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Foreword

Tallaght Hospital is first and foremost a place where people care for
people. Given that the care we provide can come at some of the most
difficult times in a person’s life, every interaction in our hospital is
crucially important to ensure a high quality patient experience.

The patient journey is about every interaction the patients have within
the hospital. As a hospital that interacts with tens of thousands of people
each year, it is vital that we capture the nature of these interactions and
how patients experience our services. This is crucially important
information which informs how we can improve our service.

We are privileged in Tallaght Hospital to have a Patient Advocacy
Department and a Volunteer Services Department that are highly active
and creative in engaging with the users of our hospital. Volunteers have
supported our hospital since it opened in 1998. In that time, their
unique contribution has evolved to include a variety of roles and
functions which enhance our hospital’s identity. We appreciate that
both the development and roll-out of these surveys, which we believe
to be one of the first of its kind in Ireland, requires a huge input from
our volunteers. Our programme has been additionally enhanced by
expertise from international patient advocacy organisations and
colleagues in the NHS such as Southampton University Hospital who
have a particular experience in gleaning and interpreting patient
feedback.

Tallaght Hospital’s Volunteer-Led Patient Survey Programme is built on
our established tradition of engagement with the community that is
central to our ethos. As CEO, | would like to thank all those involved in
this very welcome initiative which is still in its infancy. It has been
undertaken in the best traditions of our hospital and its results will play
an integral role in shaping how we improve the care for those people
who use our hospital.

David Slevin, Chief Executive Officer
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Why Did We Develop Our Patient Survey
Programme

At Tallaght Hospital we strongly believe in Patient Advocacy. As the
demand on our services continues to grow we believe it is crucially
important to ensure that all of our patients’ voices are heard and
responded to. We have provided a comprehensive patient advocacy
service for many years. This was acknowledged in the recent publication
‘Learning to Get Better’ published by the Office of the Ombudsman.
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What Did We Do

Before rolling out this patient survey programme we were keen to learn
from best practice elsewhere. We were aware that NHS hospitals in
England have been collecting and monitoring patient experience
feedback for over 10 years.

Armed with this knowledge, we arranged a visit to Southampton
General Hospital, who demonstrated to us how the collection of patient
surveys using volunteers had expanded rapidly over the past few years
into a sophisticated, well-organised system where over 400 patient
surveys are completed per month covering a wide range of questions
in a variety of settings.

Enthused by our visit to Southampton, we decided to develop a similar
programme that would enable the hospital to capture patient feedback
on a continuous basis, quickly highlighting areas for improvement as
well as feeding back to our staff and management team areas that are
working well for our patients in their healthcare journey. As part of this,
we commissioned support from the Picker Institute as we were very
keen to partner with an experienced patient advocacy organisation who
had worked with other hospitals to help them roll out patient survey
programmes.

Working with our Volunteer and Patient Advocacy Service our
volunteers started to carry out our surveys. Using volunteers to ask the
questions is extremely beneficial as it avoids introducing the level of bias
which is commonly seen when the hospital staff ask the patients
questions. There is often an inaccurate perception from patients that if
they give a negative response to the staff that it will impact their care.
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The Team and our volunteers

L-R: Dr Daragh Fahey, Caitriona Kelly, Elizabeth Kelly, Carol Roe, Carol
Mullins, David Slevin

. A
Teresa Quinn - Volunteer Sandra Clifford - Volunteer
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Survey Implementation

Between April and May 2015 an initial pilot study was conducted by the
volunteers, collecting feedback from patients, visitors and staff about
facilities and the overall environment of the hospital’s main foyer (‘the
Atrium’). The volunteers completed questionnaires initially using a
paper methodology, and feedback was entered into a data entry
template in preparation for reporting and analysis. Response from this
four week pilot was extremely positive, both in the findings from the
survey but also feedback from the volunteers when engaging with
patients and visitors to collect their feedback. However, it was
concluded that using the paper methodology was a resource intensive
process, as the completed questionnaires had to be collated and then
the data entered. It was therefore decided to introduce hand-held tablet
technology as part of the Patient Survey Programme.

Using hand-held tablets enables the hospital to simultaneously run
multiple surveys, which can be programmed so that patients are only
asked questions that are relevant to them, making complex surveys very
quick and easy to complete, for both the volunteers and patients alike.
The completed survey data is stored on the tablet devices until it is
remotely uploaded for reporting and analysis. This provides a quick and
efficient methodology for the continuous collection of patient
experience feedback.

All of our volunteers were quickly trained on how to confidently
approach patients and conduct interviews using the easy to use hand-
held tablets. The training comprised of learning techniques to ensure

that no bias was | IEE
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