


“Putting the patient and their experience at the heart of quality 
improvement.” 
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Empathy: The Human connection to Patient Care 

https://www.youtube.com/watch?v=cDDWvj_q-o8


The Friends & Family Test 
Short survey asking patients about their hospital 
experience. 

 

Feedback is collected via: 

ü Tablets 

ü Cards  

ü Texts/voice messaging  

ü Online/QR code  

 

Feedback can be used learn what we are doing 
well and what we can improve on. 

 

Feedback and outcomes are displayed in wards 
and departments 

 

 

Tablet app Cards 

QR codes on posters and cards 

Display boards and posters 



Volunteering  
 

We currently have around 300 volunteers who 
ü Compliment the work of our clinical workforce 
ü Give time and support to our patients 
ü Share their lived experience 



What happens when a concern is raised? 

PALS log 
concerns & send 

to relevant 
department. 

Department 
makes contact 

with complainant  
within given 
timescales.   

Department 
investigates, 
and contacts 
complainant 

Department agrees 
a resolution with 
the complainant. 

Concerns resolved. 

We can re-open a PALS concern at any time or escalate it to a formal complaint  

Unhappy with the resolution? 

What is PALS? 
 

      A team who support patients, carers and 
relatives who wish to raise concerns or 
share compliments.   Working closely with 
complainants and CSU’s to ensure concerns 
are responded to in a timely manner. 

 

               
 
 

Patientexperience.leedsth@nhs.net 
0113 2066261 

mailto:Patientexperience.leedsth@nhs.net


Formal Complaint Process 
üDedicated Complaints Team – 0113 2066018 

üComplaint Regulations 

ü3 day acknowledgement 

üWritten response times 

üLearning  

üIntranet and internet resources 

üStaff Support and guidance 

üTraining  

 



 

Patient, Carer & Public Involvement (PCPI) 
 ü Involving patients, carers and the 

general public in decisions about how 
services in LTHT are designed and 
delivered. 

üSupports the Trust to implement 
Always Events; - a Quality 
Improvement approach that focuses 
on improving an aspect of care and 
further embedding this into culture 
through co-production. 

üSupports carers to feel welcome, 
involved in patients' care and 
treatment plans and providing helpful 
resources to help with their wellbeing.  

 
 

 



Interpreting 

 

 

 

Language Interpreting provided by LanguageLine 
Solutions (face to face, telephone and video) 
 
British Sign Language (BSL) and communicator 
guides provided by Leeds Society for Deaf & 
Blind People 
 
Book by  
ü dialling 0800 587 0752 (for telephone) 
ü using the booking system (for face to face) 
ü contacting Leeds Society for Deaf & Blind 

People on 246 9990 
 



In-date  patient information leaflets are 

on the Trust website  

 

Patients and members of  the public 

can access leaflets using  
 

 

for those with access needs  

 
Jane Garrud      Alison Sherry 
Senior Patient Information Co-ordinator    Patient Information Lead 
jane.garrud@nhs.net     Alison.Sherry1@nhs.net  

mailto:jane.garrud@nhs.net
mailto:Alison.Sherry1@nhs.net


This may be a normal day at work for you 
.ǳǘ ƛǘΩǎ ŀ ōƛƎ Řŀȅ ƛƴ Ƴȅ ƭƛŦŜΦ 

  
The look on your face and the tone of your voice 

Can change my entire view of the world 
  

wŜƳŜƳōŜǊΣ LΩƳ ƴƻǘ ǳǎǳŀƭƭȅ ǘƘƛǎ ƴŜŜŘȅ ƻǊ ǎŎŀǊŜŘ 
  

I am here because I trust you, help me stay confident. 
  

L Ƴŀȅ ƭƻƻƪ ƭƛƪŜ LΩƳ ƻǳǘ ƻŦ ƛǘΣ 
But I can hear your conversations 

  
LΩƳ ƴƻǘ ǳǎŜŘ ǘƻ ōŜƛƴƎ ƴŀƪŜŘ ŀǊƻǳƴŘ ǎǘǊŀƴƎŜǊǎΦ 

Keep that in mind 
  

LΩƳ ƛƳǇŀǘƛŜƴǘ ōŜŎŀǳǎŜ L ǿŀƴǘ ǘƻ ƎŜǘ ƻǳǘ ƻŦ ƘŜǊŜΦ 
Nothing personal 

  
I may only be here for a day, 

.ǳǘ LΩƭƭ ǊŜƳŜƳōŜǊ ȅƻǳ ŦƻǊ ǘƘŜ ǊŜǎǘ ƻŦ Ƴȅ ƭƛŦŜΦ 



Any questions or suggestions? 


