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Aiken, Linda 
Sermeus, Walter 
Patient safety, satisfaction, and quality of hospital care : cross sectional surveys of nurses 
and patients in 12 countries in Europe and the United States. 
BMJ 2012; 344 (7851): 20 (7 April 2012) 
This is a summary of a paper that was published on bmj.com as BMJ 2012;344:e1717 
OBJECTIVE: To determine whether hospitals with a good organisation of care (such as improved 
nurse staffing and work environments) can affect patient care and nurse workforce stability in 
European countries. DESIGN: Cross sectional surveys of patients and nurses. SETTING: Nurses were 
surveyed in general acute care hospitals (488 in 12 European countries; 617 in the United States); 
patients were surveyed in 210 European hospitals and 430 US hospitals. PARTICIPANTS: 33 659 
nurses and 11 318 patients in Europe; 27 509 nurses and more than 120 000 patients in the US. 
MAIN OUTCOME MEASURES: Nurse outcomes (hospital staffing, work environments, burnout, 
dissatisfaction, intention to leave job in the next year, patient safety, quality of care), patient 
outcomes (satisfaction overall and with nursing care, willingness to recommend hospitals). 
RESULTS: The percentage of nurses reporting poor or fair quality of patient care varied substantially 
by country (from 11 per cent (Ireland) to 47 per cent (Greece)), as did rates for nurses who gave 
their hospital a poor or failing safety grade (4 per cent (Switzerland) to 18 per cent (Poland)). We 
found high rates of nurse burnout (10 per cent (Netherlands) to 78 per cent (Greece)), job 
dissatisfaction (11 per cent (Netherlands) to 56 per cent (Greece)), and intention to leave (14 per 
cent (US) to 49 per cent (Finland, Greece)). Patients’ high ratings of their hospitals also varied 
considerably (35 per cent (Spain) to 61 per cent (Finland, Ireland)), as did rates of patients willing 
to recommend their hospital (53 per cent (Greece) to 78 per cent (Switzerland)). Improved work 
environments and reduced ratios of patients to nurses were associated with increased care quality 
and patient satisfaction. In European hospitals, after adjusting for hospital and nurse characteristics, 
nurses with better work environments were half as likely to report poor or fair care quality (adjusted 
odds ratio 0.56, 95 per cent confidence interval 0.51 to 0.61) and give their hospitals poor or failing 
grades on patient safety (0.50, 0.44 to 0.56). Each additional patient per nurse increased the odds 
of nurses reporting poor or fair quality care (1.11, 1.07 to 1.15) and poor or failing safety grades 
(1.10, 1.05 to 1.16). Patients in hospitals with better work environments were more likely to rate 
their hospital highly (1.16, 1.03 to 1.32) and recommend their hospitals (1.20, 1.05 to 1.37), 
whereas those with higher ratios of patients to nurses were less likely to rate them highly (0.94, 
0.91 to 0.97) or recommend them (0.95, 0.91 to 0.98). Results were similar in the US. Nurses and 
patients agreed on which hospitals provided good care and could be recommended. CONCLUSIONS: 
Deficits in hospital care quality were common in all countries. Improvement of hospital work 
environments might be a relatively low cost strategy to improve safety and quality in hospital care 
and to increase patient satisfaction. [Abstract] 
http://www.bmj.com/content/344/bmj.e1717  
 
O'Flynn, Norma 
Staniszewska, Sophie 
Improving the experience of care for people using NHS services : summary of NICE 
guidance. 
BMJ 2012; 344 (7851): 41-45 (7 April 2012) 
This article summarises the most recent recommendations from the National Institute for Health and 
Clinical Excellence (N.I.C.E.) on improving patients’ general experiences of NHS care - ‘Patient 
experience in adult NHS services : improving the experience of care for people using adult NHS 
services’. The recommendations are for all settings and all who use adult NHS services and cover 
mainly the interactions between healthcare staff and patients, and aspects of organisation. 
[Introduction] 
Patient experience in adult NHS services : improving the experience of care for people using adult 
NHS services [Clinical guideline 138]:  
http://www.nice.org.uk/nicemedia/live/13668/58284/58284.pdf 
 
Moore, Alison 
Blackpool sees the start of the revolution.  
Nursing Standard 2012; 26 (32): 20-21 (11 April 2012) 
Blackpool Teaching Hospital NHS Foundation Trust has embarked on a major project to examine 
every aspect of the patient experience, from the quality of nursing care to how easily patients can 
find their way around the hospital. Clinical staff and managers hope to make a big difference by 
getting ‘many little things’ right. This means understanding the emotional ‘crunch points’ that matter 
to patients. [Summary] 
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Snow, Tamsin 
Higher-performing trusts employ more nurses than low performers. 
Nursing Standard 2012; 26 (31): 12-13 (4 April 2012) 
Independent research [carried out by independent analyst and researcher, Keith Hurst] exclusive to 
Nursing Standard confirms the link between care quality and staffing levels. Tamsin Snow reports. 
[Introduction] 
 
Goodrich, Joanna 
Supporting hospital staff to provide compassionate care : do Schwartz Center Rounds 
work in English hospitals? 
Journal of the Royal Society of Medicine 2012; 105 (3): 117-122 (March 2012) 
OBJECTIVE: To assess (1) whether the Schwartz Center Rounds (“Rounds”), a multidisciplinary 
forum which brings together hospital staff to discuss the nonclinical, social and emotional aspects of 
caring for patients, could transfer from the US to a UK setting; and (2) whether UK Rounds would 
achieve a similar positive impact on individuals and teams, and hospital culture. DESIGN: The 
results reported are based on 41 qualitative interviews with context provided by additional 
quantitative research. SETTING: We introduced Rounds at two pilot sites, both NHS hospitals 
providing acute care. PARTICIPANTS: Over the one-year, ten-Rounds pilot period, Rounds were 
attended by 1250 staff across the two sites. We conducted qualitative research into the experiences 
of staff involved in implementing Rounds at the outset and the end of the pilot. MAIN OUTCOME 
MEASURES: Interviewees' assessment of the effects of Rounds on participants, their relationships 
with colleagues, and the wider hospital. RESULTS: The findings show that in the two pilot trusts, 
Rounds are perceived by participants as a source of support and that their benefit may translate into 
benefits for patients and team working; and that Rounds have the potential to effect change in the 
hospital culture. CONCLUSION: Rounds appear to transfer successfully from the US to the UK, and 
there is some evidence that they are having a similarly positive impact, but more research is 
needed. [Summary] 
 
Dix, Greg, et al. 
Engaging staff with intentional rounding. 
Nursing Times 2012; 108 (3): 14-16 (17 January 2012) 
This article describes the introduction of intentional rounding on a busy medical assessment unit and 
how staff engagement and understanding of the process is essential to its successful rollout. Staff’s 
reaction to the implementation is highlighted and the benefits to care delivery discussed. [Abstract] 
 
Buttigieg, Sandra C., et al. 
Well-structured teams and the buffering of hospital employees from stress. 
Health Services Management Research 2011; 24 (4): 203-212 (November 2011) 
Membership in well-structured teams, which show clarity in team and individual goals, meet 
regularly, and recognize diverse skills of their members, is known to reduce stress. This study 
examined how membership of well-structured teams was associated with lower levels of strain, 
when testing a work stressors-to-strains relationship model across the three levels of team 
structure, namely well-structured, poorly structured (do not fulfill all the criteria of well-structured 
teams) and no team. The work stressors tested, were quantitative overload and hostile 
environment, whereas strains were measured through job satisfaction and intention to leave job. 
This investigation was carried out on a random sample of 65,142 respondents in acute/specialist 
National Health Service hospitals across the UK. Using multivariate analysis of variance, statistically 
significant differences between means across the three groups of team structure, with mostly 
moderate effect sizes, were found for the study variables. Those in well-structured teams have the 
highest levels of job satisfaction and the least intention to leave job. Multigroup structural equation 
modelling confirmed the model's robustness across the three groups of team structure. Work 
stressors explained 45 per cent, 50 per cent and 65 per cent of the variance of strains for well-
structured, poorly structured and no team membership, respectively. An increase of one standard 
deviation in work stressors, resulted in an increase in 0.67, 0.70 and 0.81 standard deviations in 
strains for well-structured, poorly structured and no team membership, respectively. This 
investigation is an eye-opener for hospitals to work towards achieving well-structured teams, as this 
study shows weaker stressor-to-strain relationships for members of these teams. [Abstract] 
 



Luxford, Karen, et al. 
Promoting patient-centered care : a qualitative study of facilitators and barriers in 
healthcare organizations with a reputation for improving the patient experience. 
International Journal for Quality in Health Care 2011; 23 (5): 510-515 (October 2011) 
OBJECTIVE: To investigate organizational facilitators and barriers to patient-centered care in US 
health care institutions renowned for improving the patient care experience. DESIGN: A qualitative 
study involving interviews of senior staff and patient representatives. Semi-structured interviews 
focused on organizational processes, senior leadership, work environment, measurement and 
feedback mechanisms, patient engagement and information technology and access. SETTING: Eight 
health care organizations across the USA with a reputation for successfully promoting patient-
centered care. PARTICIPANTS: Forty individuals, including chief executives, quality directors, chief 
medical officers, administrative directors and patient committee representatives. RESULTS: 
Interviewees reported that several organizational attributes and processes are key facilitators for 
making care more patient-centered: (i) strong, committed senior leadership, (ii) clear 
communication of strategic vision, (iii) active engagement of patient and families throughout the 
institution, (iv) sustained focus on staff satisfaction, (v) active measurement and feedback reporting 
of patient experiences, (vi) adequate resourcing of care delivery redesign, (vii) staff capacity 
building, (viii) accountability and incentives and (ix) a culture strongly supportive of change and 
learning. Interviewees reported that changing the organizational culture from a ‘provider-focus’ to a 
‘patient-focus’ and the length of time it took to transition toward such a focus were the principal 
barriers against transforming delivery for patient-centered care. CONCLUSIONS: Organizations that 
have succeeded in fostering patient-centered care have gone beyond mainstream frameworks for 
quality improvement based on clinical measurement and audit and have adopted a strategic 
organizational approach to patient focus. [Abstract] 
 
Groene, Oliver  
Patient centredness and quality improvement efforts in hospitals : rationale, 
measurement, implementation. 
International Journal for Quality in Health Care 2011; 23 (5): 531-537 (October 2011) 
QUALITY PROBLEM: Patient-centred care is increasingly being acknowledged as an integral part of 
evaluating health care. Yet, from a quality improvement perspective the rationale, measurement 
and implementation of strategies to improve patient-centred care is often subject to debate. 
OBJECTIVE: The aim of this paper is to review why quality improvement efforts should embrace 
patient-centredness, to examine some of the measurement issues and to assess conceptual 
underpinnings that should inform both measurement and actions to improve patient-centred care. 
LESSONS: The causal pathway through which quality improvement affects and/or is associated with 
patient centredness is complex and goes beyond patients' rights and assessing patient views. 
Interventions to improve patient-centred care should reflect on key rationale, measurement strategy 
and underlying theory. [Abstract] 
 
Davis, Carol 
Forum to help staff deal with day-to-day stress. 
Nursing Management 2011; 18 (4): 18-21 (July 2011) 
Schwartz Center rounds were piloted by the King's Fund in 2009 and other hospital trusts have now 
taken up the concept. The rounds provide a forum for staff to discuss social and emotional issues 
surrounding patient care, and lead to changes in the workplace. [Abstract] 
 
Fitzsimons, Beverley, et al. 
The King's Fund 
Intentional rounding : its role in supporting essential care.  
Nursing Times 2011; 107 (27): 18-21 (12 July 2011) 
The King's Fund Point of Care (POC) programme aims to identify and test interventions that can 
improve patients' experiences of care. "Intentional rounding" is one such intervention, which is being 
trialled by some of the teams working with the King's Fund on the POC programme. This article 
explains the principles of intentional rounding and how nurses can use it to ensure patients' 
essential care needs are met. [Abstract]  
 



Bridges, Jackie and Wilkinson, Charlotte 
Achieving dignity for older people with dementia in hospital. 
Nursing Standard 2011; 25 (29): 42-47 (23 March 2011) 
The quality of care for people with dementia in general hospital settings has attracted widespread 
concern. While organisation-wide strategies are needed to address many of the issues, the nursing 
role is critical to articulating and promoting good practice. This article focuses on promoting dignity 
for older people with dementia and offers a number of strategies to help individual nurses and 
nursing teams reflect on and promote good practice. [Abstract] 
 
Cornwell, Jocelyn and Goodrich, Joanna  
The King's Fund 
Challenges for improving patients' experiences of health care. [Editorial]  
Journal of Health Services Research and Policy 2011; 16 (1): 1-2 (January 2011) 
The authors of this editorial discuss the difficulties in improving the patient experience of care and 
tackling shortcomings in patient-centred care. [KJ] 
 
Trebble, Timothy M; Jamso. Mavkupt 
Process mapping the patient journey : an introduction . 
BMJ 2010; 341 (7769): 394-397 (21 August 2010) 
Healthcare process mapping is a new and important form of clinical audit that examines how we 
manage the patient journey, using the patient’s perspective to identify problems and suggest 
improvements. We outline the steps involved in mapping the patient’s journey, as we believe that a 
basic understanding of this versatile and simple technique, and when and how to use it, is valuable 
to clinicians who are developing clinical services. [Introduction] 
 
Nicholson, Caroline, et al. 
Everybody matters 3 : engaging patients and relatives in decision making to promote 
dignity. 
Nursing Times 2010; 106 (22): 10-12 (8 June 2010) 
The Dignity in Care Project (DCP) aims to develop practical interventions to promote dignified care in 
hospitals. It is a nurse led research collaboration between Royal Free Hampstead and Barnet and 
Chase Farm Trusts and City University. Practical interventions devised by the project are presented 
around three key themes. Part 1 of this series explored the first theme, that of “maintaining identity 
- see who I am”, while part 2 explored that of “creating community - connect with me”. This third 
part explores the final theme of “shared decision making - involve me” (Bridges et al, 2009). This 
recognises the importance of engaging patients, family and staff in decisions about care and 
treatment. The article offers a range of interventions to hear the voices of patients, staff and 
relatives, both in the everyday activities of giving and receiving care and organisationally. [Abstract] 
 
Nicholson, Caroline, et al. 
Everybody matters 2 : promoting dignity in acute care through effective communication. 
Nursing Times 2010; 106 (21): 12-14 (1 June 2010) 
The Dignity in Care Project (DCP) aims to deepen understanding and develop practical interventions 
to promote dignified care in hospitals. A key feature is that 'everybody matters' (a project slogan) 
and that promoting and sustaining dignity in acute care requires recognition and support for staff as 
well as for patients and their families. DCP is a nurse led research collaboration with Royal Free 
Hampstead Trust, Barnet and Chase Farm Hospitals Trust and City University. Practical interventions 
devised by the project are presented around three key themes. Part 1 of this series explored the 
first theme, 'maintaining identity: see who I am', and this second part examines the second theme, 
'creating community: connect with me'. This recognises that in the act of caring, nurses receive as 
well as give. Dignified care has a reciprocity where both carer and patient/family give and receive, 
rather than simply involving a list of practical tasks done to someone. The third and final part looks 
at 'shared decision making: involve me' (Bridges et al, 2009). [Abstract] 
 



Nicholson, Caroline 
Everybody matters 1 : how getting to know your patients helps to promote dignified care. 
Nursing Times 2010; 106 (20): 12-14 (25 May 2010) 
The Dignity in Care Project aims to develop practical interventions to promote dignified care in 
hospitals, embedded in the project slogan: “Everybody matters: sustaining dignity in care”. It is a 
nurse led research collaboration with Royal Free Hampstead and Barnet and Chase Farm Hospitals 
Trusts and City University. Practical interventions devised by the project are presented around three 
key themes that emerged from the views of older people and their relatives (Bridges et al, 2010; 
2009). The first theme of “maintaining identity - see who I am” focuses on knowing about people, 
while the second of “creating community - connect with me” recognises that in the act of caring, 
nurses receive as well as give. The last theme of “shared decision making - involve me” looks at how 
decisions about care are made. This first article in a three part series summarises the project and 
focuses on the first theme. It reports on practical initiatives to enhance dignity in hospitals by 
enabling nurses and patients/carers to know and value each other as people. [Abstract] 
 
Dawood, Mary and Gallini, Andrew 
Using discovery interviews to understand the patient experience. 
Nursing Management (UK) 2010; 17 (1): 26-31 (April 2010) 
Ensuring and maintaining patients' dignity have been defining attributes of good nursing for the past 
150 years and should be quality indicators by which nurses can measure their performance. In 
recent years, however, the demands for health care, rising life expectancy, and the speed of medical 
advances may have hindered nurses from ensuring privacy and dignity. In some cases, this has led 
to poor experiences for patients and there have been calls for a renewed focus on these attributes. 
This article reports the results of a study in which 'discovery interviews' were undertaken to examine 
patients' experiences of dignity in care. It also describes some changes in practice that were made 
in response to the findings. [Abstract] 
 
Reay, Naomi 
How to measure patient experience and outcomes to demonstrate quality in care. 
Nursing Times 2010; 106 (7): 12-14 (23 February 2010) 
Patients’ views on their care are an essential component in assessing quality of healthcare. A range 
of quality measures can be used, including patient reported experience measures and patient 
reported outcome measures. This one-part unit examines how to use questionnaires and other 
methods to measure both patients’ experiences and outcomes of care. 2 figs. 15 refs. [Abstract] 
 
Cornwell, Jocelyn 
The King's Fund 
Supporting staff to deliver compassionate care using Schwartz Centre rounds - a UK pilot. 
Nursing Times 2010; 106 (5): 10-12 (9 February 2010) 
It is essential for staff to feel supported in their jobs if they are to continuously provide high quality 
compassionate care to patients. One way of supporting staff, of showing them their health and 
wellbeing matter, is to offer them opportunities for compassionate dialogue about their experiences 
of delivering care – its rewards, frustrations and challenges – and their resulting thoughts and 
feelings. One such forum for these conversations is the multidisciplinary Schwartz Center rounds, 
now being piloted in two UK trusts with the support of the Boston based Kenneth B. Schwartz Center 
and The King’s Fund’s Point of Care programme. Here we describe the history of the rounds, explore 
what makes their format unique and so powerful and report initial observations from the piloting 
phase in the UK. 5 refs. [Abstract] 
 
Robertson, Ivan and Flint-Taylor, Jill 
Wellbeing in healthcare organisations : key issues 
British Journal of Healthcare Management 2010; 16 (1): 18-25 (January 2010) 
There is a growing level of interest and activity in the wellbeing of staff in healthcare organisations 
in the UK. This interest is both stimulated and supported by a body of literature ranging from the 
NHS Health and Wellbeing Review (Boorman, 2009), to international scientific studies linking 
wellbeing with organisational performance. Also relevant is the practical experience of healthcare 
organisations that have begun to adopt a more strategic approach to staff wellbeing. By combining a 
study of these sources with the authors' own experiences of the practical application of wellbeing 
interventions, both within and outside the health sector, three main themes were identified: the 
importance of psychological wellbeing; the importance of identifying and tracking measurable 
benefits; and the role of management and leadership, and the need for a strategic approach. These 
themes are explained and discussed with reference to key research articles, the latest national 
reports, and examples of strategic work being carried out in this area by NHS trusts. 2 figs. 31 refs. 
[Abstract] 



Raleigh, Veena S., et al. 
Do associations between staff and inpatient feedback have the potential for improving 
patient experience? : an analysis of surveys in NHS acute trusts in England. 
Quality and Safety in Health Care 2009; 18 (5): 347-354 (October 2009) 
OBJECTIVE: To examine whether staff feedback on quality, safety and workforce issues is reflected 
in patient-reported experience. SETTING: 166 NHS acute trusts in England. PARTICIPANTS: 
Respondents to the 2006 surveys of adult inpatients and staff in 166 NHS acute trusts in England. 
METHODS: Multiple linear regression was used to model the relationship between responses by 
‘‘frontline’’ staff and inpatients at trust level. Staff survey items were the explanatory variables and 
inpatient responses the dependent variables. Adjustments were made for location (London and non-
London) and trust type. RESULTS: 69 500 staff and 81 000 patients responded to the surveys. 
There were several significant associations between staff and patients’ responses, including that 
staff availability of hand-washing materials was positively associated with patient feedback on 
cleanliness and hand washing by doctors/nurses (p<0.00). It was a significant predictor of patient 
experience also in several other models. Other significant predictors of patient experience were 
managerial support, witnessing and reporting of errors (positively associated with patient 
experience), working extra hours and stress (negatively associated). London trusts performed worse 
on patient experience than trusts outside London and specialist trusts performed better than other 
acute trusts. CONCLUSIONS: Staff feedback was associated with patient-reported experience. 
Positive staff feedback on availability of hand-washing materials was broadly reflective of positive 
patient experience. Negative staff experience was reflected in poorer patient experience and vice 
versa. Although we cannot demonstrate causality, the consistent direction of the findings is 
indicative of it. Management boards of trusts and clinicians and other staff should monitor and act 
on the results of their staff surveys. This has the potential for improving quality, safety and patient 
experience. 6 tables 15 refs. [Abstract] 
 
Sweeney, Kieran, et al. 
A patient's journey : mesothelioma. 
BMJ 2009; 339 (7719): 511-512 (29 August 2009) 
Professor Kieran Sweeney was diagnosed with malignant mesothelioma at age 57. he describes here 
his thoughts on his interactions with the health professionals who care for him. [Abstract] 
 
Morton, A. and Cornwell, J. 
What's the difference between a hospital and a bottling factory? 
BMJ 2009; 339 (7718): 428-430 (22 August 2009) 
Efficient processes are essential to good and cost effective care. But health services needs to look 
beyond manufacturing for models, argue A. Morton and J. Cornwell. 22 refs. [Introduction] 
 
Cornwell, Jocelyn and Goodrich, Joanna 
Exploring how to measure patients' experience of care in hospital to improve services. 
Nursing Times 2009; 105 (29): 12-15 (28 July 2009) 
With the new requirement that patients' experience of care be measured as part of the drive to 
improve quality across the NHS, acute trusts face the challenge of choosing from a potentially 
dizzying array of options for carrying this out. The Point of Care programme, which aims to improve 
patients' experience of care in hospital and help staff to deliver the quality of care they would want 
for themselves and their own families, here explores its thinking on the topic. Although many 
questions remain, we conclude that the most effective approach is likely to be one that incorporates 
both quantitative and qualitative information to give a more complete picture of the care pathway in 
individual trusts. We encourage trusts - and in particular individuals responsible for and/or who want 
to improve patients' experience - to draw on the range of measures to develop strategies that are 
most appropriate for their individual settings and needs. 13 refs. [Abstract] 
 



Cornwell, Jocelyn 
Exploring how to improve patients' experience in hospital at both national and local 
levels. 
Nursing Times 2009; 105 (26): 12-15 (7 July 2009) 
At The King's Fund's Point of Care programme, we wanted to know what kinds of intervention were 
more likely to achieve positive results and why. Where should staff and hospital senior leaders with 
an interest in improving patients' experience focus their effort? On the frontline, with staff in direct 
contact with patients? On the board, with the non-executive and executive directors? Or in the 
middle, with matrons and business managers? Who is best placed to lead the improvement efforts? 
And what kinds of support do those people need to be effective? Before we could answer these 
questions, we needed to frame the factors that shaped patients' experience in hospital and to review 
the lessons from the limited research available on interventions designed to improve patients' 
experiences. 1 fig. 3 tables 18 refs. [Abstract] 
 
Baron, Sue 
Evaluating the patient journey approach to ensure health care is centred on patients. 
Nursing Times 2009; 105 (22): 20-21 (9 June 2009) 
BACKGROUND: In order to become more patient focused, the City Hospitals Sunderland NHS 
Foundation Trust developed the 'patient journey' approach, which was a 'comprehensive practice 
development/service improvement' model. AIM: For an 'outsider' (a newly qualified nurse with 
personal experiences as a patient) to implement a new patient journey in an unrelated hospital 
trust, to enable an impartial and independent evaluation of the model. METHOD: This was an action-
research study, with data collected through a variety of sources such as matrix sampling, project 
team meetings, mapping and semi-structured qualitative interviews. RESULTS: Participants spoke 
extremely highly of the care received, while interviews revealed more insightful and sometimes 
distressing information. A number of changes to service delivery were made as a results, including 
the introduction of a dedicated telephone line giving patients direct contact with the vascular nurse 
practitioner. DISCUSSION: The most notable attributes of the patient journey approach are: giving 
patients a 'voice'; enhancing collaborative multidisciplinary teamwork; shared ownership and 
decision-making; providing evidence to substantiate change; and achieving results. CONCLUSION: 
The City Hospitals Sunderland patient journey approach is an effective, patient-centred, 
collaborative service improvement model. 16 refs. [Abstract] 
 
Goodrich, Joanna 
Exploring the wide range of terminology used to describe care that is patient-centred. 
Nursing Times 2009; 105 (20): 14-17 (26 May 2009) 
BACKGROUND: During the planning phase of The King's Fund's The Point of Care programme, we 
undertook a literature review, starting with the term 'patient-centred care'. We soon discovered the 
term not only had different meanings for different people but also that there were many related 
phrases with specific connotations in various professional contexts. When looking at the terminology 
that policymakers use, it seems that different terms - variations on 'patient-centred care' - have 
been favoured over the years. AIM AND METHOD: We decided to carry out our own research to see 
what language staff working in hospitals preferred to use when describing their care of patients. We 
collected data using focus groups and paired and single in-depth interviews. RESULTS: It seemed 
the language hospital workers preferred to use was different again, and that staff (some groups 
more than others) did not like much of the language that academics and policymakers use. 
CONCLUSION: It is important when working in a hospital context to use language that staff prefer. 
16 refs. [Abstract] 
 
Cornwell, Jocelyn and Goodrich, Joanna  
Exploring how to ensure compassionate care in hospital to improve patient experience.  
Nursing Times 2009; 105 (15): 14-16 (21 April 2009)  
This article is the first in a series by the King’s Fund Point of Care programme looking at practical 
interventions to improve patients’ experiences of care. It discusses what compassion means, what 
might prevent consistent compassionate care and what practical changes could ensure compassion. 
16 refs. [Abstract]  
 
Kahn, Michael W. 
Etiquette-based medicine. 
New England Journal of Medicine 2008; 358 (19): 1988-1989 (8 May 2008) 
The author argues that medical training should put emphasis on “etiquette-based medicine” to 
improve doctors’ communication skills, and develop checklists of doctor etiquette for talking to 
patients. 1 ref. [KJ] 
http://content.nejm.org/cgi/reprint/358/19/1988.pdf  

http://content.nejm.org/cgi/reprint/358/19/1988.pdf�


Berwick, Donald M.  
The science of improvement. 
Journal of the American Medical Association 2008; 299 (10): 1182-1184 (12 March 2008) 
To help accelerate the improvement of systems of care and practice, the author suggests four 
changes in the current approach to evidence in healthcare: embrace a wider range of scientific 
methodologies; reconsider thresholds for action on evidence; rethink views about trust and bias; 
and be careful about mood, affect, and civility in evaluations. 20 refs. [KJ] 
 
Brindle, David 
Star turn helps bring an end to negativity. 
Guardian - Society 2008; (30 January 2008) 
This Guardian Society news story describes Star Wards, a project which works with mental health 
trusts to enhance mental health inpatients’ daily experiences and treatment outcomes. [KJ] 
http://www.guardian.co.uk/society/2008/jan/30/mentalhealth 
 
Baillie, Lesley  
The impact of staff behaviour on patient dignity in hospitals.  
Nursing Times 2007; 103 (34): 30-31 (21 August 2007)  
This article discusses the effect of staff behaviour on patient dignity and reports on a multi-method 
case study investigating this issue. Qualitative data was collected via interviews with patients and 
staff, participant observation and document examination. The results indicate that patient dignity is 
promoted when staff provide privacy and use interactions that help patients feel comfortable, in 
control and valued. Individual staff behaviour has a major impact on whether threats to patient 
dignity actually lead to its loss. 5 refs. [Abstract] 
 
Chochinov, Harvey  
Dignity and the essence of medicine : the A, B, C and D of dignity conserving care.  
BMJ 2007; 335 (7612): 108-109 (28 July 2007)  
Healthcare providers have a profound influence on how patients experience illness and on their 
sense of dignity. Dignity conserving care has an important effect on the experience of patienthood. 
The A, B, C and D of dignity conserving care - attitude, behaviour, compassion and dialogue - 
provide a framework to guide healthcare practitioners towards maintaining patients' dignity. This 
framework can be applied to teaching, clinical practice, and standards at undergraduate and 
postgraduate levels and across all medical subspecialties, multidisciplinary teams and allied health 
professionals. 27 refs. [Summary] 
http://www.bmj.com/cgi/reprint/335/7612/184 
 
Janner, Marion  
Star Wards.  
Openmind 2007; (144): 18-19 (March/April 2007)  
Marion Janner has set up Star Wards, a project that promotes simple, low-cost ways of transforming 
acute wards. She explains how Star Wards is now boosting the morale of staff who have the most 
contact with patients - the healthcare assistants. 5 refs. [Introduction] 
 
Paul Bate and Glenn Robert 
Experience-based design : from redesigning the system around the patient to co-
designing services with the patient. 
Quality and Safety in Health Care 2006; 15 (5): 307-310 (October 2006)  
Involving patients in service improvement and listening and responding to what they say has played 
a key part in the redesign of healthcare processes over the past five years and more. Patients and 
users have attended stakeholder events, participated in discovery interviews, completed surveys, 
mapped healthcare processes and even designed new hospitals with healthcare staff. However, to 
date efforts have not necessarily focused on the patient’s experience, beyond asking what was good 
and what was not. Questions were not asked to find out details of what the experience was or 
should be like (“experience” being different from “attitudes”) and the information then 
systematically used to co-design services with patients. Knowledge of the experience, held only by 
the patient, is unique and precious. In this paper, attention is drawn to the burgeoning discipline of 
the design sciences and experience-based design, in which the traditional view of the user as a 
passive recipient of a product or service has begun to give way to the new view of users as integral 
to the improvement and innovation process. 2 figs. 17 refs. [Abstract] 
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Sanghavi, Darshak M.  
What makes a compassionate patient-caregiver relationship?  
Joint Commission Journal on Quality and Patient Safety 2006; 32 (5): 283-291 (May 2006)  
BACKGROUND: During Summer 2005, the Kenneth B. Schwartz Center asked hospitals to hold 
rounds to discuss the topic, "What Makes for a Compassionate Patient-Caregiver Relationship?" 
Review of questionnaires and transcripts of the rounds held at 54 hospitals in 21 states yielded three 
major categories: communication, common ground, and respect for individuality. COMMUNICATION: 
Suggestions to improve compassionate care often focused on style and content. Rounds attendees 
felt that compassionate care also depends on imparting medical facts in a clear and useful manner 
to patients - often difficult for complex medical issues. COMMON GROUND: Compassionate care 
depends on showing empathy for a patient's illness experience no matter what his or her 
background. Rounds participants felt that caregivers could make a conscious choice to care deeply 
for patients. Sharing personal information with patients and admitting mistakes were key methods 
for identifying common ground. TREATING THE PATIENT AS AN INDIVIDUAL: Compassionate care 
requires striking an individualized balance between providing guidance and allowing autonomy to 
achieve shared consensus, especially with complex information. A PRESCRIPTION FOR CHANGE: 
Most interventions target students yet do not continually reinforce compassion. Advocates for 
compassionate care should instead treat lack of compassion not as an acute trauma but as a chronic 
condition requiring a lifetime of continuous support, regular guidance, repeated reinforcement, 
specific targeted outcomes, and more innovative care programs. 42 refs. [Abstract] 
 
Greenhalgh, T., et al. 
Narrative methods in quality improvement research.  
Quality and Safety in Health Care 2005; 14 (6): 443-449 (December 2005)  
This paper reviews and critiques the different approaches to the use of narrative in quality 
improvement research. The defining characteristics of narrative are chronology (unfolding over 
time); emplotment (the literary juxtaposing of actions and events in an implicitly causal sequence); 
trouble (that is, harm or the risk of harm); and embeddedness (the personal story nests within a 
particular social, historical and organisational context). Stories are about purposeful action unfolding 
in the face of trouble and, as such, have much to offer quality improvement researchers. But the 
quality improvement report (a story about efforts to implement change), which is common, must be 
distinguished carefully from narrative based quality improvement research (focused systematic 
enquiry that uses narrative methods to generate new knowledge), which is currently none. We 
distinguish four approaches to the use of narrative in quality improvement research - narrative 
interview; naturalistic story gathering; organisational case study; and collective sense-making - and 
offer a rationale, describe how data can be collected and analysed, and discuss the strengths and 
limitations of each using examples from the quality improvement literature. Narrative research 
raises epistemological questions about the nature of narrative truth (characterised by sense-making 
and emotional impact rather than scientific objectivity), which has implications for how rigour should 
be defined (and how it might be achieved) in this type of research. We offer some provisional 
guidance for distinguishing high quality narrative research in a quality improvement setting from 
other forms of narrative account such as report, anecdote, and journalism. 1 table 49 refs. 
[Abstract] 
 
Greenhalgh, Trisha, et al.  
Diffusion of innovations in service organizations : systematic review and 
recommendations.  
Milbank Quarterly 2004; 82 (4): 581-629  
This article summarizes an extensive literature review addressing the question, How can we spread 
and sustain innovations in health service delivery and organization? It considers both content 
(defining and measuring the diffusion of innovation in organizations) and process (reviewing the 
literature in a systematic and reproducible way). This article discusses (1) a parsimonious and 
evidence-based model for considering the diffusion of innovations in health service organizations, 
(2) clear knowledge gaps where further research should be focused, and (3) a robust and 
transferable methodology for systematically reviewing health service policy and management. Both 
the model and the method should be tested more widely in a range of contexts. 3 figs. 2 tables 107 
refs. [Abstract] 
 



Berry, Leonard L. and Bendapudi, Neeli 
Clueing in customers. 
Harvard Business Review 2003; 81 (2): 100-106 (February 2003)  
When customers lack the expertise to judge a company's offerings, they naturally turn detective, 
scrutinizing people, facilities, and processes for evidence of quality. The Mayo Clinic understands this 
and carefully manages that evidence to convey a simple, consistent message: The needs of the 
patient come first. From the way it hires and trains employees to the way it designs its facilities and 
approaches its care, the Mayo Clinic provides patients and their families concrete evidence of its 
strengths and values--an approach that has allowed it to build what is arguably the most powerful 
brand in health care. Marketing professors Leonard Berry and Neeli Bendapudi conducted a five-
month study of evidence management at the Mayo Clinic. Their experiences led them to identify 
best practices applicable to just about any company, in particular those that sell intangible or 
technically complex products. Essentially, the authors say, companies need to determine what story 
they want to tell, then ensure that their employees and facilities consistently show customers 
evidence of that story. At Mayo, the evidence falls into three categories: people, collaboration, and 
tangibles. The way in which Mayo manages evidence to communicate its message is an example to 
be followed. [Summary] 
 
West, Michael and Johnson, Rebecca 
A matter of life and death. 
People Management 2002; 8 (4): 30-36 (21 February 2002) 
On 17 January [2002], the government announced the publication of performance league tables on 
hospital consultants so patients can judge which hospitals are the safest for treatment. Our research 
suggests that patients looking for the best chance of a cure would benefit just as much from league 
tables on the performance of HR directors, showing which HR practices they have implemented and 
whether they are members of the hospital board. In a study of 61 hospitals in England, we found 
strong associations between HR practices and patient mortality. As reported in People Management, 
(11 Oct 2001 and 8 Nov 2001), the extent and sophistication of appraisal systems in hospitals was 
closely related to lower mortality rates, but there were also links with the quality and sophistication 
of training and the number of staff trained to work in teams. 1 table 5 refs. [Introduction] 
 
Mead, Nicola and Bower, Peter  
Patient-centredness : a conceptual framework and review of the empirical literature.  
Social Science and Medicine 2000; 51 (7): 1087-1110 (October 2000)  
A 'patient-centred' approach is increasingly regarded as crucial for the delivery of high quality care 
by doctors. However, there is considerable ambiguity concerning the exact meaning of the term and 
the optimum method of measuring the process and outcomes of patient-centred care. This paper 
reviews the conceptual and empirical literature in order to develop a model of the various aspects of 
the doctor-patient relationship encompassed by the concept of 'patient-centredness' and to assess 
the advantages and disadvantages of alternative methods of measurement. Five conceptual 
dimensions are identified: biopsychosocial perspective; 'patient-as-person'; sharing power and 
responsibility; therapeutic alliance; and 'doctor-as-person'. Two main approaches to measurement 
are evaluated: self-report instruments and external observation methods. A number of 
recommendations concerning the measurement of patient-centredness are made. 1 fig. 4 tables 123 
refs. [Abstract] 
 
Borrill, Carol, et al.  
Team working and effectiveness in health care.  
British Journal of Health Care Management 2000; 6 (8): 364-371 (August 2000)  
With the arrival of the National Plan, this timely paper presents preliminary findings from a major 
survey of multidisciplinary team working and effectiveness. The three-year study covered primary, 
secondary and community health care teams. 9 figs. 29 refs. [Introduction] 
 



Stewart, Moira A.  
Effective physician-patient communication and health outcomes : a review.  
Canadian Medical Association Journal 1995; 152 (9): 1423-1433 (1 May 1995)  
OBJECTIVE: To ascertain whether the quality of physician-patient communication makes a 
significant difference to patient health outcomes. DATA SOURCES: The MEDLINE database was 
searched for articles published from 1983 to 1993 using "physician-patient relations" as the primary 
medical subject heading. Several bibliographies and conference proceedings were also reviewed. 
STUDY SELECTION: Randomized controlled trials (RCTs) and analytic studies of physician-patient 
communication in which patient health was an outcome variable. DATA EXTRACTION: The following 
information was recorded about each study: sample size, patient characteristics, clinical setting, 
elements of communication assessed, patient outcomes measured, and direction and significance of 
any association found between aspects of communication and patient outcomes. DATA SYNTHESIS: 
Of the 21 studies that met the final criteria for review, 16 reported positive results, 4 reported 
negative (i.e., nonsignificant) results, and 1 was inconclusive. The quality of communication both in 
the history-taking segment of the visit and during discussion of the management plan was found to 
influence patient health outcomes. The outcomes affected were, in descending order of frequency, 
emotional health, symptom resolution, function, physiologic measures (i.e., blood pressure and 
blood sugar level) and pain control. CONCLUSIONS: Most of the studies reviewed demonstrated a 
correlation between effective physician- patient communication and improved patient health 
outcomes. The components of effective communication identified by these studies can be used as 
the basis both for curriculum development in medical education and for patient education programs. 
Future research should focus on evaluating such educational programs. 7 tables 47 refs. [Abstract] 
http://www.pubmedcentral.nih.gov/picrender.fcgi?artid=1337906&blobtype=pdf  
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CAMPAIGNS, INVESTIGATIONS, GUIDANCE AND REPORTS DRAWING ATTENTION TO THE 
CARE OF OLDER PEOPLE 
 

• 1997 ‘Dignity on the Ward’ Observer newspaper campaign 
• 1998 Not because they are old.  Health Advisory Service 
• 1999 Dignity on the wards  - Help the Aged  report and campaign  
• 2001 Caring for Older People: a nursing priority. Standing Nursing and Midwifery Advisory 

Committee  
• 2001 National Service Framework for Older people. Department of Health 
• 2006 A new ambition for old age: next steps in implementing the NSF for older people.  

Department of Health 
• 2006 ‘Dignity in Care’ Campaign. Department of Health 
• 2006 Dignity in practice SCIE guide 2 
• 2006 ‘Behind closed doors’ British Geriatrics Society campaign  
• 2006 ‘Hungry to be heard’ . Age Concern campaign  
• 2007  The challenge of dignity in care - upholding the rights of the individual. Help the Aged  
• 2007 Caring for Dignity - A national report on dignity in care of older people while in hospital. 

Healthcare Commission 
• 2007 18th report of the Joint Committee on Human Rights  
• 2007 Investigation into outbreaks of clostridium difficile at Maidstone and Tunbridge Wells 

NHS Trust. Healthcare Commission .  
• 2008 Spotlight on complaints.  Healthcare Commission   
• 2008   Defending dignity  and ‘Dignity: at the heart of everything we do’ RCN campaign  
• 2009 Guidance for the care of older people. NMC 
• 2009 Patients not numbers, people not statistics Patients Association 
• 2009 Counting the cost: caring for people with dementia on hospital wards. Alzheimer’s 

Society 
• 2010 Listen to patients, speak up for change. Patients Association 
• 2010 ‘Still Hungry to be heard ‘ campaign. Age UK 
• 2010 An age old problem: A review of the care received by elderly patients undergoing 

surgery.   
 National Patient Enquiry into Outcome and Death  

• 2010 National Audit of dementia care in general hospitals. Royal College of Psychiatrists 
• 2010 Acute Awareness: improving hospital care for people with dementia. NHS 

Confederation.  
• 2010  Independent Inquiry into care provided by Mid Staffordshire NHS Foundation Trust 

January 2005 - March 2009 Chaired by Sir Robert Francis 
• 2011 Care and compassion? Report of the Health Service Ombudsman on ten investigations 

into NHS care of older people.   
• 2011 Dignity and nutrition for older people. Series of reports from CQC  
• 2011 Living well at Home Inquiry.  All Party Parliamentary Group on Housing and Care for 

Older People. Chaired by Lord Best. 
• 2011 Report of the National Audit of Dementia Care in General Hospitals 2011 Royal College 

of Psychiatrists 
• 2011 “We have been listening, have you been learning?” The Patients Association, and 

associated CARE Campaign (with Nursing Standard) November 2011 
• 2011 Independent Public Inquiry into Mid Staffordshire NHS Acute trust, chaired by Sir 

Robert Francis (ongoing) 
• 2011 Close to home: An inquiry into older people and human rights in home care. Equality 

and Human Rights Commission. 
• 2012 Delivering Dignity: securing dignity in care for older people in hospitals and care 

homes. A report for consultation. Commission on Dignity in Care (Age UK, NHS Confederation 
and Local Government Group) February 29th 2012. 

• 2012 Dementia 2012: A national Challenge.  Alzheimer’s Society 
• 2012 The care of frail older people with complex needs: time for a revolution. The King’s 

Fund. 
• 2012 Continuity of care for older hospital patients: a call for action. The King’s Fund. 

 
 



WEB RESOURCES 
 
British Geriatric Society - Behind Closed Doors campaign 
http://www.bgs.org.uk/index.php/bgscampaigns-715/dignity2006 
 
A Dignified Revolution 
http://dignifiedrevolution.org.uk/ 
 
Dignity in Care network 
http://www.dignityincare.org.uk/  
 
Healthtalkonline 
http://www.healthtalkonline.org/  
 
iWantGreatCare 
http://www.iwantgreatcare.org/  
 
Institute for Healthcare Improvement 
http://www.ihi.org/ihi  
 
International Alliance of Patients' Organizations 
http://www.patientsorganizations.org/index.pl 
 
Involve 
http://www.invo.org.uk/ 
 
The Kenneth B. Schwartz Center 
http://www.theschwartzcenter.org/ 

•  Schwartz Center Rounds http://www.theschwartzcenter.org/ourprograms/rounds.aspx  
 
The King’s Fund - Patient Experience 
http://www.kingsfund.org.uk/topics/patient-experience  
Including: 

• Patient and Family-centred Care Programme 
http://www.kingsfund.org.uk/projects/point-care/pfcc-programme  

• Schwartz-Center Rounds® 

http://www.kingsfund.org.uk/projects/point-care/schwartz-center-rounds  
• Experience-based co-design toolkit 

http://www.kingsfund.org.uk/projects/point-care/ebcd  
 
Kissing it Better 
http://www.kissingitbetter.co.uk/  
 
Little Things Make a Big Difference : Valuing the Patient Experience 
http://www.knowledge.scot.nhs.uk/making-a-difference  
 
National Institute for Health and Clinical Excellence - selective guidance 

• Patient experience in adult NHS services 
http://guidance.nice.org.uk/CG138 

• Delirium: diagnosis, prevention and management 
http://www.nice.org.uk/guidance/CG103  

• Dementia: supporting people with dementia and their carers in health and social 
care 
http://publications.nice.org.uk/dementia-cg42  

 
NHS Choices 
http://www.nhs.uk/ 
 
NHS Improving Quality 
http://www.england.nhs.uk/ourwork/qual-clin-lead/nhsiq/ 
 
Not Running a Hospital 
http://runningahospital.blogspot.com/  
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Patient Information Forum 
http://www.pifonline.org.uk/ 
 
Patient Opinion 
http://www.patientopinion.org.uk/ 
 
Patient Voices 
http://www.patient-voices.org/  
 
Patients Association 
http://www.patients-association.org.uk/  
 
Picker Institute 
http://www.pickereurope.org/  
 
Planetree 
http://www.planetree.org/ 
 
Point of Care Foundation 
http://pointofcarefoundation.wordpress.com/ 
 
Releasing Time to Care : the Productive Ward 
NHS Institute for Innovation and Improvement 
http://www.institute.nhs.uk/quality_and_value/productivity_series/productive_ward.html 
 
Royal College of Nursing - Dignity campaign 
http://www.rcn.org.uk/newsevents/campaigns/dignity  
 
Star Wards 
http://starwards.org.uk/  
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Reading lists 
 
Reading lists are available at: 
www.kingsfund.org.uk/readinglists ; email library@kingsfund.org.uk ; telephone 020 7307 2568 
 
 
Age discrimination  

Black & minority ethnic older people 

Clinical governance  

Clinical leadership 

Devolved NHS 

Electronic patient records  

Encouraging healthy behaviour 

End of life care 

Enhancing the healing environment  

Ethnic health - an introduction to ethnic health 
issues 

Ethnic health issues for primary care  

Financial pressure in the NHS 

Future demands on health & social care 

Future of social care funding 

Health inequalities 

Improving care for long term conditions 

Inpatient mental health services 

Integrated care and partnership working 

Intermediate care  

International health care comparisons 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Leadership in the NHS 

London - an introduction to London health 
issues  

Maternity services 

Mental health – black & minority ethnic 
communities 

Mental health services for young people 

NHS reforms 

NHS workforce 

Older people and mental health 

Patient choice of provider 

Payment by results 

Point of care : improving patients’ experience  

Practice based commissioning 

Public health in England 

Public involvement in health services 

Refugee health care  

Technology in health & social care : telehealth, 
telecare and telemedicine 

Workforce diversity in health & social care 
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