Losing Patients Heads Up 

Event summary

Losing Patients heads Up took place on 25 Feburary 2011 at Sheffield Royal Society for the Blind, 5 Mappin Street, Sheffield S1 4DT. 

We asked "Do we now get our appointment reminders, test results, copied letters, medicine dispensing labels, treatment guides and consent forms in a format we can personally read?" 

"Not quite fully there yet but it's getting there" answered the NHS representatives who attended…

There now follows edited highlights from the transcript of the original event audio recording.

Kate Firth

Mid-Yorkshire Hospitals Trust

Speaking about how she led the team who actually modified the patient administration system, so it was capable of capturing and flagging individual patient information and communication needs.

This was on the seriously 'hard to do' pile! We were not in a position, unfortunately, that we had a new patient administration system. So I had to rely on people like Phil, rely on the deputy director of IT to help me get this through.

This project involved considerable energy of about four or five people. 

the resource was in energy, motivation, commitment. It wasn't in terms of money. 

Yes, it took some people's time but they actually got a lot out of it because we fixed it and we actually saw a difference. We've got so many thank-you letters into the Trust because we solved it for people. 

I think in the current climate it just makes people very, very motivated to make the changes. 

We do move to a new patient administration system soon And the functionality will be built into that - the whole alert system will be so much easier, and so much better. 

We are also working with the whole of the health economy with our local authorities, as well as PCTs across two of our areas; to use and share the alert systems.

If we've flagged somebody up, as a need in some way - then why doesn't that show in the GP's surgery? So we're working on the interface to make that happen, And that will help us a lot because it will cover all elements of the alert systems. 

Just to echo what everyone is saying - we are on a cycle of improvement around the needs of patients, with different disabilities and vulnerabilities. I would say that changing the culture from the start of the Losing Patients campaign - to change a culture in larger organisations such as the NHS, it is not a quick fix. You start incrementally. 

So I think keep going, and we'll keep going and I've probably got a list of ten other things that will now be launched into different areas. That we've just all discovered and talked about.  

Heather Burns 

NHS Shefffield

I think being very honest, what the Losing Patients campaign did was make us take a step back and look again at what we should be doing And we have put a number of things in place that have improved access and communication.
we've now got formal links between our communications team and Sheffield Royal Society for the Blind, and all communication about NHS Sheffield including consultation events that we're doing and changing services, goes out in their bulletins and Talking News information.
We did a review of our communication approaches and we've developed a communication grid; so that all communication going out from the organisation goes through that process, through our communications leads.
We got 'Your Guide to NHS Services' produced in audio format and it's also available to download as an MP3. . It describes all NHS services in Sheffield, including the teaching hospitals, and the out of hours services. 
We have done a lot of work on our website to improve accessibility and that included asking people with sight impairment their opinions about it. Sheffield Hallam University worked on this with us and it was classed as being a good website in terms of access.

We sent out information to our GP colleagues when the Losing Patients campaign was launched, and as a result of that we also made available to them links to local resources and asked them to follow up if they had got specific advice that they wanted to seek on individual patients.

In our Friday brief we will say again to GPs, remember this campaign, to remind them of their responsibilities.

We clearly need to make sure that we are handing this mantle over to GPs themselves, so that they understand the responsibility more. 
We sent out a good practice guide to all of our providers that Sheffield Royal Society for the Blind made available to us. 
We've recently spoken to two of our lead GPs who sit on our board, and they're actually saying we welcome patients telling us how to do this better. They will act as a leadership role model around that. And we've got discussions with them planned. So again, trying to send out the Losing Patients campaign but with some lead GPs behind it to encourage their colleagues. 
We do feel we've got more work to do and one of them is develop large print letter templates for all our GPs and pharmacists. 

Jo Evans 

Sheffield University Teaching Hospitals Trust

I think I could just echo a lot of what Heather has said. It just really galvanised some of the stuff that we were doing. And again it made us take a step back and actually look at it afresh. 

We still have got some work to do but I think having looked back over the last couple of years we have made some progress which has been quite good.

The first thing that we did when we got back to the Trust was actually develop an action plan about what we felt that we needed to do across the Trust in order to build on things that were already in place; also to just improve things that we hadn't really tackled up until that point. 

On a practical level we put in place some very clear guidance for staff about how they would go about producing information in alternative formats. And that wasn't just about visual impairment, it was also to support people who had perhaps got language support needs, or got a learning disability as well - so it was much broader. 

We've got a clear, step by step guide about how would our staff go about getting a letter in Braille for instance, or getting things put in an audio format. 

We've also updated our patient information toolkit, which again we already had in place, but we wanted to make it very clear to staff about the format of information. I think up until now we had just assumed that our medical illustration department would just deal with all of that. So if any information went through the normal process it would automatically be put in a format which was accessible to most people in terms of meeting the RNIB clear print guidelines. But we felt that actually it needed to be more clear.

We've done a fair bit around awareness-raising. I think one of the simple things which we've done, which we should have done many, many years ago is make sure that on the back of all of our leaflets that it makes clear to all of our staff and patients, how they can request information in other formats. It's just a simple paragraph that's gone on the back, but that's now available and that's now going on the back of any new leaflet that gets produced, and also anytime that we're updating our leaflets that now goes on the back. 

I think that, although it was aimed at patients, what that's doing is also reminding staff that, yes we can get information in other formats, if there's a need for that. 

Like the PCT, we've recently updated our website. And again, I think we were involved - I think there were a couple of people from SRSB actually looking at that website to make sure that it was accessible. 

We've been working to make sure that we've got a really good database of electronic resources, because actually this is the way things are moving, as a society, we need to make sure that we've got stuff electronically. 

So that we can start to send stuff out by email, ,made available on our internet, so that people who do have screen reading software can actually make use of the information in that way. 

As a Trust we've been successful in being selected as a beacon site for information prescriptions. What they are is about looking at people's information needs at a particular point in time. It's specifically related to Cancer patients, but we're hoping to roll that out to all long term conditions in future. 

As part of that information prescription there is the capability of actually emailing that information prescription to a patient. So that is something that we're working on at the minute, making sure that we get people's consent and all of that kind of stuff as well. 

That's a huge step forward. I know email is something that has been requested for many, many years. I think many staff just think, well we can't do it. So information prescriptions have given us a way of actually making that possible. 

We've been working with our pas team to reformat the 4000 plus letter templates used to create patient information that goes out from the Hallamshire Hospital, until now, I think the format of the letters was not great.

All 4000 have them have been updated over the last six months, as part of a new pas system that has been put in place. 

Later this year we will be looking at the Northern General letters too. So, I think, looking back, we have made some significant steps - but we will say that we've still got room for improvement. 

A lot of it has been about trying to reinforce messages to staff and using every opportunity we can to say we have got things in place, making staff aware that those things did exist. I think even two years ago you could make information available in another format, for instance, but many staff were just not aware that that was possible. So it's been about trying to raise awareness really, amongst both patients and staff. 

End of summary.

Produced by RNIB Campaigns Team on 17 February 2011 from a transcript of the original audio recording.
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