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Comments from Wandsworth LINk on St. George’s Health Care Quality Accounts

Introduction

Wandsworth LINk welcomes St George's Healthcare 2010/11 Quality Account as a valuable step towards the implementation of a participatory and inclusive culture for the monitoring and improvement of patient's experience and clinical outcome.  In producing the report, the Trust has made real efforts to involve patient voices at an early stage and to include their suggestions in the final document. 

We appreciate the highlighting of problem areas being given prominence alongside those seen as successes and the introduction of limited benchmarking against neighbouring Trusts.  Whilst recognising that such benchmarking is dependent on the availability of information from external organisations, we would wish to see it's use extended to a greater range of indicators and to include nearby non-teaching Trusts such as Kingston Hospitals which are seen as alternative choices by Wandsworth residents.

Hospital Discharge

We note the recognition that discharge procedures remain an area of concern and look forward to working with the Trust to realise improvements of real relevance to patients and carers.  It is instructive to note that a principal cause for the Trust failing to meeting its CQUIN targets on discharge was poor anticipation of patient wishes in designing the targets.  We suggest that this illustrates the need in setting such targets to give as much priority to patient needs as to organisational benefit.

Computer system

We are also concerned that the implementation of a new computer clinical administrative system resulted in a significant reduction in the ability to monitor activity and outcomes.  Close and accurate monitoring will be vital in maintaining past progress and achieving further improvements during the current challenging financial and organisational environment in which the Trust operates. 

Complaints monitoring

The introduction of a greater focus on complaints and better systems for their handling is to be welcomed.  It is important that headline indicators such as time taken to resolve complaints do not detract from work to learn from complaints and improve practices to avoid repetition.  It would be useful for LINk to see an analysis showing the key areas about which complaints have been made and the action plans in place to address these.

Issues that have been raised by LINk stakeholders

We welcome some of the areas that you will be focusing on which reflect issues raised by patients and carers who speak with LINk.  These include:

· Support to mothers after the birth of their babies

· Nutrition & hydration in hospital especially for older patients

· Transport organization – especially waiting times

· Falls prevention – LINk takes the view that more use of the voluntary sector resources that older people use could contribute to this improvement.

· Support for families with disabled children 
· End of life care

Patient experience
LINk views in-patient surveys as an essential means of finding about about the positives and negatives of  the patient experience.  We were therefore disappointed and surprised that it was not possible to achieve the necessary response rates.

We note that improvements have been made on patient experience of quality of care and dignity.  This is very important indeed to our stakeholders and we would wish to see further progress in the coming year.

Outcomes for 2011/12

LINk welcomes the proposed outcomes for 2011/12 – in particular the commitment to

retain the 18 week maximum waiting time for treatment.  Our stakeholders have expressed concerns about long waiting times in out patient appointments, lost records, cancelled appointments and postponed operations.  All of this causes extreme stress to patients and their carers. 

We also welcome the proposed actions to improve staff awareness of dementia and to better identify it at presentation at A&E and the measures being taken to eliminate mixed sex accommodation.

Link was recently given to understand by senior managers that consideration was being given to the introduction of an automated telephone answering and appointments system.  We were pleased to see that no mention of this has been made in the Quality Account since we think it is extremely important for patients to have human contact with appointments and reception staff.
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