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The Journey

Slow burn and
gradual buy in from
services

/—\

/

—~

2015- started
small part of

complaints team
Culture of anxiety about

anonymous online feedback



NHS Lothian staff subscribed

Journey through data

NHS Lothian stories published

728 744

NHS Lothian services represented

350




Promotion and
Awareness

e FOcus on services.
e Site events.

e Personalised service
oromotional materials.

4

* Investment in early adopters.



Margaret McEwan
Play Services Manager

Royal Hospital for

Children & Young
People

NHS Lothian




Celebration

* Newsletter.
* Wellbeing Champions.

e Acts of kindness
certificates.




Christine Fraser
Work Well Facilitator

Diagnostics,
Anaesthetics,
Theatres, and Critical -
Care

NHS Lothian

he Royal Infirmary of Edinburgh
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Acts of kindness certificates

: ‘active recogn
. it is an objec t|can
certificate | o me bu | ;
| was de\'\ghted to getd T NHS Lothian wide .

efforts 10 provide good ' : have the

role with the suppo " F aisal

Thank you and appreciate this certificate. A
great way to keep me going

Thank you for this, it definitely
does boost the morale in the
whole department.



78 stories l‘ 76% Positive Stories published
published
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Next steps -
Child Friendly
stories

s
Opinion

Help
others feel
brave and

strong

aL's your story?

Your
story is
important

Tell Bear
what you
liked or
didn’t like

You can also
share your

story online
careopinion.org.uk/bear

?g{-m



Collating Patient Experience Data

Appointment isses
6.5%

Staff attitude and behaviour

Dielays
16.7%

Care and Treatment
& 8%

Communication

26.3%
5Staff clinical judegement and compstency
. 20.7% Information
Complaints 12.3%

Waiting times
22.8%

Involvement in decision making
14 3%

Commumication
351%

Environmental concerns
199

staffing levels
28.6%

Patient Experience survey

Communication
H0.9%

Care Opinion



Mariska.vernon-stroud@nhs.scot

Ana.mezzomo@nhs.scot
Claire.withnell2@nhs.scot
Louise.davies@nhs.scot
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