
Patient-Centred Services
Celebration Event

Summary of our achievements and successes



Background
Guy’s & St Thomas’ Hospitals Breast Service
13 patients and 25 staff interviewed – DVD of patient interviews 

produced
4 priorities for improvement work identified at joint patient-staff event:

day surgery, communication, appointments, end of treatment

King’s College Hospital Breast Service
10 patients and 12 staff interviewed – DVD of patient interviews 

produced
3 priorities for improvement work identified at joint patient-staff event:

information about side effects, inpatient care, information about 
diagnosis



The power of the patient films

When the films of patient interviews are shown they 
have a significant effect on staff:

‘a very effective, powerful reminder of why we are doing what we 
do.’

‘very useful – I gained a better understanding of issues outside of 
the service.’

‘very moving, a vivid reminder of the patient’s experience.’

‘what a resoundingly powerful look into individuals’ lives and 
experiences with breast cancer.’



Achievements in day surgery

Patients felt they spent a lot of time waiting separately from their 
loved ones. Once undressed, patients were moved to gender-
specific waiting areas. Staff now ensure that this move happens 
as close as possible to the time of surgery. 

The relationship between day surgery nursing staff and the 
surgeons has been enhanced through meeting and discussing 
issues with patients. Better communication has contributed to 
reducing the amount of time patients now wait without their loved 
ones.

Consultations between patients and surgeons now take place in a 
dedicated room affording patients privacy and dignity, rather than 
the changing areas in which this was happening. 



Further successes in day surgery

Information between pre-assessment nurses and operating 
surgeons and the process for arranging post-operative 
appointments were reviewed. Appointment times are now 
agreed with patients before they have their surgery. 

Patient insights were used plan the patient pathway in the 
most straightforward order, including the best time for 
patients to receive information about post-surgery exercises.



Better people skills

All administrative staff now get customer care training

Health care assistants’ interpersonal skills are assessed prior to 
recruitment

Clinic-related issues

Clinics have been reviewed to reduce patient waiting times

Patients are now regularly updated about any waits in clinic

Achievements in communications



Keeping patients informed

- Letters have clearer information

- Clerical office staffed 9-5pm for telephone enquiries 

- All new referrals logged and assigned to an individual

- All newly diagnosed patients are given the date of their surgery on 
day of results

complaints

Information
- All information for breast patients reviewed and updated
- Information prescription now given to newly diagnosed patients and 
managed through Dimbleby Cancer Care

Further successes in communications



Achievements in information about side effects 

Staff and patients discussed the information available to 
patients. All agreed that the information from charities 
such as Macmillan is excellent and there is no need to 
replicate it with local trust information.

There was a need for practical information about  coming 
to the chemotherapy unit. This information is currently 
given verbally to patients and there are plans to produce 
a leaflet.

A new information centre for cancer patients has recently 
opened. The centre manager gained some insights about 
how it might be best utilised through discussions with 
patients.



Improving inpatient experience 

• Inpatient experience was an issue raised on the patient 
film.

• At the time of the co-design working groups the staff on the 
wards were facing many organisational changes and 
challenges.

• The patient films were shown to and shared with staff on 
wards.

• Anecdotal evidence from both staff and a patient indicates 
that there have been improvements since the time of the 
patients’ experiences:

‘I had some surgery recently, and there 
was evidence that of a lot of the aims 
for improvements raised in the 
groups was in place. It was such a 
different experience to those I have had 
previously.’



What patients and staff thought of co-design 

‘I found it tough at times, but I do feel that there have 
been improvements, it has felt productive and I have 
been glad to be part of that.’

‘I can see there are practical and funding issues. It would 
be great if this model was used to kick start a process 
and then ways of adapting it to focus on a smaller scale 
could be found.’

‘This time the patients are the ones who are the main 
characters. This is for them, not us, which is actually 
very rare. But they are the reason why we are here.’



Other achievements

• We are now repeating this approach with patients 
and staff in other services

• A patient reference group has been set up to 
influence the design and use of a new building

• Other organisations are interested in learning 
more about this approach from our experience



But for now a great big

to all those patients and staff involved….
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