families with information on;
• How to make a compliment, complaint or suggestion
• How to provide anonymous feedback via 10,000 More Voices Generic
Survey
• What happens next within the formal complaints process?
• The role of the Northern Ireland Public Services Ombudsman
• Complaints about regulated establishments e.g. nursing or residential
homes
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PHA Regional Priorities 2018 / 2019 - Noise at Night
Our Noise at Night pilot is underway within the Trauma Ward, Craigavon Area Hospital. We
look forward to sharing the outcome of this project in our next newsletter.

PHA Regional Priorities 2018 / 2019 - Mixed Gender Accommodation
The Trust’s Mixed Gender Accommodation policy is in the final stages of review. The Trust continues
to monitor compliance on a monthly basis across all inpatient areas within SHSCT and these returns
are forwarded on a quarterly basis to the PHA.

PHA Regional Priorities 2018 / 2019 - Spread of Always Event
Work is ongoing within the Outpatients Department (OPD) in Daisy Hill Hospital to spread the
improvements that were made as part of the Always Event in Ramone OPD in CAH. We met with local
Service Users and staff to ascertain what other barriers to communication may exist for them locally. We
are currently looking at issues raised. The following improvements have already been made by staff;

The Estates and Planning Department when drawing up the plans for the newly
refurbished OPD included the learning from Ramone OPD and they incorporated a
sliding glazed reception area so that Service Users can communicate better. Our Estates
Department have been instrumental in listening to our Service Users and are working
with us to take forward suggestions made by them. Some have already been addressed
eg improved signage at entrance area of OPD in Bernish House, Newry.

Estates Department Update — Improving Patient Client Experience
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Pilot - Patient Client Experience Volunteer Role
Thank you to the students of Portadown College who took part in a 6 week pilot
to see if the Patient Client Experience Volunteer role could work. The students
carried out survey collection within the CAH site including Out-Patients, ED and
Radiology. The feedback received is already being used to improve patient
experience within Radiology with some patients requesting background music
in the waiting area. Estates and Planning Department have linked with Radiology and are working on
a pilot within CAH waiting areas. The students were invited to a Celebration Event on 17 December
2018 where the Chair of the PCE Committee, John Wilkinson, Non Executive Director, presented the
students with certificates and a small token. This was an excellent opportunity for the students to
provide feedback on the role and the survey tools used. The role is now going to be further piloted
within Daisy Hill Hospital for a period of 4 weeks.

Human Hospitals - Hospital Living Room
We are delighted to have been awarded funding from the PPI Small Grants
Programme to support the development of our project. The project will involve
linking with Camerados to provide guidance and support on the setting up of an
“Alternative Public Living Structure” - Hospital Living Room.
We didn't have space for the “teepee” - but we have been working closely with
our Estates and Planning Department and an area has been identified within
Craigavon Area Hospital, the MRI courtyard. So our Hospital Living Room is
going to be outside in a structured courtyard! The structure has been ordered
and plans are underway for landscaping the area around the court yard. This
project is Cross Directorate; it includes Estates, Acute, Promoting Wellbeing,
Support Services as well as Service Users and staff.
Maff Potts, Founder, Association of Camerados, will visit the Trust on 27 February 2019 to brief us on
all the things they have found crucial to a Hospital Living Room's success. Since Camerados have
not tried this particular way of working with a hospital before, we are becoming a “Learning Partner”
with them and will have direct support from them during the initial set up phase of the project. For more
information on the work of Camerados, please click
We will be looking to Service Users and staff to help and to get involved with this initiative including the
naming of the structure and the area. This Hospital Living Room will be for Service Users, staff and
carers so that we can connect and help each other. If you require any further information please
contact Mairéad Casey, Patient and Client Experience/10,000 Voices Facilitator Tel: 028 3756 6764 or
mobile: 07789 505 502.

Mairead Casey, Patient Client Experience & 10,000
Voices Facilitator
028 3756 6764 / 07789 505 502
mairead.casey@southerntrust.hscni.net
Service User Feedback Team
028 3756 4600
complaints@southerntrust.hscni.net
User.feedback@southerntrust.hscni.net
User Involvement & Community Development
028 3756 4469
carolyn.agnew@southerntrust.hscni.net
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