Care
Opinion

What's your tory?

Care Opinion Collaboration within Royal
Hospital for Children and Young People in
Edinburgh

e Louise Fegan 3 e D00
Lead Nurse Quality Improvement and Standards

Care
AL Opinion

Wt your story?

careopinion.org.uk/monkey /



N SO . "t PR - N N :
A } T ; . A Vv
0l A . : N ' - ini
B P . ( Opinion
- \ /v W3y B What's your bory?
13 LN T

Session Objectives:

* Understanding your problem with using or not using feedback, with a
particular emphasis on what your data tells you.

* Understanding the processes and systems within your organisation and how
this can be linked in with other assurance processes.

* Benefits of feedback and how this can be used to drive improvement.

* Choosing the right tools to make change, including leadership and clinical
engagement, skills development, and staff and patient participation.
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Background To LACAS:

* Framework to give Organisational and Service User Assurance that Quality
Person Centred Care is being delivered consistently.

* Developed to promote Quality Assurance activity in line with the board’s
Objectives, Quality Strategy and Quality Management Approach

* Levels of assurance are designed to set out Point of Care (Bedside) to Board
Governance for the organisation and the public.
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Lothian Accreditation & Care Assurance Standards (scot.nhs.uk) W T

Care Assurance Standards


http://intranet.lothian.scot.nhs.uk/Directory/PatientOutcomes/LACAS/Pages/default.aspx
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Standard 1 - Leading, managing and developing the
performance of the nursing team

Evidence of learning from complaints and adverse
events and actions completed

Evidence displayed is out of date and incomplete —
Cards etc

Incidents and feedback are viewed positively as
an opportunity to improve the quality of care

O K K

Benefits of feedback

Provides us with qualitative data that should be
used to improve the quality and safety of care we
deliver

Instilling a culture of Person-Centred care and
listening

Patients and Families concerns can be raised and
responded to appropriately

Gives praise
Allows us to determine themes
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Care Opinion Rollout within Children’s Services Action Plan Tracker
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What did we do:
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‘Monkey makes
some new
friends’ Design
angle with
RHCYP
Characters

Collaboration
team has been
created

Heakhcare High-levet Quality Management System Framework
Seeeland (working draft 4)

Staff training
was provided
by Care
Opinion Team
‘Bespoke’

All staff will

: Linked closel
have raised B v
with Care
awareness of ..
S5 Opinion and
Care Opinion PET

and its use

Quality Planning
approach used prior
to implementation
based on a quality
management
system
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Monkey needs
YOUR help

Your story is important and can help make care better for other

children. Tell Monkey what you liked or what you didn't like,

Scan here to share your story:

https://www.carecpinion.org.uk/924/uhwpaediatrics

Tell your story with a Tell your story without
little help from Monkey help

or freephone: 0800 122 3135

=

Vian the Monkey help page for more imformation
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Had a visit to hospital?
Tell monkey - and
me - all about it!

Share your experience of the
Royal Hospital for Children &
Young People.

By giving us feedback, good or
bad, you can help make our
services better for everyone.
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#cochampion

“Little monkeys can share their stories
on Care Opinion too..”
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Next Steps:

There were 100 stories received for RHCYP
in 2023, which is a big increase from 16 in
2022. 73% of the stories received in 2023
were entirely positive, which again is an
increase from 69% in 2022. The 100 stories
told in 2023 have been viewed more than
13,000 times.

Care opinion visual management boards
are displayed in some of the ward areas to
share feedback and changes made with all
staff, patients and families.

Poor monkey has now went into
retirement and we are awaiting the launch
of a new character!
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