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5 “Must do with me!” steﬁ%
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And that is how
change happens. One
gesture. One person.
One moment at a time.
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Unrelenting focus,
on things that really
matter to the person

‘\éau wake up with

a gift of a possible
difference
What will you do
with yours?
Make it count
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‘Téoften we underestimate the power of a touch, {

What matters to yog
Who matters to yqd?l
What informatiogé do
Nothing about me w
Service flexibility

4
.

)
a smile, a kind word, a listening ear, an honest,

compliment, or the smallest act of caring,
all of which have the potential to turn
a life around
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The ebd approach —
a service improvement methodology

fé} Capture the experience

,O Understand the experience

\Qb Improve the experience
y Measure the improvement
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“The ebd approach is about using
experience to gain insights from
which you can identify opportunities
for improvement.”

“It’s about experiences not attitudes
or opinions.”

© NHS Institute for Innovation and Improvement 2010. All rights reserved.



The components of good design

Performance Engineering The aesthetics of
experience
HOV\{ wel! it F:Ioes the How safe, well How the whole
job /is fit for + engineered and + interaction with the
the purpose reliable it is product/service

‘feels’/is experienced

Functionality Safety Usability

Perkun. 2004 adapted by Bate m
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The aesthetics of
experience

How the whole
interaction with the
product/service
‘feels’/is experienced

Usability
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Emotions and touchpoints™ aamprovement

The ebd approach is driven by consideration of the moments of
engagement.

=
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Y Touchpoints

<>
[ Emotions
moments of

engagement

how people feel
through their journey
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Defining touchpoints NHS

Elect

* |dentify the patient journey (or part of the journey) you wish to study e.qg., a patient's experience of an

ambulance journey, from hospital discharge to arrival at home.
+ ldentify six to eight touchpoints to include in the study.

* Provide any supplementary guestions with a Yes/No or equally simple response e.g., was the

communication ahead of the discharge clear Y/N
* There does NOT need to be a supplementary question for each touchpoint.
* There will be a question at the end of the questionnaire to capture any other comments/feedback.

+ A questionnaire for staff to ‘sense check’ their experience in delivering ‘what matters to patients’ can also be

created

C:NHS Elect
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CDC touchpoints

Touchpoints and supplementary questions

Touchpoints Supplementary question (s)

What information did you receive when being referred to the
CDC? Free text response

Was your appointment on time? Thumbs up or down

How long did you wait for your appointment? Select an option -1
day, 2-3 days, 1 week, 2-3 weeks, 1 month, more than one month

Was the CDC easy to find? Thumbs up or down
Were you able to access the CDC easily? Thumbs up or down

Were you happy with the environment and facilities? Thumbs up or
down

Did you understand the information provided during your
visit? Thumbs up or down

How many tests did you have during your visit? Select an option: 1,
2,3, 4,5 5+ i

Did you understand next steps? Thumbs up or down

ciect



E[ﬂﬂtinnal Map | was anxious, but the

modern, comfortable

Everyone introduced Overall great
service, staff and

The staff were
very welcoming
and reassuring.

surroundings helped me
themselves

to relax. clean environment

x
=
&

Didnt know what
cde stood for

1. Refemral to the 2 Armwal 21 CDC 3. Waiting 1o be 4 Communicaticn 5. Uindenaing the 6. LEaving the
e seen With Ehe fearm best service Mot sure when or

how | will get
results

Confused about why | | was cold

have had the scan undressing

© NHS Elect
& Elect



Supplementary questions responses - Patient thumbs up and down
100%

90%
80%
10%
60%
50%
40%
30%
20%
10%
0%

Was your Was the CDC  Were you able to Were you happy Did you Did you

appointmenton  easy to find?  access the CDC with the understand the understand next
time? easily? environment and  information steps?
facilities? provided during
VOour visit?

W Thurmbs Down % B Thumbs Up % m
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Patient Experience
Web Based Application

Being Admitted

Supported Relieved Comfortable Cared for OK Good

Worried Safe Happy Confused Misunderstood Unhappy

Annoyed Uncomfortable Frightened + Additional
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What about staff?
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Emotional Map —

Staff experience

providing in-patient care

: Patient’s
BiElng First
Admitted Assess- Patient’s
ment Comfort Communic-

ations

Sometimes It can be hard for the patient to
missing info communicate their needs to us

© NHS Elect

Planning
Patient’s
Delivering  Providing Dfnn(;ty Discharge
Treatmen Hygi
catment YIene Respect

Worried if they have
right measures in
place for discharge
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Patient EBD vs Staff EBD - in-patient

Being Admitted Yowcomfort YourTreatmem Dignity & Respect
Your First Assessment giene Preparing to Leave Hospital
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Using the data to drive improvement

e Form a focus group to include representation
from service users and staff

e Review the EBD results together
e |dentify areas for improvement
e Co-design improvements

e PDSA tests of change

e Adopt changes that positively
affect experience
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What you need to do an EBD study

e |dentify a lead for your project
e Create a small project team

e Agree who will oversee data collection

e Collect data from at least 30 service users and
50% of staff

e Produce the report and share with the project
team to identify areas for improvement

e Make improvements and repeat survey in 6
months
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Other EBD resources - NHS England -
HoPE

(im} I #  Putting ¢ X | ﬁ Experien: X | & UserExp X I @» NHSElec X | The Patic X | u HOPE ne X | Q  www.nh: X | Headso X Headso' X | 4+

& C m () https:/future.nhs.uk/PatientExperience/grouphome

Heads of Patient Experience - HOPE

Nl o m @

Your request to join this workspace has been sent to the workspace managers Cancel Request Ask Again

HO PE FUtu res N HS Tailor your notifications to

i PN suit you. This can be a
Tag documents Platform TOP TlpS <@> Wtk updets; dasy or 16
when you r‘ » updates as they happen.

upload them - ‘ Whatever suits you

this helps #* -
members find /([ TOPD
things when I\ TIp
using the SE CH
search box
Search for

discussion items
on the platform
before you post a

Save your

new question as
there is often a
documents as PDFs Eks discussion thread
- this often helps if O™ . already started
F.’ @ TAG that could answer
they are large files omments and

e in C your query
d 12552?::5—6 {‘hls way it hits their
rxotmcauons and they are more
likely to see it
Seal’ch fOl’ "% H If you have a document you are
latforms for N S happy to share- post it on the
P Collaboration Platform platform. Everyone can access it
Specific tOpiCS and you won't have to email

each person that asks for it @ Support

H A Type here to search i ) < " 09:50

04/08/2022
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Other useful info

e https://improvement.nhs.uk/improvement-hub/patient-
involvement/

e https://www.kingsfund.org.uk/topics/patient-experience

e https://www.patient-experience.org/Home

e https://www.pointofcarefoundation.org.uk/resource/experie
nce-based-co-design-ebcd-
toolkit/?gclid=CjwKCAiAlvhfBRA1EiwAVOEgfBri483L5tsx0Dbb
ADZEKiEew6g96DOJnFkmWkrYWAUu431AKs6xrRoC754QAvD
BWE

NHS
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deborah@nhselect.org.uk
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