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West London Mental Health NHS Trust is one of 
the largest and most diverse mental health services 
in the UK, providing community, national forensic, 
and specialist mental health services to a hugely 
diverse population. 

The trust invested in an electronic patient feedback 
system to continuously monitor quality and patient 
experience but needed a simple and cost-effective way to 
channel the results to front-line staff, patients and carers.

Like all NHS healthcare providers there is a need for us to achieve efficiency 
savings whilst also providing increasingly high quality care and ensuring service 
improvements are patient-focused and transparent.

Historically, people have not properly closed feedback loops, and this is 
something we needed to address by harnessing the power of our front-line staff 
to help understand what is most important to the people who use our services. 

Approach
Following our initial research, we decided to use specially designed noticeboards, 
because of their visibility, accessibility and ease of use. Mock-up boards were 
trialled with staff and patients across many settings to ensure the whole process 
was led and ‘owned’ by patients and front-line staff. Their feedback helped to 
shape the final content, layout and presentation of the boards.

How the boards work
Boards are displayed in prominent areas so that staff, patients and carers have an 
opportunity to see them regularly. Staff are given simple templates to populate 
with patient/carer feedback and performance information, which are printed and  
attached to the boards on a regular basis.

Ten representative teams across the trust were identified for a six-week pilot 
period, which is currently ongoing. 

How are we doing?
The quality of our services 
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Other ways to feedback

PALS: 0800 064 3330 / pals@wlmht.nhs.uk
Complaints: 020 8354 8174 / complaints@wlmht.nhs.uk
Web: www.wlmht.nhs.uk/feedback 
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“I feel staff are 
respectful of me.”

69%
AGREE

“Staff do everything 
they can to maintain my 

privacy.”

72%
AGREE

“I have been given 
the right amount of 
information to make 
a decision and have 

choices.”

74%
AGREE

“I know how to contact 
staff if I need them.”

84%
AGREE

“I feel confident my 
concerns would be 

listened to and acted on.”

66%
AGREE

“The environment is 
clean and tidy.”

66%
AGREE

“If I wanted to, I 
know how to make 

a complaint or 
compliment.”

96%
AGREE

“The care plan has been 
discussed with me.”

72%
AGREE

Number of staff 
assaulted by service 

users last month

4
Aim > Reduce

Number of service 
users assaulted by 
other service users 

last month

3
Aim > Reduce

Number of sectioned 
service users who 

left the ward without 
permission last month

4
Aim > Reduce

Percentage of service 
users readmitted to 
hospital within 30 
days of discharge

7%
Aim > Reduce

Percentage of service 
users we facilitated 

leave for

91%
Aim > Maintain

Percentage of service 
users not subject to 

CPA who we followed 
up within 7 days of 

discharge

71%
Aim > Improve

“There are no vases for flowers and you 
struggle to borrow a pair of scissors. I 
understand you need to be careful in 
a place like this, but flowers make you 
feel better.”

“We agree that flowers are nice to have 
so we have bought several new vases. We 
do have to keep people safe, so we don’t 
have scissors freely available on wards. 
Staff will be happy to help you arrange 
your flowers.”

“Can we know when our ward round 
slot is, instead of being randomly called 
as it makes you nervous and unsettles 
your day?”

“We appreciate that ward round meetings 
can make some people anxious, so we 
have devised a timetable which we will 
put up at the beginning of each week.”

“This is a very good service. All the 
staff work very hard. It can be a very 
demanding job at times!”

“Thank you for your kind comment. It’s 
nice for our staff to feel appreciated for 
their work.”

06/05/2013

Aims
The project aimed to improve the dialogue between front-line staff, patients and 
carers to help shape patient-led services that meet the diverse needs of our local 
communities.

We also wanted to empower staff make pragmatic service improvements by 
giving them relevant performance information in a visual, easily-digested format.

Research
Ideas were drawn from the following initiatives in particular: 

• What Matters to Patients? (King’s Fund and King’s College London)

• The Patient Feedback Challenge (NHS Institute for Innovation and 
Improvement)

• Know How We Are Doing (NHS Institute for Innovation and Improvement),

We also emulated ‘tried-and-tested’ methods already used by customer service 
organisations, such as local authorities, the police, Tesco and John Lewis.

Using a review meeting agenda template, teams will routinely review the 
board results together, discuss points of concern, make suggestions about 
improvements and decide with patients what changes are to be made. It is hoped 
that this cycle of action and review will lead to tangible and ongoing service 
improvements that are fully owned by front-line staff and patients alike.

Where we are now
The new approach has been incorporated into the governance structure of the 
patient feedback system and has been endorsed by key trust committees, including:
 
• Service user and carer experience committee
• Quality committee
• Clinical governance committee.

Using the learning from the pilot stage, we will go on to further refine the 
board design and system of use before it is embedded trust-wide. 

Date
Patients felt it was important to know that 
the results were up-to-date, so that they 
knew their experiences were valued and 
prioritised by staff

Title area
Patients and staff wanted the boards to clearly show 
where performance results and feedback came from, 
so ward or team names are shown prominently.

Safety and effectiveness
Safety and effectiveness parameters 
are chosen by the team, which may 
be taken from CQUIN targets, audit 
results or key performance indicators. 
The results are displayed in layman’s 
terms, so they can be understood by 
patients and carers, together with 
goals so that staff know what they 
are aiming to achieve. 

Your experience
Electronic patient feedback results 
are displayed here, allowing 
‘real-time’ information about the 
service to be easily accessed by 
front-line staff and acted upon if 
necessary. Displaying the results 
on the board, good or bad shows 
patients that their feedback is 
being recognised.

The pie charts produced by 
the system were hard for some 
patients to interpret, so whole 
percentages are used instead.

You said, we did
This was the most popular element 
among patients, who liked the 
familiarity and effectiveness of this 
two-way feedback style.

Patients’ own words are used to 
ensure staff remain sensitive to 
their experiences, but comments 
are anonymous so that patients feel 
comfortable leaving honest comments.

Staff are encouraged to include 
feedback from different sources and 
patients are involved in devising 
solutions whenever possible.

Contact:
Dr Leigh Poyser - leigh.poyser@wlmht.nhs.uk
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