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(Good patient experience

Secure
Calm
Predictable

Safe Supported

They helped me feel
calm and safe in a
difficult situation




(GGood patient experience
Is feeling...

Informed

Clear
Understandable
Consistent
Transparent
Easy to follow

| understood what was
happening and what
would happen next



(GGood patient experience

s feeling... Continuity

Familiar staff
Ongoing relationships
Approachability

Continuity o

| didn’t have to keep
telling my story to
new people




(GGood patient experience

s feeling... wolved
ncluded
-Heard
InVOIVEd & Able to influence

Part of decisions

having an
Influence

| felt involved in decisions
about my treatment and
| knew my options




(Good patient experience
s feeling... Seen

Respected
Treated as an individual
Understood

KNown as
a person

The staff really listened
fo what mattered to me




(GGood patient experience

IS feeling... Dignity
Empathy
Kindness
Care

Dlgﬂlty & Compassion
humanity

The staff treated me
like a person, not just
a patient




(GGood patient experience
IS feeling...

Care that Is
coordinated
& organised

Coherent
Coordinated
Joined-up
Efficient
Well-organised
Gentle

They arranged all the
tests on the same day as
the clinic so I didn’t need
to take more days off
work



(GGood patient experiences
happen when patients feel...

Safe

Supported



What can we learn from
the nominations?

V4 Multiple 5

Healthcare Initiatives Areas of
Specialities Implemented Learning




1

»

Listening to
patients as
stories, not data

Patient stories used for improvement

Human lived experiences are one of the
most Important tools for organisational
Improvement

Pati ent Oseedsandlifevi du al
situation as a starting point for care

Many nominations used interventions that
emphasised the importance of listening to a
patiento0s story



Gorau adnabod,
d'adnabod dy hun

The best knowledge
IS to know yourself

Many patientos | us:
make sense of their story




nNWhat vyou

know will harm the

W - patiento

Morten Sodemann

Nl nteri or with youn:
t he backo Vil hel m H



The Writing Cafe

Patients can attend a Writing Cafe
run with a recovery mentor and an
author

A a mental breathing space

A a moment to reconnect with
themselves beyond illness

Aunder standing |
whole story

A restoring identity & meaning




2 Reducing
uncertainty

Many initiatives focused on helping
patients understand what is happening,
why 1 tos happening,

Sufficient, clear, coherent & timely
Information tailored to the patient

Information is not merely received by
patient, but understood




