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EBD Survey - User View Screenshots

How do you feel? Patient Experience Questionnaire

This experience questionnaire will help you think about how you feel at different stages of your

journey.
Please select the emoji face that best represents how you were feeling
Please select the word that best describes your feelings at each stage or provide your own word

What was it that made you feel like this? Was it friendly staff, a nice conversation, or a long wait —

whatever it 1s we'd like to know.

The EBD toolisintentionally designed to refrain from collecing any perional information about senie wiern oritaff Please do net provide any information that could lead to youridentification,
this indudes names, addreises, demographicinformaton, and spedfic dats or times.

Te view our privagy notice, please visit https: /fwww.nhselect nhi. uk/prvagenotice

Guidelines for Healthcare Professionals

This survey should be completed at the end of the patient's journey.
An emoji must be selected before you can press 'Next' to move to the next question.
If the patient does not know which word to choose, it can be left blank.

The Comments box can be used to capture any specific positives and negatives about the touchpoint in

question.

The EBD tool is intentonally designed to refrain from collacting any personal information about service users or staff. Please do not provide any information that could lead to youridentification,
this indudes names, addresses, demographicinformation, and spedfic dates or imes.

To view our privacy notice, please visit https: fiwww.nhselect nhs.uk/privacy-notice



EBD Survey - User View Screenshots Contd..

1. Referral to the Community Diagnostic Centre (CDC)

What information did you receive when being referred to the Community

Diagnostic Centre (CDC)?
How did you feel?

What made you feel like this?

Please select a response before continuing Do you have any other comments or thoughts about your visit?

Please let us know so we can continue improving the service we deliver, thank you
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Happy Supported Safe
Good Worried Comfortable
Lonely Sad Happy
Supported Safe Good
Waorried Comfortable Lonely
Sad Happy Supported
Safe Good Worried
Comfortable Lonely Sad
+ Additional
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D Survey - User View Screenshots Contd..

Was your appointment on time?

Please select a response before continuing?

Good Poor

What type of test did you have?

Please select a response befare confinuing

{ | Blood tests Radiclogy (X-Ray, CT, MR|, Uktrasound}

( | Respiratory Tests ( | CardiacTests

How long did you wait for your appointment?

Please select s response before continuing

(Y same day /Walkin 1 day ) 23 days

1 week (

23 weeks ) 1menth

( ™ more than 1 month

Endoscopy

Hot Sure



EBD Survey - User View Screenshots C

2. Arrival at the Community Diagnostic Centre (CDC)

How did you feel?

Please select a response before continuing

o 0 L I ) e 0
/ /)
Happy Supported Safe

Good Worried Comfortable
Lonely Sad Happy
Supported Safe Good
Worried Comfortable Lonely
Sad Happy Supported
Safe Good Worried

Comfortable Lonely Sad
+Additional

3. Waiting to be seen

How did you feel?

Please select a response before continuing

What made you feel like this?

What made you feel like this?

Was the CDC easy to find?

Please select a response before continuing?

Good Poor

Were you happy with the environment and facilities?

= ' @

Happy Supported Safe
Good Worried Comfortable
Lonely Sad Happy
Supported Safe Good
Worried Comfortable Lonely
Sad Happy Supported
Safe Good Worried
Comfortable Lonely Sad
+ Additional

Please select a response before continuing?

|
Good Poor

ontd..

Were you able to access the CDC easily?

Please select a response before continuing?

Good

4. Communication with the team

How did you feel?

Please select a response before continuing

Poor

What made you feel like this?

W — O

Happy

Supported Safe
Good Worried Comfortable
Lonely Sad Happy
Supported Safe Good
Worried Comfortable Lonely
Sad Happy Supported
Safe Good Worried
Comfortable Lonely Sad
+ Additional




EBD Survey - User View Screenshots Con

Did you understand the information provided during your visit?

Please select a response befare continuing?

Good Poor

6. Leaving the service

How did you feel?

What made you feel like this?
Please select a response befare continuing

Y - @

Happy Supported Safe
Good Worried Comfartable
Lonely Sad Happy
Supported Safe Good
Worried Comfortable Lonely
Sad Happy Supported
Safe Good Worried
Comfortable Lonely Sad
+ Additional

5. Undergoing the test

How did you feel?

What made you feel like this?

Please select a response before continuing

Happy Supported Safe
Good Worried Comfortable
Lonely Sad Happy
Supported safe Good
Worried Comfortable Lonely
sad Happy Supported
Safe Good Worried
Comfortable Lonely sad
+ Additional

Did you understand next steps?

Please select a response before continuing?

Good Poor

td..

How many tests did you have during your visit?

Please select 2 response before continuing

Any other comments?

Do you have any other comments or thoughts about your visit?

Please let us know so we can continue improving the service we deliver, thank you




EBD Survey — Example report:

Patient Experience Based Design: 1. Patient Emotional Map 2. Patient thumbs up and down
Community Diagnostic Centre Report

Wood Green CDC

Diata from all time

Patient EBD Background

The aim of this approach is to understand how patients 'felf’ st each stage of their
journey and to identify areas for improvement to improwve the patient experience.

Patients expenence guestionnaires were completed by users the Community Disgnostic
Centre, by either the patient or a representative.

Patients express their feelings at each stage of the journay, by;

a Sedecting an emoj fo indicate if they felt happy, sad or indifferent
»  Sharing & word to describe their feelings
«  Adding & comment

+ athumbs up and thumbs down (Good or Poor) to indicate in response to

Wviene you

abie 1o
supplementary operational guestions 'J:’ ‘I

Analysis of this data is presented as an emotional map, st each touch point' of the | ] I | | ] I e CDC easily? en 'f“:“PTT

patient journey [see Figure 1). The bar chart is filled with colowr according to emaiji 1 Faetenal io i s wiohe 4l wos 5 Lindergowy i Pr— ) an

responses e.g., red indicates the number of patients unhappy st this stage, green e pe acilities?

happy, and yellow indifferant. 'Feslings’ shared by patients are plotted on the map. The
size of the text of the feelings chenges depending how often it was used.

Figure 2- The proportion of ‘thumbs up’ {green) and ‘thumbs down' (red) responsss fo

Figura 2 shows a map of the thumbs up and thumbs down responsss to the six tha six supplemantary questions slong the X-ais fram pati

supplementary questions. Figura 3 shows patient waiting times, and Figure 4 shows the
number of tests each patient had had. Figure § shows the type of tests service users
received during their appointment at the CDC.

Page & detzils comments made by patients at each stage of the journey. Where 8

pafient has selected an unhappy emji face, they are given the opfion to suggest any Figure 1: Emotional map showing the percentage of pasitive, neutral, and negafive
changes that would have improved their experience at this point. These suggestions are amajis selected af 2ach of the B touchpeoints., along with direct quotes taken from
included an Page X comments to annotate the chart.




EBD Survey — Example report Cont..

3. Patient waiting times

Wait Time Wait % Responses
Same day / Walk-in W T7% 12
| da 13 839 5
4 35 55% 1

1 manth 10.26%

Figure 3: The length of time service users waited for their sppointment at the COC, with
data lebels showing the percentage of all service users waiting that length of fime.

4. Number of tests

Numbaer of Tests Tasts % Responses
1 69 23% ar

2 23.08% 9

Figure 4: The number of tests senice users recaived during their appointrment at the
CDC, with dats labels showing the percentage of all service users receiving that numbar
of tests.

5. Types of test
Type of Test Tasts % Responses
Blood fests 2B821%

Radickagy (¥-Ray, CT, MR, Ulrasownd) E0.23%

Figure 5: The types of tesis service users received during their appointment at the
CDC, with data labels showing the percentage of all service users receiving that type of
test

6. Comments made by patients at each touchpoint
Question : 1. Referral to the CDC

| felt the technician was very dismissive when | asked further guestions about what he
saw. [t made me feel like | was being stupid for asking and | keft fesding quite upsst.

Happy

Clear communication

The appointment was booked very quick and they wera helpful

Sitaff were welcoming and nics

Friendly st=ff. The procadure being explained beforehand through the letter | was sent

Femi and Angela were so sweet and made me feel some comfortable, | was so scared
and nervous and they were honesily the most amezing people | hawve come across in
the MHS!!

Fosemary, the phlebotomist, i= 8 tressure. Painless, professional, and kind.

Wery nice staff and very quick

Wery nice sarvice and helpful.




EBD Survey — Example report Cont..

Apart from slow computer system, no problems.

Special thanks to the team. Youaf™re awesoma!

It is stressful for patients to be treated with such suspicion and intrusiveness by security
guards- please frain them how fo interact with patients appropristely or hire staff that
hawve & more personable manner and better interpersonal skills. Patients are people
who are womied about their hestth and do not need more unnecessary stress from
being treated rudely by these security gusrds

It's = grest location. Just difficult to understand where unit 51-53 is, thowgh the signs
were helpful

| 'wiould recommend the CDC to friends and family

All very good

7. Patients' comments on ideas for improvement
Question : 1. Referral to the CDC
| felt upset and not wvery reassured.

Fine

Question : What information did you receive when being referred to the CDC?

(no negative feedback matches these filkers)

Question : Was your appointment on time?

es it was

Make sure systems are up to dete. Be it on & daily basis or a= frequent as possible.
Also troubleshoot, to ensure there’zs no issues with waiting for appointment past the
appointment time.

My appointrment was a little bit later than the booked time

Question : What type of test did you have?

{no megative feedback matches these filkers)

Question : How long did you wait for your appointment?

{no megative feedback matches these filkers)

Question : 2. Arrival at CDC

Make sure the MHE has their own buildings, not using private buildings

Staff were unfriendly

Question : Was the CDC easy to find?

miore signs outside the msll

Question : Were you able to access the CDC easily?

not too essy

Question : 3. Waiting to be seen

| 'would have preferred to have been |eft in peace to wait

Question : Were you happy with the environment and facilities?

Shopping centre which is a private building used for NHS senices is unacceptable

Question : 4. Communication with the team

ok

ok the phone [jps were too busy

Security staff need to be trained in how to interact nicely with patiznts, or be instructed
nof to interact at all. | found their behaviour siressul

Question : Did you understand the information provided during your visit?




EBD Survey — Example report Cont..

| received confirmation my ovary was intact That was fine and very welcome news. |
heard the technician say to his collzague that he saw a fibroid and did not spesk to me.
| then asked what the fibroid was or where he saw it. He said 550 the wiems 2601
asked where does that come from - he replied 3Egefinm the yiemus.s€0 | ried to reword
my guestion and again asked how does this grow or how does it form and just didns€™t
zpesak to me. As | was leaving | asked him could he ket me know & bit more sbout what
he saw and he responded §Eqz! already told you AED | felt very dismissed by this and it
was upsetting. J§€ ™yg left fealing stressed sbout what is geing on in my body and
t#E ™5 added more siress instead of reducing stress. Al it wouldsE ™ ye taken was &
simple explanation to me of what a fibroid is, how it gets there, what can it mean.
ThatdE™s it. Instead |#€ ™y just gone home a googled it and ended up with more
questions than answers.

Question : 5. Undergoing the test

| think | have covered this in & previous answer.

It was alright. | think the person whao conducted my ultrasound was clear with the
instructions. And the te supporting heslth are professional was pstient with me and
very kind making me feel at eass

Puofite member of staff.

no comment

Question : How many tests did you have during your visit?

(no negative feedback matches these filkers)

Question : 6. Leaving the service

| falt szfe.

Security guards should understand that patients undergoing tests will be feeling an:dous
and should be traimed to interact with them in a polite and fiendly way that does not
make them feel more stressed

Question : Did you understand next steps?
| think | have slready answered this in previous responses. | can say | was grateful for

the female staff member who resssured me of the next steps being that miy doctor
would contact me with the full resulis.

| was told to lesve with no further update on anything else.

Question : Any other comments?

(no negative feedback matches these filkers)

8. Things to think about to improve the CDC

Example 1: There were very positive comments around Communication. it would be
good to explore this further to understand what good practice can be shared.

Example 2: “f'ou may also wish to collect dats from staff to be used 2= a 'sense-check’
for the patient EBD results. If there are distinct differences between the two, this may
indicate & disconnect between staff and patients.

Example 3: Patiznt results indicate that some work is needed to understand what would
improve experience around referral to the COC. This will mean working with patients,
=taff and refemers to understand what is possible.

Example 4: There is also reom for improvement around signage and parking facilities
and these could be explored within the focus group.

8. Next Steps

Iow that you have the analysis and an emoticnal map created from your survey results,
you nead to work with a representative group of patients and staff to make
improvernents.

Suggested next steps should include:

+ Review the results and share them with your team

= Work with your locsl PP lesd to select a representstive group of staff and
patients/carers, you will only meed 3 or 4 people to form & focus group to work
with

+  Schedule 8 mesting of the focus group with some staff and the patient reps

= Share the emotionsl map results with the focus group to gather idess for
improvement

+ Co-design a plan fo improve staff and pafient experience &€ remember you may
ne=d to PDSA some of the ideas before fully adopting them

|deally you should re-survey 3-6 months after sny improvements are implemented to
measure the impact of your changes.

For more information, please contact:
[Full name of author(s)]
[Job fifle of author]s]]

[Enter your email address(es)]




Existing Functionality List: Elect

Administration Level Functionalities

a) Creating/editing survey

b) Setting-up regions/sites

c) Creating User Log-ins

d) Onboarding users and attaching to site and survey
e) Tracking progress of sites and surveys

f) Generating survey reports

Client Level Functionalities:

a) Access the EBD App User Account; reset password Etc
b) Generating QR Codes

c) Generating survey reports/graphs

d) Downlaoding Report

See attached user guides for detailed list of functionalities.
1. Survey Report User Guide

2. Survey Regional Manager User Guide



Screenshots From EBD App - Client View

1. Landing Page

EBD My Surveys Administration Hannah Samsonraj~

(Please select) w
lectironid
NHS e @
E Iect www.electronicMAR.co.uk

2. Survey View Page

EBD My Surveys Administration Hannah Samsonraj=

How do you feel? Patient Experience Questionnaire

This experience questionnaire will help you think about how you feel at different stages of your

journey.
Please select the emoji face that best represents how you were feeling
Please select the word that best describes your feelings at each stage or provide your own word

What was it that made you feel like this? Was it friendly staff, a nice conversation, or a long wart -

whatever it 1s we'd like to know.

The EED tool is intentionally designed to refrain from colleciing any personzlinformztion about seniee wsers orstaff Please do not provide any information that could lead to youridentification,
this indudes names, addresser, demographicinformation, and spedfic dats or imes.

Te view our privacy notice, please visit https: [fwww. nhiedect.nhi.uk/pAvagenotice

seck m




Client View Contd.

3. Survey Reports 4. Generating QR Code

EBD My Surveys Administration Hannah Samsonraj»
_—
EBD My Surveys Hannah Samsonraj-
Back
. . . . . . . QR Codes for Default Site
Survey Report - All Sites - Community Diagnostic Centres Patient Questionnaire - T
NEW Filter by Survey Status:
Data from all time Active
QR Codes View Cuestion Emofions View Comments View Ideas for Improvement Save as Image Save as Word Doc Select Survey
Please select.
Existing QR Codes
Site ID Survey Identifier URL Acfions
DEFO0 1 DEFJD1 hitps:/iapp ebd_elect nhs.uk/DEFJD1
100%
DEFDO 25 CDCSTAFF hitps:/fapp.ebd_elect.nhs uk/CDCSTAFF
75% DEFDO 19 UCRSTAFF hitps:/fapp.ebd_elect.nhs ukMICRSTAFF
DEFO0 a3 EXAMPLE hitps:/iapp ebd_elect nhs uk/EXAMPLE
50% DEFDO 7 INPATIENT hitps:/fapp.ebd_elect.nhs ukMNPATIENT
259 DEFDO a9 TASCTEST hitps:/fapp.ebd_elect.nhs ukTASCTEST
DEFDO al TASCEBDPATIENT hitps:/fapp.ebd_elect.nhs ukTASCEBDPATIENT
W DEF00 91 TASCEEDTRIAL1 hitps://app.ebd.elect.nhs.uk TASCEBDTRIAL 1
250




List of Upgrades Requested -July 2024:

Report generating function (via one click), likely on an MS word format
The ‘Survey Sites Used’ report can be exported into Excel
The platform could be linked to Al to aid analysis of free text

The reports could be pulled together at a touch of a button (our report template is attached)

The platform sent reminders to sites once they are onboarded

1.

2

3

4

5. There could be a survey complete button

6

7. Forreporting could there be a collated report function? i.e. select a group of sites and create a collated report.
8

System to be notified if the data collection has started and if they have 50 responses

Iltems Actioned from Above:

1. Report generating function (via one click), likely on an MS word format

4. The reports could be pulled together at a touch of a button (our report template is attached)



Elect
Pending list of upgrades

* CDC-level dashboard/summary line when using Survey Reports
Function to see progress and no. of responses.

« Platform to be linked to Al to aid analysis of free text

« Survey complete button

* Survey Sites Used Report — Export to Excel

« The platform sent reminders to sites once they are onboarded
* Reporting on a selected group of sites

« Platform to notify if data collection has started and if sites have
achieved 50 responses

* User expiry/removing duplicate employees

«  Drop-down of list of sites to choose from, when adding a survey
reporter or user rather than searching through the entire list of 170
CDCs.



Attachments:

Quote from Graphix Asset for All Tasks: See attached PDF
Survey Reporter — User Guide

Survey Regional Manager — User Guide
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