Triangulation
“It’s a matter of perspective”
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What Pansensic Do

We analyse Patient and Staff comments, working with
MES & FH Intuition.
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| have personally read, categorised and identified
keywords in over 100,000 NHS Patient and Staff
Experiences.

That’s well over 10,000 hours working in this area.

Pansensic have analysed 1.2 million patient FFT
comments “the text” but that’s only 2% of all FFT
comments collected.




The Narrative Data Comes To Us Like This

| had my daughteron 27/02/2016 in the bidhing suile. My last labour was 15yrs ago and | was very nervous! The midwives (including students) were really reassuring and pul me at ease. I've jusl found oul I'm pregnant agai
Altended ASE recently. Nurses and doclor did some tesls and were professional. Only issue was the loilels, which do need frequent cleaning instead of the hourly sign off. They were filthy, smelly, urine all over toilel seal anc
My Mum was admitled having had a fall in her care home, on Thur 14th July. | would just like to commend the staff and their cane of my Mum, and the thorough approach to her treatment, eg x ray, blood tests, saline drip, blo:
Excellent A&E service - The doclor explained everything well, did whal the doctor said they would, all the slaff caring and efficient. Admission to AMU, however was underslaffed, promises made for checks, lesls, dressings, p
Attended with my 94 year ald mather n law who has dementia fallowing a fall. Everyone was allenlive, compassionate. Trealed us both with respect, lots of infarmation, cane and deall with quickly

| had a booked induction bul when | gol 1o the hospital, the midwile said there are emergencies and as induction is not an emergency, il has no priorty o wait il they have a free slbol (as you can imagine emergencies ane e
Having visited a and we lasl night with urine retention i fell | had 1o say how impressed | was with every member of the obviously overworked slaff thank you all a lot can be leamed by other similar deparments by your efficie
Me and my whole family were on our way 1o paris from carlishe Cumbria when my dad who suffers with c.o.p.d.My dad’s skin is paper thin with the sleroids he lakes while we were on the train he accidently caughl his am whic
Want 1o receplion 1o check in for reception, the lovely members of slaff tokd me which receplionisl | needed 1o speak 1o when | checked in with the receplioniel | found was very cokd no smile no pleasantries at all maybe, they
| rang triage as my babies mavements had been very litlke compared 1o nomal and it caused concern for me. IUs my first baby g0 everything is new 1o me. Whoever spoke 10 me on the phone sounded like they couldnt be ba
| 'was refermed to the breast clinic with a suspected lymph node and a new lump in my breast. The radiologisl was very rude and staled that | had only been al the clinic a couple of manths ago and that they had many other p
| was very impressed by how quickly | was seen al minor injunes clinic, and in the xray department. The slalf who saw me were greal! |t was a very slick service, Definile 5 stars!

Such uncaring slaff. The main midwife was nol supportive, uncarnng, spoke 1o you with allitude and if koks can Kill. An expenence | will never forget and an impoarant time in my life ruined. We pay our Nhs 10 be treated o0 ba
| was very disappointed with the care | recenved from slan to finish at this ag&e depanment. Every single member thal was invohed with me (| would say introduced but truth i none of the nurses or doclors did introduce thems
In a nutshell, | found the staff in the Paediatnc A&e 10 be very condescending, unprofesgional and rude. The wail time wag boarding on ndiculoug 10.5 for a blood test. There was hardly any concepl of quality of service in the
Being a first time mummy, my reliance on the labour ward team was extremaly imporant to me. After a few complications it was decided thal | would need an emergency © seclion. My two midwives who supported me throughe
My wife phoned al 1250 on a Saturday and was given an appointment for 1440, even though we had newer used the centre befare. | drove her 1o the centre where we found a pleasant neceplionist and doclor, who provided
Having altended your clinic and been given numarous proceduras {epiurals,facel injeclionex2) because of my age 73 and exisling health problems il seemed that not much more than lablels could help me. The last doctor |
Overthe last two weeks mum in law (BE) has become increasingly frail. She fell 10 days ago, was laken by ambulance to Wraxham, ASE and given range of tests. My husband (MoK) isn local. By the time he approached se
I'wenl 1o see my GP with a mole | was wormed aboul, so she referred me 10 the Royal London for a check up. There had been a mistake and |'d been booked onla a clinic that had actually been cancelied, bul il was deall wi
Summary of my expenence: Admin team mixed my patients files and also sant me the wrong patients appaintment letler. Large wailing limes, The senior nurse is very unprofessional interupls and does nol at all abide by an:
Visited the urgent care centre in the eary hours. Seen quickly by a nurse. Found the staff to be professional, frendly and caring. | fell vary well koked afler,

Gash on the arm, expecting 1o spend a good spell wailing around. They couldnt have been quicker, kinder, mare professional or mare organised. | was booked in, slilched up and on my home again in lithe over 20 minutes.
Thursday before last My husband fell 12 fool onto concrele resulling in a number of injunies. Initially laken by Ambulance to Watlford whens scans apparnently showed a fracture 1o his neck and bleed 10 the brain. On account ¢
My mather was admilled 1o the Hospilal yesterday and was treated so wonderdully by both the Emergency Deparment and then by the slaff in Genatric Medicing who came 10 see her lwice in the Shor Stay Ward. | fell relieve
| had plastic surgery al St Thinag's. | am so pleased | chose to have my surgery dona thera. All of the slaff and especially the Consultant were briliant. | was nervous bul they complelely pul me al ease and | really coukdn’t he
Appointment was for Sam. Mol called until 9.30am. No explanation for delay. Health professional who was meant 1o be daing procedure spent ten minules standing near to patienl and carer from 9.30 1l 9.40 having a social
| jusl would like 1o menssion one stafl from the reception, every lime | phane, | feel very unpleasant, usually woice tone is vary rude, sound very impatience. | feel very guilty, when | phone it 1o the medical centra. In my apinio
an the 29 march,i was 1okl | would need a simple aperation on my throal, and I'm £l waiting 1o be told anything else. can someone explain why, or is wriling this review another wasle of lime RSVYP

Uninterested & unhelpful staff |, just passed from extension 1o extension with no sign of interest in helping you , then gel a recording advising you thal you cannol leave a message.i

| spant a few days in the hospital while in the ansa for a job interview and ended up being admilted with food poisoning. The minute | arved at A&E my concems were deall with by the administration slaff and | saw a nurse s
We would like 1o express our gralitude to the Consullant and their wondedul team for the trealment of cataract May-June 2016, We were pariculary pleased wilh the kindness and caring allitlude al the clinic that made us fee
Last manth was prabably one of the worst of my whale 73 years, My son was found 10 have a huge tumaur on his brain. Il was a lerrible shock Lo say the least especially as the doclors seam Lo think the tumaur had been gra
| have recenlly been referred lo lwo seperale deparments. So far following four visils | have found the experience lo be far more pleasant than Hilingdon Hospilal. Mounl Vermaon is clean and welcoming and in my case the w
I've anly had lo go lo Branls Bridge a few limes - for X-Rays and loday, blood lests for mysell and my elderly falher. We were seen slraighlaway, no wailing whalsoever, lovely slafl and easy {(and free) parking. Faullless. | am
My daughler was admilled via A&E inlo the chikiren's ward. The nursing Staff and Dr's in ARE were fanlaslic. Despile being Lthere for 8.5 hours we were kepl reguarlly infarmed of progress and plans. Afler being transferred &
<p=| had been expenencing soma floaters in my eye which gol worse over an 18 hour periad and knew thal the hospital (chose 10 where | work) had an Eye Casually depanment.</p=<p=| armived at 3900 and wailed aboul 9C
| jusl wanted lo wrile 1o say how impressed | was with this elinic. | was seen promplly, had the necessary lesls withoul delay and was generally trealed with respect and dignily. | had been worried for quite same lime and staff
Absalulely disgusted by the Phlebatomisl thal cared aul my 3 year old’s blaod lesl. Fram being Lok 1o “putl that stupid batlam lip away 1o "slop milking i’ when he was srying, | have pul in a farmal wrillen complaint.

Braken Chairs, uneven benches. Wonky and non-aligned sealing. Al best this wailing roam with give you a sore back. Al worsl you will pick up a bug from the copious amounts of lrash lefl on the seals, floor, window sills, sha
Taok my daughterto A and E yeslerday for a hand injury and was $o impressed. The staff were lovely, the hospilal was clean and madem and they were so efficient. From walking through the doar lo kave afler xray and lre:
| recently underwenl an apisoeclonmy o treal a lbngstanding infection. Althaugh the procedure is faity brutal, | didn’l expenence any pain during the surgery and both the dentist and the supervising consullanl explained w
| zannal praige this hospital highly enaugh. | was an emergency admission 1o Lady Anne Alleran ward last weekend and from the moment | arfved until | was discharged four days laler afler a suscessful operation, the care &
Thank yau very much for the excelent care provided o my grandmather who allended the emergency depardment yeslerday evening. Despile the deparment clearly being under enormous pressure all of the staflf were calm,
<p>| recenlly found | had breasl cancer and having had a lumpeclomy al Frimley Park Hospilal - their leam is amazing - | was refered 1o 51. Lukes which is the cancer parl of the Royal Surrey Hospilal in Guikdford. | found the
My Fatherin-law was looked afler by A and E, Resuss depl and Syringa ward in hig lasl few days of life with extreme respect and dignily we could nol of asked for beller service from all the slaff in these Deparlments,| know 1
| had 1o lake my girfriend 1o the A&E depl. lale this evening and afler a fairly lraumalic day the stafl here really pul our minds at ease. They were all very friendly even thought there were some rude, drunk and abnoxious pec
The parenting and breastfeeding clagses providing al north middlesex were incredible. | cannol rate these classes highly enough. We also did some private classes externally bul these were no way ag helpful. Everything we

The slaff are 1o be commended for their allention lo detail and efficiency! My father has allended many limes for operalions, consullations and ad hoc reasons, and every lime the slaff are friendly, accommodaling and profe:
My hugband was an emergency admisgion fram aur hotelin the middle of the night with a diabelic hypo. Bath the nurse and doclor who deall with him werne lavely. 1L 'was a frighlening experience, especially as we were away |
Excelient gtafl which perdarmed to the highest slandard possible within the given circumstances...'m extremely please wilh all slages of the care provided Lo my wile prior and post delivery. | strongly recommend Lthe matemity
been having head paing 2 weeks really bad i cant lalk or move when i get them wenl to a&e gol there 9,30 didnl leave 1o gone 3, the firgl nurse was fine look my blaod pressure ele, then saw a senior doclar again friednly a
Hi | am so angry | feel | need 1o lel you knaw how disgusted | am with the treatment my poor husband has received and the way he has been treated. He wasg in the Jack Steinberg Ward CCU. | have no problem with the erilic
<p=>0n Wararin indefinilely afler two mechanical hearlvahves filled in 2005</p><p>My INR readings differ every lime | visil my GP and even after all these years | have never been lokd why Lhis should be! Tesls every week or
<p>| gave birth al 51 George’s hospilal in loaling. Thie was one of the mosl traumalic experiences of my life afler 32 hours of whal fell like having no one listening lo me or regpecling my opinion, | ended up having an emernge
| 'was suffering from back pain for over a year and when this became severe | was referred Lo the Neurasergery leam by our Medical Direclor al Barls Health (also where | work). To say the team hag been amazing is an under
lam now 12 weeks pregnant and have been wailing for an appaintment since finding oul al 7 weeks. | finally received an appaintment leller which arrived the day afler the scheduled appointment! | have called the Wamen's
Taday | feel compelled 1o wrile a review for the second time. | am now in for my 38 week follow up after coming in lwo weeks ago and find mysell in exaclly the same siluation as previously. | arfived an time for my 10.30am ap

Please note

Either:

We have permission to use all
comments shown.
Or the data is publicly available.
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Better informed, our global clients make wiser decisions, improving their organizations, products
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Our Customers Making Wiser Decisions

Patient Experience

Consumer Experience

Employee Experience

NHS

Guys & St Thomas FT

Kings College FT

St Bartholomew's FT

Hillingdon FT

Hertfordshire Partnership FT
Houndslow & Richmond NHS Trust
Leeds Community Healthcare Trust
Western Sussex FT

9. Cambridge University Hospitals FT
10. Bradford CCG

11. Royal Devon & Exeter FT

12. Isle of Wight NHS Trust

13. Gloucester Hospitals NHS FT

14. Bristol & North Somerset CCG

15. University Hospitals Derby & Burton NHS FT
16. Chesterfield Royal NHS FT

17. Lewisham & Greenwich NHS FT
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Al Due Diligence

“Don’t fall for the hype that Al will solve all
of your text analytics needs,” writes
Forrester analyst Boris Evelson in his June
round-up of text analytics platforms.

“Just the opposite: in this evaluation we
found that rules still rule.

Rules-based text analytics platforms are
much more accurate out of the box and
require much less training than platforms
based mostly on machine learning.”

2018




1 Keyword And It’s 237 Rules

"un|any|any more|any longer|any longer have|any further|any real|any noticeable|any such|any apparent|any obvious|or|or so|or a|or the|or even|or just|or to|or
anything|or have|or as|or too|or that|or get|or are|or very|or feel | nothing | nothing was | nothing has|nothing is| nothing really | nothing ever | nothing seemed | nothing
seemed to|never|never had|never been|never have | never felt| never had a|never really | never even|no|no more|no longer|no longer have | no further|no real|no
noticeable|no such|no apparent|no obvious|isnt|isnt a|isnt the|isnt really|isnt too|isnt as|isnt even|isnt so|wasnt|wasnt a|wasnt the |wasnt really | wasnt too | wasnt
as|wasnt even|wasnt so|not|not have|not a|not the|not be|not really| not too | not as|not had | not even|not feel | not been|not have to|not so|not more|not seem|not
have a|not seem to|not very|not that|not have any|not much |not having|not what|not have the|not an|not had any|not have been|not at all| not ever|not
particularly|without|without a|without the | without being|without having | without really |without even | without ever|without actually |doesnt|doesnt have | doesnt
be|doesnt really|doesnt even |doesnt feel |doesnt seem|doesnt seem to|doesnt ever|dont|dont have|dont be|dont really|dont even|dont feel|dont seem|dont seem
to|dont ever|didnt|didnt have | didnt be | didnt really |didnt even|didnt feel |didnt seem|didnt seem to|didnt ever| wont|wont have |wont be |wont really|wont even |wont
feel|wont seem|wont seem to|wont ever|werent|werent a|werent the |werent really| werent too | werent as|werent even|werent so|cannot|cannot have|cannot
be|cannot really|cannot even|cannot feel | cannot seem | cannot seem to|cannot ever|cant|cant have|cant be|cant really|cant even|cant feel|cant seem|cant seem
to|cant ever|couldnt|couldnt have | couldnt be | couldnt really| couldnt even | couldnt feel | couldnt seem|couldnt seem to|couldnt ever|wouldnt|wouldnt have |wouldnt
be|wouldnt really|wouldnt even |wouldnt feel | wouldnt seem|wouldnt seem to|wouldnt ever|hasnt | hasnt the | hasnt really| hasnt had | hasnt even|hasnt been|hasnt had
a|hasnt felt| havent | havent the | havent really | havent had | havent even|havent been | havent had a|havent felt| hadnt|hadnt the | hadnt really|hadnt had | hadnt even | hadnt
been|hadnt had a|hadnt felt|arent|arent a|arent the|arent really|arent too|arent as|arent even|arent so|arnt|arnt a|arnt the|arnt really|arnt too|arnt as|arnt even|arnt
so|never had | much of |answer to|solved |solves|solution to|-solver|-free| a problem"

We Have Over One Hundred Thousand Keywords

an .
SensiC.



The Machine Is Dumb

... modern deep learning-based NLP
models see benefits from much larger
amounts of data, improving when trained
on millions, or billions, of annotated

training examples.”




Evidence

Alphabet & Facebook between them employ

30,000 people to read and categorise posts,
reviews and comments.

That’s >51.25 Billion a year.




Triangulation - Satellite Navigation

Purpose: Helps the driver to pinpoint
exactly where they are, so they can
make the next decision.

100% quantitative metric - doesn’t tell
you why you are there.
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Triangulation of Data & Information

/‘ Purpose: Helps people pinpoint exactly
Qualitative «/\ 3 where they are and what is going on, so
they can make the next decision.

Quantitative

Note - At least 80% of all data analysed is
Quantitative

Note - 80% of all data is Qualitative

“A good decision is based on knowledge and not on

numbers.” Plato 427 BC




That’s 3490 KG, 77 Trips, 45 kg per trip, 49 trillion microfibers, 70% of all the rubbish is from the fishing industry




Qualitative Data (why information)

“Fishermen have made a 300 kg purse out of this fishing net, thrown
rubbish in it, gone to great pains to stitch it up and then thrown it
overboard.

They think they are doing the right thing but they are not, it doesn’t
sink, it floats to the shore and gets pounded into trillions of
microfibers.

That’s one reason why there is so much fishing waste on our shores.”

BTW
That net will break up into 4,200,000,000,000 microfibers



Triangulation of Perspectives

Purpose: Helps management pinpoint
exactly where they are. And more
importantly, why they are there.

Patient

Patients and staff experiences are the best
sensors of the system!

| “A good decision is based on knowledge and not

on numbers.” Plato 427 BC

2 "The only source of knowledge is experience.” Einstein

sensiC.




Triangulation of perspective
Triangulation of data




Triangulation of perspective = little employee or patient experience
Triangulation of data - mostly numbers



Numbers.
Easy to capture, measure & analyse.

Narrative.
Difficult to measure, analyse & understand.

Does Triangulation Matter?

“The Trust's board was found to be disconnected
from what was actually happening in the hospital
and chose to rely on apparently favourable
performance reports...

...rather than effective internal assessment and
feedback from staff and patients.” Robert Francis

QcC
...the board did not review the
substance of complaints and
= (> incident reports...
® (=
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Triangulation Matters

“The Trust failed to listen to

“Review on NHS Staff . , .
- patients' concerns, the board did
Engagement — or lack of it! .
. ., not review the substance of
Professor Chris Ham CEO King’s . o
Fund complaints and incident reports
were not given the necessary
attention.
ﬂcomplaints should be regarded\ The Trust's board was found to
as gold dust... be disconnected from what was
actually happening in the
...Chief executives need to take Qospital." Robert Francis QC
responsibility for signing-off
complaints... ﬁ’This review found that providers and
commissioners are struggling to
...Trust boards should scrutinise understand and take full advantage of
all complaints and evaluate what the enormous and very rich set of
actions should be taken; a board data available on quality.” Sir Bruce
member with responsibility for Keogh
whistle-blowing should be \

accessible to staff.” Ann Clwyd
MP /

ﬂluantitative targets and financial goalﬁ

should not override protection of

\ patients from harm... all NHS staff
“...patients often felt too should raise concerns to their colleagues
frightened to complain, while and superiors and be welcomed in so
those that did encountered a doing.
wall of defensiveness, when It requires culture change and therefore
they only wanted an countless, consistent and repeated
explanation, and evidence messages and deeds over a period of
that failings would not be years.” Professor Don Berwick

repeated.” Dame Julie Mellor \

Y,

.
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Too often, boards were homing in on data that

Numbers. reassured them they were doing a good job, rather
Easy to capture, measure & analyse. than pursuing data that revealed inconvenient
truths, thereby missing opportunities for
improvement.

Today, there are several Trusts in special measures
< 90% FFT scores (average 86%)

This review found that providers and commissioners
are struggling to understand and take full advantage
of the enormous and very rich set of data available
on quality...

...We also found a deficit in the high level skills and
sophisticated capabilities necessary at board level
to draw insight from the available data and then use
it to drive continuous improvement.

an .
SensiC.

Narrative.
Difficult to measure, analyse & understand.




Pulling It All Together & Making It Happen

i P
All Perspectives - Quant & Qual Pata - Avoid - Relying on apparently favourable
| - e performance reports

Iy '/ >

// Avoid - Homing in on data that reassured them

they were doing a good job

All Data sources
 Complaints
* Incident Reports

* FFT
e PALS
* Annual Staff Survey
AII Data Sour@' * Online comments -

WWW.careopinion.org.uk

T 0

an .

There are several Trusts in special measures < 90% FFT scores (average 86%) SenS


http://www.careopinion.org.co.uk/

Rich
Unstructured
Text




Pulling It All Together & Making It Happen
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Awareness

All Perspectives

7\
s D
/ \
/ \
/ \
/ \
Y A
Mid Special Quant & Qual Data All Data Sources

Staffs Measures Other

Whipps 14 Hospital NHS Trusts

Cross Mortality
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Disconnected Connected
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Courageous Culture

All Perspectives
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Whipps 14 Hospital NHS Trusts
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—
Willful Blindness Denial Really care



Make It Happen

All Perspectives

\
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Ve e e e 2D
Mid Special Quant & Qual Data All Data Sources
Staffs Measures
Other

Whipps 14 Hospital MR U
Cross Mortality
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Inaction Taking Right Action

(wrong action) @



If Nothing Changes, Expect It To Stay The Same
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Emotion Analytics ~

All Themes ~

Improvement « Insight Centre ~ Bulk Update ~ CST Main ~ Opportunity Finder

TRIANGULATION PATIENT & STAFF
m WESTERN SUSSEX
HOSPITALS FT

pansensic.com

WHAT WOULD YOU LIKE TO DO?

X O X P

ALL THEMES IMPROVEMENT INSIGHT BULK UPDATE

EMOTION CENTRE

ANALYTICS



The Emotion Lens
32,000 Patient & Staff Experiences

Emation Lens
Groups: 11 - Hits shown: 28474 created from 31946 Comments
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The Emotion Lens
1676 Staff Experiences

Emaotion Lens
Groups: 11 - Hits shown: 1377 created from 1676 Comments

Frustration

Frustration 19%
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Excitement

Shock

Anger 1.9%

Frustration 5.8%

The Emotion Lens
23889 Patient Experiences

Emotion Lens

Groups: 11 - Hits shawn: 28474 creatad from 31846 Commants
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”Too often, boards were honing in on data
that reassured them they were doing a good
job, rather pursuing data that revealed
inconvenient truths, thereby missing
opportunities for improvement.”
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The Emotion Lens
Online - NHS Hospitals Patient Experiences

Emotion Lens
Groups: 11 - Perceptions shown: 1556 (1456 of 11955) - Total waight: 1556

Anger 22.24%

Frustration 16.2%

Frustration 6.4% 16.2%
Anger 2.1% 22.24%



Next Stop Litigation

ast year the annual cost of NHS clinical negligence rose
by 30 per cent to £2.2 billion. Despite the NHS being

acclaimed as the “envy of the world” as it reaches its

70th birthday, there are concerns about clinical accountability.
Experience shows that the NHS cannot be trusted to investigate
itself. Too often the response to complaints is unsatisfactory.
Patients sense when they are being fobbed off and, infuriated,
they turn to lawyers to seek the truth. Sunday Times August 2 2018

Qn .
sensiC.




Improvement Mitigates Litigation

X

“Too often, boards were honing in on data that reassured them
they were doing a good job, rather pursuing data that revealed
inconvenient truths, thereby missing opportunities for
improvement.”



Gross Negatlvity
Problems

Consequential Effects
Poor Attitude

Conflicts and Constraints
Loss Of, Lacking In
Difficulties & Challengas
Delays and Waiting
Wastelulness

Harmiul

Poor Communication
Sub-optimal

Fatigue & Tiredness
Unwanted, Undesirable
Competance

Contusion & Lack of Awaranass
Unreliable, Inconsistent
Poor Design

Balance

Opportunities For Improvement

Areas For Improvement Lens
Groups: 19 - Hits shown: 14852 created from 31946 Comments
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Opportunities For Improvement

.'a neck problem" "a major problem"
though problem” g pr{Jblem“ faians s ehe

frustratio.  "stupid question” gifficultys

difficulti ( :

challen(;uecliCha“engm dlsgracefu
challsngesunacceptabley i ations

nightmare frustrating challenge
"afault, "the problem" frustration

seless q;
difficulties diffjcult demand
disgracg' tTOUb|e lglfﬁCUIty 2
prolplgzna.t'tic |a probllem ""not acceptable
unreliable "Only prob, emdemands
faultyimpossible ~"a big problem"

"the only problem" troublesome
troubled demandmg one problem

troubles »he same proplem" 'a small problem”
"too difficult” @ Minor problem" "a recent problem

Comment Comment

31029-1
RichO

45]5-1
RichQ

I15727-1
Rich0

17394-]
RichQ

7762-|
RichQ

5100-1
Rich0O

2854-|
Rich0

20416-|
Rich0

| 4462-|
Rich0

1 CRILVEOT 1Pl | have at work is the heat in the occupational therapy a&e

office. i ve worked here 5 years and despite regular unreadable the heat in the
office continues to be 27c every day. i usually go home feeling unwell
(e XLl I Tiel 1Pl e xperienced was obtaining timely pain relief

(al XL lIVE T el Pl was finding a parking space

(e Xl I oI el ol P03l was the long wait in every department

e Rl IV T o1 Pl Wwas the wait of |5 hours

all staff exceeding efficient and friendly. iRl VETI ATl was waiting for the
medication to be delivered to the ward for discharge

care was absolutely the best from all staff who were caring professional

efficient cheerful and helpful in every way. XL lIIeelIII0 Y was the heating
was far too high during the night. thank you all so very much

day and night staff were so kind and equipment was available for investigations.

attention and care aided my recovery but RsatRelalWEeTeel Il 0 was the lack of
sleep due to the noise at night

i was treated promptly and with great care and consideration. all of your staff
were lovely and every single person had a smile on their face.

was that the toilet was filthy but during my visit it was cleaned to a
high standard

Qn .
SensicC.



One Comment Anecdotal, Many Comments Evidence

‘Good care taken over patients. Waiting area far too hot. All went well with approachable, friendly and professional Staff in a clean

Staff were very friendly and efficient throughout the whole process. All had environment. I felt very hot in the examination room.
my interest at the centre of V|

All Staff were kind, friendly a

'had good choices. My only cc Valuable InSIght

I felt too hot in Bosham Wart
Very often the ward is too ho perhaps the temperature could be
nd help curb flu not to be passed on. All

jere very good. The only downfall was
so gentle during the day and night.

I was far too hot

Turn down heating to 20 degrees - save £x,0000
I felt too hot in the bathroom

Less bacteria & viruses

the best! _ 5 were very considerate and professional
Nirses:were very- good, efid Patients sleep better

was slightly too hot! Patients Patients feel better

::2:: :;Y't:irt: ;'::‘; lz‘if"r']j Staff feel better = increase productivity =

| Less sick days, save £x,000 :

| Bosham Ward was far too ho YS ’ slieved it was 28-29C. I am aware that
Patient taken to x ray dept w to no avail.

difficulty in breathing _

- ere amazing!

The nursing care I received v
The only problem is the heat r hot in the room.
food tastes like slop, has no {
again for nursing, excellent!

The room temperature was too hot and unhealthy. Cooler and fresh air are
needed. n o

nsic.
NHS Energy costs in 2014 was £750 Million



Contradiction finder “argh yes but”

TOGGLE SIDEBAR

PRESENTATION MODE

Exciternent(|)

Delight[i} |

Desire(3) 0

Love(4) | |
Happy(5) 0

Surprise(6) 0

Sad(7) ] |
Fear(8) | |
Frustration(9) 2 3
Anger{ 10) | |
Shock(11) 0

Maximum hits: 37 - Total hits: 596




Comment Opportunity Finder

83-1 care long start to finish uncomfortable cha
5268-| once seen the staff are the time to get seen is Survey Reference-

5735-1 staff are there are many RelMlisql which need to be correctedthere is a
6447-| as silly and nothing was too much. i would name some staff i cant remeber everyone. my c section was very FelSlEWTs! m

6887-| staff were waiting was Survey Reference _
[1738-I the staff were we had to to see a doctor Survey Reference _

12203-| F the staff are helpful knowledgable and friendly the money spent on building work should be spen

14870-1 ated delays regarding scans and test results are inevitable LCL T Rate Ve is excessive when that is the only thing d

16887-I staff and services provided were it* s the long wait between everything which [l matters

re and kind staff just a long wait that" s not the staff’ s at all Survey Reference -

SOURCE: PATIENT
Valuable
Perception / Story

Hot: &3 InS|ght

Nursing care was excellent. Staff were caring with a sense of humour that |

19130-|

much appreciated. | appreciated delays regarding scans and test results are n
inevitable but waiting 48 hours is excessive when that is the only thing 5
delaying returning home,

1)
&




Contradiction finder “argh yes but”

TOGGLE SIDEBAR

PRESENTATION MODE

| 2 3 4 5 6 7 8 9 10 ]
Excitemnent( ) I Q 2 1] Q Q | 2 Q Q

Desire(3) 0 6 Love / Happy .

Love(4) I 1
Happy(5) 0

Surp rise(6) 0

sad(7) 0 :
Fear(8) I ]
Frustration(9) 2 3
Anger(10) | !
Shock(I1) 0

Maximum hits: 37 - Total hits: 596




We Should Also Encourage The Positives

SHOWING RESULTS FOR KEYTOOL LENS: EMOTION

CLICKED ON ROW: LOVE, COLUMN: HAPPY - 37 HITS

Comment Opportunity Finder

1666~ thing was too much trouble. no one likes going to hospital m i was made to feel very . thank you to the day
2391 - was excellent and kept me informed. i felt anxious so well looked after and put Survey Reference-
287 |- well taken care of by the day and night shift staff i feeL to be going home. thank you one and all Sur

3304-| the team were amazing really i dont like needles they made me and Survey Reference -

3781 very RigChlel\l staff to be going to rest bite Survey Reference-
4643-| go was extremely R\ and patient with my questions and helped me thank you Survey Reference -

5760-I to have a circumcision aged . could have been traumatic. i am very to say it wasnt. so very big thank you t
"
SIC.




Please Don’t Hesitate To Contact Us
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Head Office
Suite 20/21

Bude Business Centre

Kings Hill
Bude
EX23 8QN

Tel. 020 3432 9804

email. insight@pansensic.com
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