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Measuring, Understanding
and Acting on

Patient Experience Insight

Demonstrating Responsiveness to Feedback
Friday 18 January 2019 De Vere West One Conference Centre, London

Chair & Speakers Include:
Kath Evans
Experience of Care Lead
NHS England
Supporting Organisations

Helen Lee
Experience of Care
Professional Lead
NHS England

Ian Donaghy
Author ‘DearDementia’
& ‘The Missing Peace’
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Measuring, Understanding
and Acting on

Patient Experience Insight

Demonstrating Responsiveness to Feedback
Friday 18 January 2019 De Vere West One Conference Centre, London
“Good experience of care, treatment and support is increasingly seen as an essential part of an excellent health and social
care service, alongside clinical effectiveness and safety… Improving patient experience is not simple. As well as effective
leadership and a receptive culture, trusts need a whole systems approach to collecting, analysing, using and learning from
patient feedback for quality improvement. Without such an approach it is almost impossible to track, measure and drive
quality improvement.” NHS Improvement 2018
“Patient Experience experts are spending a lot of their time collecting feedback – we need to think about how we can spend
more time on doing something about the feedback” Neil Churchill, Director for Patient Experience NHS England
“We have seen that everyone has a part to play in creating and delivering experiences and we want to promote an allencompassing approach to improving those experiences of care. Whether that be for the patient who is admitted to A&E
after calling for an ambulance; or the carer who supports their family member with daily routine; or the volunteers who
work in the hospitals to aid patients through their journey; or even the staff member who is having a difficult shift and gets
support from their colleagues. We are all the patient experience.”
Professor Jane Cummings is the Chief Nursing Officer for England and Executive Director at NHS England 2018
This conference will focus on measuring, understanding and acting on patient experience insight, and demonstrating
responsiveness to that insight to improve care. Through national updates and case study presentations the conference will
support you to measure, monitor and improve patient experience in your service, and demonstrate responsiveness to the
feedback you receive. Sessions will include learning from patients, a national update, practical sessions focusing on delivering a
patient experience based culture, measuring patient experience, using the June 2018 National Patient Experience Improvement
Framwork, demonstrating insight and responsiveness in real time, using patient experience to drive improvement, changing the
way we think about patient experience, and learning from excellence in patient experience practice.
Benefits of attending
This conference will enable you to:
• Network with colleagues who are working to monitor and improve patient experience
• Learn from outstanding practice in developing systems to improve patient experience insight
• Learn how to use the National Patient Experience Improvement Framework in practice
• Understand the national context for patient experience
• Reflect on CQC key lines of enquiry for patient experience
• Understand how to work with staff to act on patient experience feedback in real time
• Change the way you think about patient experience – the 1000 days programme and #EndPJParalysis
• Identify key strategies for developing a patient experience cultures
• Develop your role demonstrating insight and responsiveness
• Understand how you can enable frontline staff to engage real time patient feedback from patients
• Self assess and expand your skills in incident investigation and RCA for medication errors
100% of delegates at our last Patient Experience Insight Conference would recommend the event to a colleague
Follow the conference on Twitter #PatientExp
Visit our website www.healthcareconferencesuk.co.uk

or tel 01932 429933

fax 0208 181 6491

10.00 Chairman’s welcome & introduction
Kath Evans Experience of Care Lead

NHS England

10.10 Patient Experience Insight: Learning from patients & carers
Ian Donaghy

Author ‘DearDementia’ & ‘The Missing Peace’
The Missing Peace is described as ‘a 200 page hug’ for people
losing those close to them exploring the power of kindness, family
and friendship and how to avoid making mistakes at a most
sensitive time

• what is experience of care?
• why is experience important?
• what is good experience of care?
• the little things that make a big difference
• meaningfully engaging and involving people
• patient leadership in action: my experience

10.50 EXTENDED SESSION: Improving Patient Experience and Experiences of Care
Helen Lee

Experience of Care Professional Lead
NHS England

11.30

• from measurement and understanding to changing practice
• patient experience and quality improvement;
• underpinning patient experience with positive staff experience;
• using insight from experience to drive transformation and sustainability

Questions & answers, followed by tea & coffee at 11.40

12.00 EXTENDED SESSION Happy Staff = Happy Patients: Improving Leadership and Culture
Dr Umesh Prabhu

• happy staff = happy patients

Consultant Paediatrician, Medical Director for more than 15 years. • supporting staff to deliver high quality patient experience: values, leadership and culture
• ensuring negative patient experience feedback does not lead to blame
Medical Adviser for International Recruitment
• examples from my experience as a NHS Trust Medical Director

12.45 Changing the way we think about patient experience: Involving patients in improving patient experience
Ann-Marie Riley

Deputy Chief Nurse with
Trish Cargill Chair of Patient Partnership Group
Nottingham University Hospital NHS Trust

13.15

• enabling patients to get into their own clothes to build system capacity by improving patient
flow, enabling more timely discharges, reducing length of stay, and more timely admissions for
other patients
• last 1000 days and Red2Green explained
• the impact on patient experience in Nottingham

Questions & answers, followed by Lunch at 13.20

14.00 EXTENDED SESSION:
Measuring Experience: Methods and tools for measurement
Chris Graham

CEO
Picker Institute Europe

• tools for measuring and monitoring patient experience
• the importance of organisational culture
• upskilling frontline staff in monitoring patient experience

14.45 EXTENDED SESSION:
Using the National Patient Experience Improvement Framework
Ruth Evans

Managing Director
Patient Experience Network

• using the national framework to establish how far patient experience is embedded in
leadership, culture and operational processes
• understanding the CQC Patient Experience domains
• using the framework in practice
• closing the patient experience loop – providing feedback to demonstrate responsiveness
and continuous learning

15.30        Questions & answers, followed by tea & coffee at 15.40

16.00 Learning from excellence in Patient Experience Practice: FFT and Patient Insight for Improvement
Sally Brittain

Director of Nursing and Patient Experience
Kingston NHS Foundation Trust

• leading change for excellence in patient experience practice
• knowing where to focus: taking ownership of feedback to empower staff
• overcoming challenges
• moving forward, advice for providers in improving the use of patient feedback data

16.30 Enabling frontline staff to engage in real time patient feedback from patients
Jo Loughborough

Quality Matron, Lead for Patient Experience
Northern Lincolnshire and Goole Foundation Trust

17.00

Questions & answers, followed by close

• engaging frontline staff to keep connected with their patients
• enabling real time feedback through 1:1 interviews
• developing effective feedback mechanisms to solicit feedback from lesser heard and
vulnerable groups
• ensuring feedback leads to change
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Conference Registration

Patient Experience Insight

Friday 18 January 2019 De Vere West One Conference Centre, London

Download

> How to book

Book online via credit card and
receive a 10% discount*

www.healthcareconferencesuk.co.uk

> Your Details (please complete a new form for each delegate. Photocopies are acceptable)
Dr Mr Mrs Ms

Fax the booking form to

0208 181 6491

> Payment
By Cheque

(Please Circle)

Post this form to Healthcare Conferences UK
8 Wilson Drive, Ottershaw, Surrey, KT16 0NT

A cheque for			

is enclosed

Please make Cheques Payable to: Healthcare Conferences UK Ltd.

First Name

By Invoice

Surname

Please send an invoice to

Name

Job Title

Organisation

Department

Address

Organisation
Address

Postcode
PURCHASE ORDER NUMBER
(If Applicable)

Postcode

Please note if you are requesting an invoice many NHS organisations now require a Purchase Order
Number to be provided. If you do not provide this number this may slow down the processing of this
delegate place.

Telephone
Fax

By B A C S

Email

For Payments in £:

Sort Code 40-46-22

Account No. 21553690

Please send your BACS remittance form as confirmation of payment
Please write your address clearly as confirmation will be sent by email, if you
prefer confirmation by post please tick this box,
Please also ensure you complete your full postal address details for our records.

Please specify any special dietary or access requirements

Your BACS Reference

By credit card

Please debit my Visa/Mastercard/Switch

All sections must
be completed

Cardholder’s Name
Card No.
Valid From

This form must be signed by the delegate or an authorised person
before we can accept the booking
(By signing this form you are accepting the terms and conditions below)

Expiry Date

Issue No. (switch only)
You will be contacted during the processing of your booking to confirm the payment card security code.
(this is the last three digits of the number printed on the back of your card)

Signature

Name

Card billing address

Signature

Promotional Code

Date

Conference
Documentation

The PDF will be emailed out after the conference, please fill in
the ‘Your Details’ section above, ensuring your email address
is clear and the ‘Payment’ section..

I cannot attend the conference but would like to receive a PDF containing the
conference handbook material, which includes speaker slides, at £49 each.

For more information contact Healthcare Conferences UK on 01932 429933 or email jayne@hc-uk.org.uk
Venue
De Vere West One 9-10 Portland Place, London, W1B 1PR
Telephone: 0207 034 9700. A map of the venue will be
sent with confirmation of your booking.
Date Friday 18th January 2019
Conference Fee
£365 + VAT (£438.00) for NHS, Social care, private
healthcare organisations and universities.
£300 + VAT (£360.00) for voluntary sector / charities.
£495 + VAT (£594.00) for commercial organisations.
The fee includes lunch, refreshments and a copy of the
conference handbook. VAT at 20%.

The information provided will be held on the Healthcare Conference UK’s
database and may be used to update you with details of other events that we
organise. If you DO NOT wish to receive this information, please tick this box

*Credit card Discount

10% discount when you book via credit or debit card. This offer is
exclusive to card bookings and cannot be used in conjunction with any
other Healthcare Conferences UK offer.

**Group Rates

A discount of 15% is available to all but the first delegate from the same
organisation, booked at the same time, for the same conference.
Terms & Conditions
A refund, less a 20% administration fee, will be made if cancellations are
received, in writing, at least 4 weeks before the conference. We regret
that any cancellation after this cannot be refunded, and that refunds for
failure to attend the conference cannot be made, but substitute delegates
are welcome at any time.

We occasionally release your details to companies sponsoring or exhibiting at
our events. If you DO NOT wish to receive information from these companies,
please tick this box

Visit our website www.healthcareconferencesuk.co.uk

Accommodation
On confirmation of your booking you will receive information for
booking accommodation should you require it.
Confirmation of Booking
All bookings will be confirmed by email, unless stated otherwise.
Please contact us if you have not received confirmation 7-10 days
after submitting your booking.
Exhibition
If you are interested in exhibiting at this event, please contact
Carolyn Goodbody on 01932 429933, or email carolyn@hc-uk.org.uk
Credits
CPD Certified. Recognised by the Good Governance Institute.
Conference Producer is a member of the British Association for
Professional Conference Organisers.

Healthcare Conferences UK reserve the right to make changes to speakers and
programmes without prior notice.
©Healthcare Conferences UK Ltd 2018

or tel 01932 429933

fax 0208 181 6491

