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Presented by Andrew MacCallum, Deputy Chief Executive / Nurse Executive  

Purpose 

The objective of this report is to provide the Trust Board with assurance in 
relation the Trust’s Patient Experience Strategy.  

Receive  

Approve  

Trust Objectives 

Quality People Partnership Resources 

    

Executive Summary  

Involving patients, relatives and carers in the improvement of patient experiences is central to the 
Royal Cornwall Hospitals NHS Trust’s success.  Patient Experience means putting our patients 
and their experiences at the heart of service delivery and at the forefront of all that we do; we aim 
to listen, respond to needs, detect problems early and learn from our shortfalls. 

The Patient Experience Strategy is intended to be used to help drive and facilitate patient 
experience and feedback activity across the Trust. 

The Patient Experience Strategy has been developed in collaboration with stakeholders and the 
Communications Team. The Strategy was presented at the Trust Board Workshop on the 12

th
 

September 2014 and has been also reviewed and approved by Trust Management Committee 
Group.  

Key Recommendations 

The Trust Board is asked to approve the Patient Experience Strategy.  

Assurance Framework 

The report provides information on the key risks and current level of assurance in meeting the 
Trust’s objectives. 

Next Steps 

The Patient Experience Strategy will be cascaded to all Trust Staff. 

Corporate Impact Assessment 

CQC Regulations Covers CQC outcomes 16 and 17. 

Financial Implications Statutory and contractual financial implications. 

Legal Implications CQC; NHSLA  

Equality & Diversity None. 

Workforce and Staffing None. 
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Performance Management  Robust management of complaints/PALS activity demonstrates the 
Trust’s commitment to improving services and the patient’s experience. 

Communication  Shared learning and service improvement across the divisions and trust 
wide. 

Acronyms / Terms used in Report  

CQC Care Quality Commission 

CRP Complaints Review Panel 

DH Department of Health 

DQLG Divisional Quality & Learning Group 

FFT Family and Friends Test 

GP General Practitioner 

HQSC Head of Quality, Safety & Compliance 

MPs Members of Parliament 

NFA No Fixed Abode 

NHS National Health Service 

PALS Patient Advice and Liaison Service 

PEG Patient Experience Group 

PPI Patient and Public Involvement 

RCHT Royal Cornwall Hospitals NHS Trust 
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Executive Summary 
 

Involving patients, relatives and carers in the improvement of patient experiences is 
central to the Royal Cornwall Hospitals NHS Trust’s (RCHT) success.  We believe 
that Patient Experience means putting our patients and their experiences at the heart 
of service delivery and improvement as is described within the NHS constitution (DH 
2009). It is a vital measure of quality and the Trust has a number of programmes 
dedicated to improving services on the basis of patient feedback. Our patients are at 
the forefront of all that we do and we aim to listen to them, respond to their needs, 
detect problems early and learn from our shortfalls.   
 
The Francis Inquiry into the failings at the Mid Staffordshire Foundation NHS Trust 
published a report on the 6 February 2013. The inquiry reviewed the role of 
commissioning, supervisory and regulatory bodies to determine why serious 
problems at Mid Staffordshire were not detected sooner and acted upon.   The Royal 
Cornwall Hospitals NHS Trust welcomed the comprehensive report and 290 
recommendations to improve patient care. Furthermore we recognised that a change 
in culture to significantly improve and sustain patient experience can only be 
achieved if patient care is of the highest priority for all professionals working within 
the organisation. We have therefore undertaken a significant amount of work since 
the publication of the report, to establish our Trust values and behaviours, which are 
demonstrated within all of our patient experience activity. 
  
Developing the right culture of care through patient experience is a fundamental 
element of delivering care that is responsive to the needs and preferences of 
individuals. This has to include all staff, regardless of their position, staff group or 
profession as it is everybody’s business to improve the experience of patients, 
relatives, carers and colleagues. There is increasing evidence that positive patient 
experiences lead to positive clinical outcomes and will only be improved if all staff 
are motivated to make the improvements needed. We have therefore set out our 
priorities for 2015-20 to move to excellence within this area and to improve the 
patient and public perceptions of the services delivered by the Royal Cornwall 
Hospitals NHS Trust.  
 
The key challenge that this strategy presents is how we can truly improve patient 
experiences at the Trust. The only way to establish this is by asking, listening and 
involving patients, relatives, carers and staff in the services we provide.  There is a 
clear expectation within the Trust that all staff will embrace this strategy ensuring that 
it is driven forward to ensure all patients and staff can benefit from improved care 
and services as a result. 
 
The specific and measurable objectives set out how the Patient Experience Team 
will work in partnership with colleagues including the Communications and 
Engagement Team to help achieve the Trust’s vision and ensure that our success is 
built on our common values. 
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Context / Background 
 

The Trust has had a Public Involvement Strategy since 2005 and the Patient 
Experience and Public Involvement Strategy 2012 outlined the importance of 
developing this area further within the Trust. There are excellent practices 
throughout the organisation demonstrating that patient experience is at the heart of 
what we do to involve our patients in service delivery and design. In order to 
reinvigorate the strategy, it has been reviewed and updated using lessons learned 
from patient feedback, national guidance and takes into consideration a number of 
NHS policies to support the involvement of patients in shaping health services. 
 
All major policy drivers make it clear that we must continue to embed good practice 
in patient experience in all that we do so the views of our patients are heard and 
inform decision making. In addition to this we will promote a shared understanding of 
patient experience and involvement. This work needs to be increasingly visible to the 
Trust Board and to fulfil our duty of candour. The Board’s ambitions for developing 
and improving patient experience and involvement are set out in this strategy and 
describe our plans for the next five years. This strategy is also closely aligned with 
the Trust Communications and Engagement Strategy. 
 
Review and comments on the strategy have been sought from Healthwatch 
(previously known as Local Involvement Networks), the Trust Patient Experience 
Group (PEG), Patient Ambassadors and various patient groups as well as staff. 
Under the equality and diversity requirements on documents that affect the Trust’s 
local population it was also circulated to other stakeholder groups for their comments 
and an equality impact assessment completed.  
 
Our ambitions for patient experience and involvement can be summarised using the 
overarching Trust values which are: 
Care + Compassion 

Inspiration + Innovation 

Working Together 

Pride + Achievement 

Trust + Respect 

Government policy places and emphasis on the importance of personalising services 

to meet the needs of the local population, key national drivers include: 

 

 Health and Social Care Act 2012 

 NHS White Paper “Equity and Excellence: Liberating the NHS” 

 NHS Constitution 

 NHS Operating Framework 

 NHS Outcomes Framework 

 NHS Complaints Regulations 

 Care Quality Commission 

 Trust Development Authority  
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Purpose / Objectives of this Strategy  
 
The Patient Experience Strategy is intended to be used to help drive and 
facilitate patient experience and feedback activity across the Trust.  
 

“We want an NHS that meets not only our physical needs but our 
emotional ones too. This means getting good treatment in a 
comfortable, caring and safe environment, delivered in a calm and 
re-assuring way, having information to make choices, to feel 
confident and to feel in control, being talked to and listened to as 
an equal; being treated with honesty, respect and dignity” – 
Department of Health (DH) 
 
Patient Experience is what the process of receiving care feels like and is defined by 
“The Intelligent Board” (Dr Foster 2010) as feedback from patients on ‘what actually 
happened’ during the provision of their care and/or treatment and seeks to identify 
objective facts and subjective views on this. It refers to the activities to capture data 
that describe the experiences that previous or existing service users have had at the 
Trust and may involve comparing what an individual has described they have 
experienced against what an agreed patient pathway or quality standard outlines 
should happen. 
 
The NICE Patient Experience Clinical Guideline aims to help the NHS ensure 
patients have a good experience of care and that the health service is patient 
centred recommending that we: 
 
 Know the patient as an individual 

 Meet essential requirements of care 

 Tailor healthcare services for each patient 

 Ensure continuity of care and relationships 

 Enable patients to actively participate in their care 

Achieve 
excellent 
patient 

experiences 

Increase 
opportunities 

for patient 
feedback 

Monitor all 
patient 

experience 
data and 
improve 
services 

Build 
constructive 
partnerships 
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Scope 
This strategy applies to all staff working at the Trust at all levels  
All patients, relatives and cares that come into contact with the Trust 
External Stakeholders e.g. Healthwatch Cornwall and Healthwatch Isles of Scilly 

Definitions / Glossary 
Patient and Public Involvement (PPI) 
Patient Experience Group (PEG) 
Care Quality Commission (CQC) 
Patient Advice and Liaison Services (PALS) 
Friends and Family Test (FFT) 

Ownership and Responsibilities  

All Staff  
Everyone has a responsibility for patient experience activity at all levels of the 
Trust e.g. surveys, feedback, raising concerns etc. The Trust encourages all staff 
to promote an open and honest culture; working in a way that facilitates effective 
involvement of patients, their relatives and/or carers to ensure that they have a 
good experience. 
 

Trust Board 
The Trust Board is responsible for ensuring it receives and acts appropriately on 
information about areas of concern and obtaining assurance that consultation 
with service users has taken place before decisions on service planning are 
made. 
 

Chief Executive 
The Chief Executive has overall responsibility for ensuring the delivery of the 
Patient Experience Strategy. 
 

Nurse Executive and Deputy Chief Executive 
The Nurse Executive and Deputy Chief Executive is the Strategic Lead for 
patient experience ensuring this is aligned with high professional standards. 
 

Associate Director of Communications 
The Associate Director of Communications will work in partnership with the Head 
of Quality, Safety and Compliance to ensure communications, engagement and 
patient experience projects are effectively and closely aligned. 
 

Head of Quality, Safety and Compliance (HQSC) 
The Head of Quality, Safety and Compliance is responsible for monitoring 
adherence to the Patient Experience Strategy. 
 

Patient Experience Manager 
The Patient Experience Manager is responsible for facilitating the Patient 
Experience Strategy with divisional operational teams. 
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Healthwatch 

The Patient Experience Team will interface with local Healthwatch groups, who 
will have representation on the Patient Experience Group and other relevant 
Trust committees/groups. 

Role of the Managers  

 Leading the implementation of the Patient Experience Strategy across their 
Division 

 Reporting progress with implementation to the Patient Experience Group 
 Gathering the experiences of patients using a range of methodologies 
 Ensuring staff act on real-time patient feedback 
 Ensuring that patient feedback is shared with all frontline staff 
 Ensuring that all service improvements and developments are informed by the 

voice of patients 
 Taking appropriate action/s to remedy any shortfalls and improve service 

provision 

Role of the Patient Experience Group 

 Gathering patient feedback about their experiences 
 Leading and facilitating the Patient Experience Strategy (including 

Implementation Plan) across the Trust 
 Monitor and evaluate implementation of the Patient Experience Strategy 

Benefits 
 Improving patient experiences whilst in our care 
 Compliance with CQC Outcome 1 – Respecting and involving people who 

use services 
 Compliance with CQC Outcome 17 - Complaints 
 Patient and service user participation within service planning 
 Providing patients with ways of feeding back comments and concerns about 

their care 
 Detecting areas of concern early and taking steps to rectify this 
 Open and honest review of feedback (including complaints) and evaluating 

the effectiveness of actions to a prevent a recurrence of events 
 Promoting joint working with external stakeholders and patient groups 

Risks 
Non-compliance with CQC Outcome 1 and 17 

Stakeholders 
Patients and the public or ‘our stakeholders’ and include: 
 All patients (including children and young people) and the general public 

 Local Councils, Councillors and MPs 

 Healthwatch (previously the LINks) 

 Third sector and charitable groups 
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 Voluntary groups, Professional Bodies, Carers 

Summary of Objectives 

Patient Experience Strategy Communications and Engagement Strategy 

1. Improve the quality of patient care through the 
CARE campaign  

2. Learning from and acting on patient surveys and 
feedback 

3. Listening to patients through Patient Involvement 
and Participation 

4. Maximise the value of findings from the Friends 
and Family test (patients) 

5. Enabling Patient Groups such as the Patient 
Ambassadors 

 

1. Supporting the delivery of the Trust's vision, 
values and strategic aims on: Quality, People, 
Partnership, Resources 

2. Communicating with all stakeholders (staff 
included) through all available channels 
including print, media and on-line 

3. Engaging with priority stakeholders based on 
Trust's strategic aims and business plan  

4. Meet and exceed the statutory requirements 
of having an FT Membership 

5. Maximise the benefits from Charitable Funds 
 

 

 

Achieving 
Outstanding 

Improving 
technology and 
the use of Social 
Media to capture 

feedback 

Engagement with 
Stakeholders 

Staff Support and 
Training 

Trust Values 

Clear and Effective 
Communication 
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Objective 1: Improve the quality of patient care through the CARE campaign. 

100% of patients to say we communicate with compassion. 
 
To encourage all of our patients and staff to be able to talk about, reflect on and 
challenge current practices without fear of reprisal.  We actively seek feedback from 
our patients, their relatives and carers through the national patient survey pro-
gramme, local and service level patient surveys as well as the Friends and Family 
Test. Using feedback from complaints, concerns and compliments we will challenge 
practices and identify areas of improvement. We also recognise that more work is 
needed to identify and engage with our seldom heard groups. 
 

We will achieve this through: 
 
 Use of patient ambassadors at committees and groups e.g. complaints review 

panel, patient experience group and divisional learning group. 

 Increased feedback through the Complaints and PALS service. 

 Delivery of the national NHS survey programme 

 Local and service level patient surveys  

 Friends and Family Test 

 Real-time patient feedback  

 Complaints, concerns and compliments (see the Patient and Service User 

Feedback Policy) 

 Using the most appropriate forms of communication for the requirements of our 

service users (see the Trust Communications and Engagement Strategy) 

 

The CARE Campaign 

The campaign focuses on the four aspects of care that The Patients Associations’ 
national help-line received the most concerns about: 
 
C - Communicating with compassion 
A - Assisting with toileting needs, maintaining dignity 
R - Relieving pain effectively 
E - Ensuring adequate nutrition 

 
These elements of care are central to the Trust’s ambition to focus relentlessly on 
the quality of care we give to remain the preferred provider of acute and specialist 
healthcare to the people of Cornwall and the Isles of Scilly. CARE is a central 
element of the Trust’s Nursing and Midwifery Strategy. The success of the CARE 
campaign will be measured by improvements in patient feedback through our patient 
experience survey which has been revised to focus on the four key areas. We have 
also set up an online feedback form for patients if they want to tell us anything after 
they have left.  

Care + Compassion 



 

Page | 10 
 

Objective 2: Learning from and acting on patient surveys and feedback. This 

will be monitored through the completion of complaint investigations, 90% 

within agreed timescales by 2015-16. 

We recognise that how we measure patient experience is essential to promoting a 
culture of learning. We need to ensure that the Trust feedback programmes continue 
to give people a voice but most importantly that we take action to learn from our 
shortfalls. 
 
Identifying trends and themes within the complaints, concerns and feedback we 
receive will identify areas of interest i.e. where we may not be getting things quite 
right. This will allow us to work with staff to address any issues and respond to the 
needs of our patients. We will explore the integration of patient experience services 
at the Trust to make services visible and easily accessible to our communities.  
 

We will achieve this through: 
 
 Actively seeking out patient experience data from a range of sources 

 Empowering team to rectify issues immediately wherever possible 

 Availability of an efficient Complaints and PALS service 

 Patient Ambassadors working with our staff to develop services 

 Building constructive partnership working with external stakeholders, including 
Healthwatch and the Patients Association 

 Embedding patient involvement and experience activities at all levels of the Trust  

 Research development and innovation 

 “You Said… We Did” process of communication 

 Working with the Trust communications team to deliver key messages internally 
and externally 

 

The Productive Ward – Know How You’re Doing Boards 

Helping patients and visitors to understand the ward’s performance 

Assisting staff and teams to make the right decisions to improve overall performance 

Easy to use ward action plans that are clearly understood 

Celebrating team successes 

 

Electronic solutions for real time feedback will revolutionise how 
patient experience data is gathered, monitored and reported across 
the organisation. 2015-20 will see the Trust adopt innovative 
technology to facilitate this. 

Inspiration + Innovation 
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Objective 3: Listening to patients through Patient Involvement and 

Participation: 90% of patients to report that their feedback has been listened to 
and acted on within the Complainants Survey and an improved overall 
experience through National Patient Surveys. 
 
We aim to be responsive to the needs and preferences of the people of Cornwall and 
the Isles of Scilly. People will feel more confident in the services we deliver if they 
feel services are designed to meet their needs and their preferences have been 
listened to. The Trust aims to continue to work with key patient groups and 
professional to respond appropriately to the needs of the local population.  
 

We will achieve this through: 
 
 Research and Innovation 

The Research Development and Innovation Department is responsible for setting up 
and facilitating the patient experience survey for those patients taking part in 
research trials throughout the Trust. They will be responsible for involving patients in 
deciding what research needs to be done, how that research should be done and 
disseminating the results of research to the wider community. 
 
 Communication and Patient Information  

 Digital and Social Media  

 Foundation Trust Membership 

Increasing the regularity of communication with our members to promote the range 

of opportunities available for them to get involved 

(Also see the Trust Communications Strategy) 

 Involvement of patients in service improvements at the Trust ensuring the patient 

voice is always heard. 

Healthwatch  

Healthwatch England leads and supports the Healthwatch network which is made up 

of 152 community-focused local Healthwatch. This network builds a national picture 

of the issues that matter most to consumers and users of health and care services 

and uses this evidence to influence those who plan and run services at a national 

level. They also provide help and information on health and social care services. 

Healthwatch Cornwall and Healthwatch Isles of Scilly were established in April 2013. 

They were developed from the county’s Local Involvement Networks or LINks.  The 

Trust continues to develop close and rewarding relationships with Healthwatch 

Cornwall and Isles of Scilly as they become more firmly established. 

 

Working Together 
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Objective 4: Maximise the value of findings from the Friends and Family test 

(patients): Improving overall response rates to 50% by 2016-17. 
 
The Trust is committed to achieving the national and local CQUIN for the Friends 
and Family Test which requires a response rate for 2013-14: Quarter 1 that is at 
least 15% for A&E services and at least 25% for inpatient services. A response rate 
for Quarter 4 that is at least 20% for A&E services and at least 30% for inpatient ser-
vices needs to be achieved.  
 
We want to exceed this target and our ambition is to achieve a 50% response rate. 
 
It is essential to cascade best practice across all areas of the organisation and 
understanding why people would recommend our services helps us to achieve this, it 
also ensures that there is transparency and an understanding of patient experiences 
from ward to board level.  
 

We will achieve this through: 
 
 Expansion of the FFT to services in accordance with National Guidance by 1 

April 2015 

 Sharing comments received through the FFT to all staff 

 Improving our FFT response rate to 50% during 2015-16 

 Improving our overall FFT scores in all areas 

 Promoting the compliments we receive 

 Recognition of staff through annual extra-mile awards 

 Supporting staff to showcase areas of best practice nationally e.g. Kindamagic 

 

The Kindamagic Principles 
 
Kindamagic is a system of real time patient feedback that is owned at service level 
but also feeds into a ward to board level, it also ensures that the most vulnerable 
patients (i.e. those with communicative and cognitive impairment) can have their say 
on the services we provide. Peninsula Community Health has led on the Kindamagic 
project, working in partnership with the Royal Cornwall Hospitals NHS Trust in 
adopting the principles in our eldercare, learning disability and children’s services.  
 
 

 
 
 
 

Pride + Achievement 

“How likely 
are you to 
recommen

d our 

services?” 
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Objective 5: Enabling Patient Groups such as the Patient Ambassadors to 

ensure their voice is heard. A Young Person’s Volunteer Project will also be 

launched during 2015-16.  

The Trust is committed to providing inclusive health services for all patients in a 
dignified and respectful way. All our staff receive Equality and Human Rights training 
to raise their awareness of issues of diversity within our local community. This theme 
is also an integral part of leadership training programmes to ensure that managers 
support their teams to deliver inclusive services and that all staff are treated fairly 
and not discriminated against. In addition to this, all policies and methods of working 
have an equality impact assessment completed to ensure that they do not 
disadvantage any individual or group. Equality and inclusion related work projects 
are constantly on the Trust’s agenda and consultation with the public and specifically 
targeted groups occur throughout the year to ensure that these work programmes 
meet the needs of the local community. Some examples of projects that are planned 
for improving patient experiences include: 
 
 Improving the facilities for patients with hearing loss across all three hospital sites 

and raising staff awareness of the issues related to hearing difficulties by 
providing awareness sessions. 

 Improving the facilities for individuals with disabilities by ensuring that all three 
sites are fully accessible and that our ability to make reasonable adjustments is 
increased by improving current appointment processes.  

 Improving health inequalities for patients with no fixed abode (NFA). This is a 
multi-agency project which involves a new temporary post for a guidance worker 
who will complete a housing need assessment for patients admitted with an NFA 
postcode. The worker will then be able to arrange for emergency accommodation 
to ensure that the patient will not be discharged back onto the street or delay 
discharge because of this. 

 Training is offered to all staff to increase awareness and understanding of issues 
related to transgender, to coincide with the launch of a new Transgender policy. 

 
As part of the Trust’s Public Sector Equality Duty to foster good relations between 
different individuals, the Trust cannot condone any discriminatory language or 
behaviour directed towards an individual from a protected characteristic by staff, 
patients or the public. This requires the Trust to ensure staff are confident and willing 
to challenge discrimination and be confident that they will have the backing of the 
organisation if they do so. 
 
 

Patient Ambassadors 
 
Patient Ambassadors are volunteers who work with the Trust in partnership with staff 
and patients to support patient and public involvement with the planning and delivery 
of Trust services to improve overall patient experiences. Each Division will continue 
to work with Patient Ambassadors to identify new projects and to share the 
successes of projects through the Patient Experience Group. 
 

 

Trust + Respect 
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Delivering improved patient experiences in 2015-20 

 

Listening: Milestones for 2015-16 

 

Active participation 
and involvement 

Promoting involvement from patients, relatives and carers to have a 
say about the services provided by the Trust 
 

Patient Surveys National Survey Programme 
 Inpatient Survey developing an action plan to address areas in 

which there have been poorer responses and monitoring imple-
mentation through PEG.  

 Accident and Emergency Survey (action from the 2014 results) 
 Maternity Survey 
 Children and Young People’s Survey 
 Outpatient Survey (actions from the 2014 results) 
 Daycase Survey (actions from the 2014 results) 
Involvement with other patient survey programmes e.g. maternity. 

Feedback Increasing opportunities of collecting patient feedback e.g. through the 
use of Divisional surveys and patient stories. Monitoring to be 
undertaken by the Patient Experience Team and reported quarterly. 

Friends and Family 
Test 

Achievement of the 2014-15 CQUIN 
Achieve improvement in the FFT score and response rate (Our 
Priorities) 
 

Complaints and PALS Listening to the views of complainants and achieving successful 
resolution of complaints. Monitoring the number of re-opened 
complaints.  
Completion of  Divisional investigations within timescale 
Delivery of training schedule 2015-16. 
Successful completion of the “raising concerns awareness” project 
which includes promoting the options available to patients who have 
concerns about the current or past care. 

Patient Ambassadors Successful recruitment of Patient Ambassadors 2015-16. 
Launch of the Young Persons Patient Ambassador Project September 
2015. 
 

 

Learning: Milestones for 2015-16 

 

Monitoring outcomes 
and recommendations 
following patient 
feedback 

Patient feedback to be discussed through Complaints Review Panel 
(CRP), Patient Experience Group (PEG) and Divisional Quality and 
Learning Group (DQLG). On-going analysis and monitoring of the 
CARE Campaign Survey results 

Promoting the 
changes that have 
been implemented 

“You Said We Did” 
Development of the Patient Experience Noticeboards across all sites 
 

Achieving Excellence  
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Improving Experiences: Milestones for 2015-16 

 

Working Together Working with Healthwatch Cornwall and Healthwatch Isles of Scilly to 
improve the experiences of local people through effective information 
sharing.  
Monitored through an agreed working arrangement for 2015. 

Measuring 
complainant 
satisfaction within the 
Trusts complaints 
management 
processes 

Successful implementation and analysis of the Complaints 
Satisfaction Survey. 
Complainant feedback focus groups to be undertaken as a pilot 
project in 2016. 

Improving 
communication 

Task and Finish Group to successfully review the challenges with 
communication subsequently resulting in patient and relative 
dissatisfaction and implementing Trust wide initiatives to improve this. 
Monitored through reduction in complaints received about 
communication and/or staff attitudes and behaviours.  

Social Media Exploring opportunities to utilise social media to gather patient 
feedback. 
To promote Trust services and good practice within a social media 
domain (supported by the Trust Communications Team). 

Website Development of the Patient Experience Website. 
Promoting patient experience activity at the Trust including information 
on how people can get involved in different initiatives. 
Information on how to raise concerns or provide general feedback. 
Promoting greater choice to patients, relatives and/or carers on how 
they can have their say. 

Electronic Solutions Implement a Trust wide electronic system for patient surveys, 
including FFT as well as Divisional surveys). 

 

*The Patient Experience Strategy Implementation Plan has been developed and will be 

monitored by the Patient Experience Group. 
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The Trust is committed to promoting patient choices as outlined within the NHS Constitution.  

Patients have a number of choices about their care and treatment which includes the right to 

choose which hospital to go to if their GP refers them to see a specialist and the right to be 

involved in decisions about their healthcare. 

What will the Royal Cornwall Hospital do to promote better patient choice? 

Providing information 

We are keen to promote real choice to our patients by providing them with information that 

will help support them in making choices about their care. As part of the Communication and 

Engagement Strategy we will work to help patients locally understand their rights and 

provide them with the right level information to make their choices easier, for example 

through the provision of patient information and the bedside magazine. 

The purchase of patient experience noticeboard across all sites will enable us to promote 

information on “You Said We Did.” 

We will continue to patient experience services through information leaflets and specific 

project campaigns (e.g. listening into action events). 

Sharing patient stories 

We promote an open and honest culture when dealing with complaints and concerns. 

Patient stories will be published on the Trust website on a monthly basis to demonstrate the 

lessons learned as a result of complaints. 

We will equally share good stories where patient experiences at the hospital have been 

exemplary. 

Improving the Website 

The patient experience section of the Trust website will be developed in collaboration with 

service users to make this easy to navigate and to ensure it provides information on the 

topics most important to our patients.  

It will be a central online resource in which information can be found on patient experiences, 

national patient survey results, annual patient experience reports, monthly patient 

experience analysis and how to raise concerns or make compliments. 

This will promote greater choice to patients, relatives and/or carers on how they can have 

their say. 

Events 

We will arrange stakeholder events to both listen to the views of our patients and to 

feedback on the progress we have made on patient experience activities at the Trust. 

 

Promoting Patient Choice  
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