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Important Lesson No 1




Moving the dot on our data

Care of patients / service users is my organisation's top priority
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In 2020 the Trust scored 91%
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“You cannot make
things happen, but you
can create a space in
which what you want is
more likely to happen.”

Chinese proverb
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« Patient experience Is consistently associated with patient safety and
clinical effectiveness across a wide range of disease areas

 We should resist side-lining patient experience as too subjective or
mood orientated, divorced form “real” clinical work of measuring
safety and effectiveness”

« QOrganisations that are more person centred have better clinical
outcomes and are safer
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* Timely

* Owned

* Actionable
» Specific

e Talked about

building a caring future www.northumbria.nhs.uk
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 Feedback from more than 50,000 people, every year, since 2009

« Measuring what matters most to patients in a variety of ways and at
different points of care

« Right time’ data giving site, specialty, and individual consultant data,
externally validated to feed through our appraisal system

« Real time measurement fed back to clinical teams within 6 hours of
speaking to patients



Including those who NHS
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Be open and honest about
current state, expectations, and
actions needed for
Improvement.

If you're going to be naked it's
good to be buft.

building a caring future www.northumbria.nhs.uk
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Providing a granular understanding of NHS

Northumbria Healthcare

the experience Of Care NHS Foundation Trust

| am a person. | am not a number. | am not my
disease.

| am the subject matter expert on how |
experience the care | receive and whether it
meets my needs.

| see things that you don’t see and hear things
that you don’t hear....

building a caring future www.northumbria.nhs.uk
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CQC National Inpatient Survey NorthumbﬁaHeEEE

NHS Foundation Trust
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The Royal Marsden 11
Queen Victoria Hospital 10
Royal Papworth Hospital 10
Liverpool Heart and Chest Hospital 10
The Christie 10
The Robert Jones and Agnes Hunt Orthopaedic Hospital 9
The Clatterbridge Cancer Centre 9
Liverpool Women's 8
Royal Brompton & Harefield 8
The Walton Centre 8
The Royal Orthopaedic Hospital 6
Northumbria Healthcare NHS Foundation Trust 5
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Offering better patient NHS
Northumbria Healthcare

experience HE Gt

 |npatients In 2021 — best In North East region and top 10% nationally.

National outpatient survey — 5th best in the country.
« 2021 maternity care survey — top decile
« 2021 A&E experience results — top 20%.

« 2015, 2016, 2017 Trust of the Year at the National Patient Experience
awards

e CHKS — Trust of the Year 2016, 2017, 2018 based on national data
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Pre and Post NSECH o mbria o ]

NHS Foundation Trust

% of patients who rated their care as Excellent - Pre and Post NSECH

80.0% 753%

68.0%

60.0%

40.0%

20.0%

0.0%

Inpatients Day Case Outpatients Emergency care
(n=13,143) (n=8,974) (n=31,196) (n=7,746)

M Pre NSECH " Post NSECH

All areas of care statistically better post NSECH

building a caring future www.northumbria.nhs.uk
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Pre and Post NSECH

100.00%
95.00%
90.00%
85.00%
80.00%
75.00%
70.00%
Consistency & Respect & Dignity Involvement Doctors Nurses Cleanliness Pain Control Medicines Domain Average
Coordination
Consist'enc.y & Res.pef:t & Involvement Doctors Nurses Cleanliness Pain Control Medicines Domain Average
Coordination Dignity
81.00% 96.93% 90.60% 94.80% 92.83% 91.75% 94.40% 82.63% 90.95%
95.80% 99.38% 96.35% 98.37% 98.97% 99.07% 97.70% 85.07% 96.63%
Increase: 14.80% 2.46% 5.75% 3.57% 6.14% 7.32% 3.30% 2.43% 5.68%
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Ward 1 NSECH over time e

Northumbria Healthcare
NHS Foundation Trust

Real Time Domain Scores over the 2 year period
January 2017 to December 2018
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Fenesrowe Northumbria Healthcare
NHS Foundation Trust
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Inman D50
Jones 5.
Joseph J.C.
Eakwani R.G.

patient
PERSPECTIVE

Kramer D.K.
Malviya A
Muller 5.
Murty AN
Partington P.F.
Petheram T. G.

ORTHOPAEDICS Outpatient Survey

Paoevell I

Did you have enough time to discuss your
health or medical problem with the doctor?

Prasad M.G.
Pratt RK

Reead M.R.
Townshend D.N.

Wenkatachalam 5.
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Important lesson no 2
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NURSE ?

NHS
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“It can’t be right that a
sector focused on
promoting the health
and well being of our
population is putting at
risk the health and
wellbeing of 1 in 20 of
its national workforce”

Kings Fund 2020



Latest national staff survey VHS

Northumbria Healthcare
NHS Foundation Trust

« Athird of staff in England are considering leaving their jobs with nearly in in 5 thinking
of leaving the NHS entirely
« 9 staff recommending the NHS as a place to work fell from 67 to 60 per cent

« Just 27% of people working in the NHS feel that there are enough staff in their
organisation for them to do their job properly

 Almost half of NHS staff have felt unwell due to work-related stress — the highest level
recorded over the last 7 years

« Two in four staff don'’t feel they have adequate materials, supplies and equipment to do
their job properly — lower still for those working on Covid- specific wards

« Bullying and harassment scores and equal access to promotion worse for BME
colleagues, widening the existing disparity.
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‘Staff engagement trumps
all other measures for
predicting the quality of

organisational outcomes”

Michael West




GO' N g b aC k to b aS I CS? Northumbria Healthcare
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* Evidence of what works

* Focus on a manageable number of core domains
* Linked to innovation and improvement
 Measuring in real time

« Understanding what matters to our staff



What successful organisations NHS

Northumbria Healthcare

p r i O r i t i S e NHS Foundation Trust

A compelling strategic narrative

* Inclusive leadership

« Staff in charge of service change
« Values and integrity

* Visibility of senior leaders

« Underpinned by Board stability

building a caring future www.northumbria.nhs.uk



STAFF
EXPERIENCE
PROGRAMME

HAPPY HEALTHY & PRODUCTIVE TEAMS

Happy
Healthy

Productive
People

Autonomy
The need to have control
over one's work life, and to

be able to act consistently
with one’s values

Belonging

The need to be connected

to, cared for by, and caring of
colleagues, and to feel valued,
respected and supported

Contribution

The need to experience
effectiveness in work and
deliver valued outcomes

NHS

Northumbria Healthcare
NHS Foundation Trust

® Authority, empowerment and influence
Influence over decisions about how care is structured
and delivered, ways of working and organisational culture

@ Justice and fairness
Equity, psychological safety, positive diversity and
universal inclusion

® Work conditions and working schedules
Resources, time and a sense of the right and necessity to
properly rest, and to work safely, flexibly and effectively

@ Teamworking
Effectively functioning teams with role clarity and shared
objectives, one of which is team member wellbeing

@ Culture and leadership
Nurturing cultures and compassionate leadership enabling
high-quality, continually improving and compassionate
care and staff support

® Workload
Work demand levels that enable the sustainable
leadership and delivery of safe, compassionate care

® Management and supervision
The support, professional reflection, mentorship and
supervision to enable staff to thrive in their work

® Education, learning and development
Flexible, high-quality development opportunities that
promote continuing growth and development for all



Staff Baseline Survey 2018 v 2019

Domain Domain
Average Average

69.9 74.4
*+

NHS

Northumbria Healthcare
NHS Foundation Trust

Score out of 100

m Physical and psychological safety * +
®m Meaning & Purpose * +

® Choice & Autonomy * +

m Reward & Recognition * +

M Participative Management * +

m Camaraderie & Teamwork * +

¥ Daily Improvement * +

» Wellness & Resillience * +

All staff experience domains statistically better than baseline.

building a caring future

www.northumbria.nhs.uk




Sustainable Engagement
Indicator Questions

NHS

Northumbria Healthcare
NHS Foundation Trust

Baseline | Current

2018 2019 Diff +/-

(2726) (3500)
| have the tools and equipment | need to do my job to the best of my ability 65 71.2 6.2 *+
| have the energy | need to get me through my day at work 67.6 71.4 3.8 *+
| have a good understanding of the Trust’s vision and strategy 74.8 79.4 4.7 *+
| believe strongly in Northumbria’s goals and objectives 75.4 80.1 4.7 *+
| am proud to work for Northumbria 76.5 82.6 6.1 *+
| am willing to go beyond what is required to help the Trust succeed 78.7 82.7 4.0 *+
Overall sustainable Engagement Indicator score 73.0 77.9 4.9 *+

All Sustainable Engagement Indicator Questions
domains statistically better than baseline.




. NHS!
Responses over time Northumbria Healthcare

NHS Foundation Trust

Survey Responses Over Time

4085 4015
4000 3842
3504 3547 3581
3500
3139
3000 2726
2500
2000
1500
1000
500
0

Dec - 18 Apr - 19 Sep-19 Dec - 19 Sep- 20 Apr - 20 Jul-21 Jan - 22 Apr - 22 Staff

Teamwork Happiness Health & Teamwork & Health & Movingon Engagement & Teamwork Experience

(Baseline) Wellbeing Productivity Wellbeing  from COVID Belonging Survey

building a caring future www.northumbria.nhs.uk
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Tea.m L evel I n fO r m at I O n Northumbria Healthcare

NHS Foundation Trust

EXPERIENCE LVHS EXPERIENCE NHS
PROGRAMME Northumbria Healthcare PROGRAMME Northumbria Healthcare

HAPPY t Y &P EAMS NHS Foundation Trust HAPPY | I e NHS Foundation Trust

Northumbria Healthcare Staff Experience Programme: Moving on from COVID Survey 2021 Northumbria Healthcare Staff Experience Programme: Moving on from COVID Survey 2021

Department Results — Sustainable Engagement Average Department Results — Burnout & Exhaustion Average

Sustainable
Team Responses Engagement Team Responses
Indicator
Trust Management (COR) 11 91.3
Patient Experience (COR) 20 86.9
Ward 3 - HGH (SUR) 17 843
Northumbria Healthcare Facilities Management Ltd 25 84.0
Ward 20 - NTGH (MED) 11 83.7
Ward 10 - NSECH (MED) 12 83.3
Communications (COR) 13 83.0
Staff Bank 10 82.5
Obstetrics & Gynaecology [SUR) 20 81.5
Speech & Language Therapy (Adults) (COM) 17 81.4
Other (COR) 26 81.3
Ward 4 - HGH (SUR) 11 80.7
Continuing Healthcare Nurse Assessors (COM) 10 80.0
Other (CHI) 10 79.6
Care Point - Hospital (COM) 11 79.5
Education (COR) 35 79.2
Ward 1 - Berwick Infirmary (MED) 21 79.0
Emergency Care and Medicine Business Unit (MED) 27 78.5
Diabetes (MED) 37 78.4
Digital Services (COR) 44 78.3
Children's Assessment Unit (CHI) 14 78.0
Histopathology/Mortuary (CLI) 13 77.6
Ward 6 - NSECH (MED) 13 77.6

Burnout
Overall Score

Gastroenterology (MED) 12 77.5
Trust Management (COR) 11 77.3
Ward 20 - NTGH (MED) 11 76.8
Speech & Language Therapy (Adults) (COM) 17 75.6
Other (COR) 26 74.6
Patient Experience (COR) 20 74.5
Ward 3 - HGH (SUR) 17 74.4
Communications (COR) 13 74.2
Staff Bank 10 74.0
Care Point - Hospital (COM) 11 73.6
Oncology Day Unit (CLI) 21 73.3
Obstetrics & Gynaecology (SUR) 20 73.3
Northumbria Healthcare Facilities Management Ltd 25 73.0
Emergency Care and Medicine Business Unit (MED) 27 73.0
Respiratory Medicine (MED) 26 72.9
Ward 1 - Berwick Infirmary (MED) 21 72.4
Sexual Health Services (COM) 17 71.8
Ward 4 - HGH [SUR) 11 71.4
Rheumatology (MED) 15 713
Ward 2 - HGH (SUR) 12 71.3
Medicine (MED) 17 70.9
Other (EST) 68 70.8
Ward 1 - Alnwick Infirmary (MED) 15 70.7
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STAFF
EXPERIENCE

NHS

Northumbria Healthcare

RPRMDGRAMME EAME THE NORTHUMBRIA HOSPITAL MHS Foundation Trust
STAFF EXPERIENCE SURVEY RESULTS

PATIENT EXPERIENCE MEASUREMENT

How do we feel about
the work we do

Safe and supportive
environment at work

Choice and personal
freedom at work

Relationship with your
Iimmediate line manager

Overall score

SUSTAINABLE ENGAGEMENT
INDICATOR QUESTIONS

1 have o dhe vpols and equipmen: | need w do my job w the besy of my abillloy
1 have the enengy | need o get me through my day at work

1| have a good underszanding of the Trusss® vision and swracegy

1 balleve swrongly In Northumbrla’s goals and objecthves

1 amn prowd o work for Mordhumbria

1 2 willling o go bayond what s required w help the Trust succaed

Owerall Score

‘ﬂifﬁ BETTER STAFF ENGAGEMENT = BETTER CARE
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Takes place on all wards and considers; coordination of care, dignity and respect,
involvernent, cleanliness, pain control, explanation of medicines, noise at night,
kindness and compassion and views on doctors and nurses,
Ratings are given on a scale of O to 10 and the chart below shows the average of all
of these scores collated from all wards at The Northurmmbria hospital.
on - Baal Tima ovarn 11 damsin searos
a.0
T
a7

Upper process limi

Mean 9.6l
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BE

88 4 Lower procaess llimit

0.5 -

M e E e r e e EEEEE s asasasasaseeeee e s
S3 8585383888558 8R0388852353¢8521%

- :
o of patients rating
8 /0 their care as excellent,
L 0 6 & gie

very good or good.

4 STARS Thee staff are excellent and treat me with full dignity and kindness. They tell me
what's planned and are vary professional, yet kind. M've been asked several timas
THE NORTHUMBRIA wihathar Fm in any pain. 've been in hospital a few times and this is the best
HOSPITAL experience I've had, including my last admission here. I'm so impressed and

wiould highly recommend it

OVERALL RATING
Theay work wall together, 've been well lookad afver. | don't get the opporunity to

ask many questions. The cleaners are in everyday and everyone ahvays washos
0 their hands. I'd highly recommend this ward, The Northumbria has a good name.
9 5 0 It's wonderful, Mee had no problems whatsoewver. | can hear the staff talking o
aach ovhar, offering vo haelp out. There is good team spirit here. Thay discuss
OF PATIENTS WOULD many things at length with me. I'm acce pted nicely when | press my buzzer,
it ghves me paace of mind as | know they're busy and don't want to bother them.
RECOMMEND THEIR Tha doctors are very, vary nice humans. It's a beautiful room. | wld the swaff my
CARE TO OTHERS medication wasn't working and so the doctor came in this morning to change it

I've starved new medications, theywe wald me about the possible side effects.
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. : NHS
The |nﬂuen ce on qua“ty Northumbria Healthcare

NHS Foundation Trust

Creating a relational Quality Planning
learning system

People
and
Culture

Quiality

Control

Individuals and services
Patient, carer and staff working on similar
and citizen challenges are enabled
measurement system to learn together

that enables learning (learning networks), led
about what is and isn’t by informed &

working. distributed patient and
Continuous learning system staff leaders

building a caring future www.northumbria.nhs.uk
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Independent Research

2020 LiA National Scatter Map: Quality/Safety of Care vs Workforce at Risk

k-]
=
-
&
=
5
=
S N I I O (7 =3 17 o] P T T o ) I
=4 =

E==

P =y 7 |

H
]
A
H
H
L
:
| lg|
Fl
HERR I
2] [ I i
| e ﬂl
H HEH 1MLH
LT BT s H
i - -

T { |
1 e e - ‘__ﬁﬁ bt alte=
P
| EETEE L=
et £ a8 e menm
=
bt =
= ]

Workforoe At Risk

NHS

Northumbria Healthcare
NHS Foundation Trust

Listening into Action
1 1 1 1 1 1

Key

- Acute

Acute and Community
Acute Specialist

- Mental Health /
Learning Disability
Mental Health /
Learning Disability /
Community

- Community
Ambulance

2 Trusts or more of
different types occupy
the same coordinates

Contact: Gordon Forbes 07734 812311
& Optimise Limited 2020



St aff SU rvey ReS u ItS Northumbria Healthcare

NHS Foundation Trust

Best place to work in Leading the way of
the NHS all acute and
combined Trusts

Bestin class in 5 out Best response rate
of the 9 domains of In the NHS
the People promise 80%

building a caring future www.northumbria.nhs.uk



Organisational Questions i e

NHS Foundation Trust

Top score 90.7 Top score 91.7
* * *

100.0% 90.6%

86.9% 84.0% 87.3% 89.6% 50,00
0,
80.0% 79.4% 74.0% 74.3% °  T7.6%
66.9% 65.0%
60.0%
40.0%
K 2670 2ot
16.9% 18.7%
20.0% . 11.2% 7 5% 13.2%
0.0%
Care of patients/ My organisation | would If a friendor |feel safe inmy | feel safe to | often think | will probably As soon as | can
service users is acts on concerns recommend my relative needed work * speak up about about leaving thislook for a job at afind another job, |
my organisation'sraised by patients organisation as atreatment | would anything that organisation * new organisation will leave this
top priority / service users * place to work * be happy with the concerns me in inthe next 12  organisation *
standard of care this organisation months *
*

provided by this
organisation

m Northumbria = National Average

« Northumbria best in class in 7 out of 9 questions Y&

« Northumbria scores are significantly better than the National average in all 9 questions

building a caring future www.northumbria.nhs.uk
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Speak up, listen up, follow up NHS

Northumbria Healthcare

NHS Foundation Trust

building a caring future www.northumbria.nhs.uk



Corona Voice Northumbria Heam.thcare

NHS Foundation Trust

The real time staff experience platform was

available to staff from 6™ April to 5™ July.

Corona Voice - Community Services - Northumberland

Good engagement with 10,043 responses. (L i

EBPGRAMME EAMS NHS Foundation Trust

USING YOUR VOICE AT WORK

We C h Ose m Otlvatl On at Work for Ou r SI n g I e We are in very unusual and challenging times. Moments of fear,
i N d | C at or Of St aff en g ag eme nt anger, anxiety an:‘ :é(r?zﬁztr:gr; jnedvl?r:y Cerg:n{a; when there is so

We want to check in regularly, to find out how you are?

Allowed us to gather real time staff feedback

Each week, we'll ask you to answer just 4 questions. Your feedback

Acted as a thermometer gauge across a range will be entirely confidential and anonymised.

of sites, including those at home

building a caring future www.northumbria.nhs.uk
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NHS
Scared but not alone e Hedhcire

NHS Foundation Trust

LOVE b

A
UNCONDITIONZL ' )

h}q\ ‘.\4 '}ﬂ Analysis of transcript from more than 3500 comments

-

(U

: -
J— ':u;c‘:’”t'"‘b“m” |. Listen to me
T ¢ P Growth l. Care about me
‘ ”’r 4 lll. Keep me safe
oL 'an; (conditional) IV.Keep me connected
oy V. Lead me
: A Signiticance _
Eﬁo ‘h_; lUncertaint VI.Keep me going
i anety/Uincertainty VII.Notice me — honour my work
N Certainty
BODY “

https://www.hsj.co.uk/workforce/scared-but-not-alone-caring-for-staff-during-covid-19/7028102.article

building a caring future www.northumbria.nhs.uk



https://www.hsj.co.uk/workforce/scared-but-not-alone-caring-for-staff-during-covid-19/7028102.article

SAFEGUARDING YOUR
TEAM’S MENTAL HEALTH

PSYCHOLOGY SUPPORT

STAFF PSYCHOLOGY &
COUNSELLING SERVICE:

StaffPsychology CounsellingService
@northumbria-healthcare.nhs.uk

North Tyneside General Hospital

If urgent support is required due to risk
related concerns contact:

GP INITIAL RESPONSE/CRISIS TEAM:

North Tyneside & Northumberland
0303 123 1146

0191 293 4373 SPECIALIST Newcastle & Gateshead
ext. 34373 PSYCH(?):JOGICAL 0191 814 8899
Wansbeck General Hospital ASSESSMENT South Tyneside & Sunderland
01670 529213 AN THERARY 0303 123 1145
ext. 33213 999 or attend NSECH A&E/

Via telephone support/

virtual support/face to Psychiatric liaison service

face where appropriate Safeguardin

will be provided by SPCS 0191 2g93 421
prioritising at-risk staff or emall
(for new & existing referrals) adultsafeguarding@

northumbria.nhsfuk
TEAM SUPPORT

Consultancy & telephone support
for team leads, Leader’s pack, Coaching,
Training- virtual & face-to-face options,
Mindfulness groups & drop ins, Facilitated
group discussion, e.g. reflective practice groups,
Post trauma & bereavement support

RESOURCES FOR ALL STAFF
Health & Wellbeing website:
www.northumbrianhsstaffwellbeing.co.uk
National helpline, text service & online chat: https://people.nhs.uk/

Staff Psychology & Counselling Service intranet home page:
http://intranet2.northumbria.nhs.uk/home/staffpsychology/home-page/
Trauma support information:

http://intranet2.northumbria.nhs.uk/home/staffpsychology/
home-page/menu/latest-news-working-titie/
Free access to apps via website

!.

NHS

Northumbria Healthcare
NHS Foundation Trust

Pyramid well-being model

Northumbria awarded the
Maintaining Excellence level
of the Better Health at work
awards. The highest level you
can achieve.

Also awarded Ambassador
status in recognition of all the
work to support staff through
2020.



A comprehensive and integrated approach
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Be kind to each other this Valentine’s Day.
From 14 — 28 February we are giving every member of staff on shift
a FREE* breakfast offering such as fruit, granola pot or breakfast butty.

*staff can select one breakfast item up to the value of £2. This Is avallable for staff on shift between these dates. Nightshift and
community staff wil recelve up to £2 towards items avallable durig thelr shift break or Items that can be taken of sfe back to base sites.

‘ BAMBURGH

~ LOVE WILL GET US THROUGH

i NORTHUMBRIA WEROES 1020 : : A

bunldmg a caring future

building a caring future www.northumbria.nhs.uk
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Pause and reflect

Developed from our experience of offering
post traumatic growth team workshops
called R3P (Recovery, Readjustment and
Reintegration) for teams to have in depth
discussions about their experience of

working during the pandemic.

Pause and reflect workshops are being

offered on an 'opt-in' basis to

orovide

space to have in-depth discussions about

challenging events or where t

nere Is a

dominant team Issue that needs to be

explored.

* This is a one-off session, facilitated by two members of the Staff

Experience team

* |t follows a structured approach which has been found to be helpful

for teams who have been through challenging events or who have a
dominant issue that they would value thinking about - or if they
purely want to stop and think!

* This is very much a peer support model which allows people to

share thoughts and experiences in a safe and confidential space

* The sessions are evaluated by those attending but content is not

documented or reported away from the session

* A pause and reflect session can be facilitated as a stand-alone

session or can lead onto other offers from the Staff Experience
Team

DATE:
TIME:
VENUE
Expect the session to last around 3 hours



Staff Experience Workshops ..

NHS Foundation Trust

e Structured team based staff experience
workshops

« Typically 1 hour long weekly sessions over a
neriod of 3 months

« Designed to capture staff experience
* Highlight the team’s strengths
« Address barriers to team working

 Lead to the development of team owned
Improvement plan
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Changes In scores over time i e

NHS Foundation Trust

Northumbria Voice - Trust Average - Week on Week

Number of deaths

= Northumbria Voice - Trust average ——=Number of deaths
100
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n=545 n=489 n=511 n=281 n=49 n=558 n=489 n=391 n=442 n=279 n=296 n=398 n=352
Week ending
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Some fi nal thOughts "a Northumbria Healthcare

NHS Foundation Trust

» Everybody wants to do better .... trust them

» Leaders are everywhere .... find them

* People achieve good things every day, big & small .... celebrate
them
* Some people wish things could be different .... listen to them

* Everybody matters .... show them

building a caring future www.northumbria.nhs.uk
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Thank you for listening

Any questions ?

building a caring future www.northumbria.nhs.uk



