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Executive Summary
the best care, in the right place
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Aim

.......is to provide information about 
the quality of our services compared 
with other trusts and accessed by the 
public

“I appreciate the speed of which I was seen from the doctors to the clinic at a time to suit my job”



• To describe how we will monitor progress
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The Quality
Account will:

• Be Included in the Annual Report 
and Accounts and published by end 
of June 2014

• Be publicly available on the NHS 
Choices website and the trust website 
at the end of June 2014

• Include third party commentary

“I cannot speak highly enough regarding the staff and the speed at which I was attended to”



Quality
Governance

Measure for 
Improvement

Training and
Development

Patient
and Family
Involvement



Quality Account

2013/14

Our Clinical 
Strategy

• Vision
    - to deliver the best care in the right place 

• Integrated Partnerships
    - Connecting Care

    - Caring Together

• Sustainable Services - Clinically Led • Sustainable Services - Clinically Led 
/ Management Partnered
• Highly skilled and flexible workforce 
• Quality Standards 
• Learning Culture 

“The compassion, diligence and total perseverance of staff to provide long-term care is clear”



Family and friends test 
launched for maternity 
patients
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• Friends & Family Test (FFT) - Q4
- Net Promoter score of 66.7 (better than average);           - Inpatient response rate 31% (target >20%)
- A&E response rate 21.6% (target 15%);                            - Maternity = 47.4% (target 15%)
- Themes for improvement - noise at night in acute wards, TV access & cost, evening menu

• Dementia Care - investment in environment, achieved dementia training

• CQUIN, Monthly feedback from carers, Ward 9 voted ‘team of the year’ by patients in annual staff awards

•• Complaints relating to communication on clinical care x29 (trajectory of 69 for 13/14)

• Cancer survey - ECT ranked 2nd out of 155 trust nationally for patient experience

• CQC Inpatient survey - Trust rated as ‘Performing”

• 95% emergency care standard achieved

• 18 weeks RTT achieved (3/4 due to agreed plan to fail) 



• Enabled end-of-life in preferred place of care for 87% of patients

• Awarded National Quality Mark project for Elder-Friendly hospital wards
in Aston and Langley units

• AQUA project intermediate care to improve frail elderly pathway

• Innovative, home intravenous therapy service - 
community heart failure pathway

• Autism - • Autism - Award winning practice development

• CNST Level 3 Maternity Services 
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2014/15 
quality 
priorities

• Friends and Family Test (FFT) - Continue to develop 
the FFT survey process for both patients and staff.  

• ‘Always event’ - To ensure that specific actions in 
relation to safe discharge always happen.

• Outpatients - To improve the process for managing 
outpatient appointments

To improve the patient experience 

“Confidentiality when checking in.....could be improved”
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2014/15 
quality 
priorities

• Dementia- To ensure patients are appropriately 
assessed investigated and referred onto appropriate 
services.   

• Proactive care for patients with long-term 
conditions - To support improved management of 
patients with long-term conditions to be managed 
within a community care setting 

To improve clinical effectiveness 

“Discharge arrangement could be made clearer, in plenty time, before it is due to happen.”
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2014/15 
quality 
priorities

• Reduction in avoidable pressure ulcers 
 
• Implementation of the transparency project – 

  ‘Open and Honest Care’

• Become mo• Become more transparent and consistent in 
publishing safety, experience and improvement data, 
with the overall aim of improving care, practice and 
culture

“I don’t think the side effects are highlighted enough. Treatment often feels like it’s a one size fits all....”

To reduce patient harm 



“I couldn’t have been more impressed with the compassion and care shown by the staff ”
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How will 
we monitor 
our progress? 

• Monthly 
    - Quality Schedule and Contract Monitoring 
    - Safety, Quality and Standards Committee
    - Patient stories and feedback from surveys

• Daily via our integrated risk 
management process
• Internal and External Audit• Internal and External Audit
• External inspections and reviews
• Internal peer reviews
• Compliance against essential quality 
performance standards and CQUIN



(CQC)


