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MATERNITY IMPROVEMENT PROGRAMME
HIGHLIGHT REPORT – Quality of Women’s and Families Experience Project 

	Completed by:
	Sarah Fox/Kath Doughton
	Reporting period:
	January 2020
	To:
	February 2020

	Date Completed: 
	2nd March 2020
	Next Review Meeting:
	

	Current status:
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	· Progress against action plan on track.
· Supporting IMSOP events
· Progress update regarding Maternity Engagement Events

	Key Achievements This Quarter:
	Project Plan: Quarter 4

	· Third engagement event was facilitated on the 25th February 2020.  The event was well attended and high quality feedback was collected.

· Staff have supported the IMSOP quarterly feedback events to service users – recognition has been received from families affected by the report on the importance of a collaborative approach at the quarterly feedback meetings

· The new approach piloted at the January quarterly feedback meeting was well received, the collaborative approach between IMSOP, WG and CTM is planned to continue. 
 
· The visual minutes from the 2 large scale engagement events have been printed and will be put up in our maternity units (RGH and PCH) for the public and staff to read, contribute and reflect.  The minutes will be accompanied by an action log to show improvements already made.

· Feedback has been provided to women and their families via: engagement events, social media, Bump talk, My Maternity My Way (MMMW) and internet page.

· The first meeting of the task and finish group which focuses on “facilitating partners feeling more included during ante-natal and post natal stay” was held on 13th February 2020, good progress made the next meeting has been scheduled for 6 weeks

	· A draft summary containing triangulation and thematic analysis of themes raised throughout our engagement methodologies (2019-2020) will be available on 20th March with a view to obtaining sign of on 27th march 2020 by the engagement work stream group.

· Agreed with PALS antenatal clinic survey tool due to be commenced March 2020.  The tool will be closely monitored to ensure appropriate and relevant feedback is obtained relating to Women’s ante-natal pathway

· First of regular meetings with the Value based Care was held on 14th February 2020, further meetings have been scheduled aiming to roll out extensive Patient Related Experience Measures (PREMS).

· Women’s Experience Midwife is currently working with the Maternity network Wales to support the development of the My Maternity my Way Group


	Self-assessment against maturity matrix:

	The Health Board can evidence early progress against the Maturity Matrix and there are indicators of results in some areas: 

Early Progress
· The health board informs women and families of issues related to their care or planned changes to service delivery.  
· The health board seeks the views of women and families at key points in the care pathway and works to address their individual issues.
· Learning from experience is largely focussed on Putting Things Right.

Results
· The health board has multiple and sophisticated means of seeking the views of women and families and aggregates and analyses these views to inform service delivery.  
· The health board can evidence that service user engagement has impacted on the delivery of the service. 
· The health board has an appreciative enquiry approach and amplifies good practice across the service.



	Slippage and remedial action
	Issue or concerns

	
	

	R
	Red
	Significantly behind schedule and requiring corrective action or decision to get back on track.

	A
	Amber
	Project behind schedule but within 2 weeks tolerance, or actions in hand to get back on track.

	G
	Green
	On track or completed.


























Metrics

Complaints Received:


*Figures include Community Midwife Unit, Maternity, Midwifery & Obstetrics Complaints.








	*There were no Maternity complaints re-opened during the selected period.
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	Maternity Real Time January & February 2020 Report 

	 
	Consistency & Coordination
	Respect & dignity
	Involvement
	Doctors
	Nurses
	Cleanliness
	Pain Control
	
	Medicines
	Noise at Night
	Kindness & Compassion
	Domain Average

	Jan-20
	8.78
	9.76
	9.56
	9.68
	9.78
	9.69
	9.46
	
	10.00
	8.78
	9.60
	9.39

	Feb-20
	8.46
	9.83
	9.37
	9.69
	9.93
	9.66
	9.58
	
	7.50
	8.91
	9.83
	9.28






Number of Women on the ward during January & February 2020:- 185    Number of Women Surveyed:-104       Percentage Surveyed: - 56.2%











Negative comments:  

· No TV in individual rooms, it would be beneficial to have background noise 

· Conflicting information given regarding a) CT &/or USS scan and b) BP readings (first told my BP was very high and inconsistent then told it was stable)

· I was told I would need to stay in hospital to see Neurologist – I have now been told I won’t be seeing one, therefore feels like I've been kept in hospital 48 hours longer than necessary								
· Was written up for routine pain relief but wasn’t given any unless I asked for it. Then staff thought I had declined pain relief.	

· I had to keep asking for test results.

· Wrong blood pressure cuff was being used by staff, despite some of the wrong size cuffs giving a false BP reading. 
		
· Bedpan of urine kept in the ladies toilet on the ward.	
· Very poor experience of labour, lack of pain relief given, delays in having an epidural, would not recommend this unit.		
· 
· Antibiotics have been missed on a couple of occasions.


































Positive comments:  

· Everything was lovely, can't fault the staff.		
· Labour ward was stunning.							
· Everyone has been so nice.					
· A very good place to have a baby.

· Staff so helpful in showing me how to bond with baby.

· It's been a good experience.
		
· All staff have been fantastic, courteous and professional, fantastic when dealing with situations.

· The staff in HDU following my elective caesarean section were amazing, they were so organised and knew exactly what they were doing. They put me at ease, they were marvellous and I felt safe.				
· My elective caesarean section was a fabulous experience, everything ran really smoothly. 

	Quality of Women's Experience  - Master Action Plan & Evidence

	RCOG Reference 
	Health Board Proposed Status
	IMSOP validated and approved 
	Status Trajectory/ follow-up
	Recommendation 
	Current Status, examples of assurance evidence 

	RCOG Rec: 7.47





























RCOG Rec: 7.47
















	

In progress



























	Partial completion

























	
Commence May 2020 - targeted completion 01/08/2020




















	Develop and strengthen the role and capacity or the MSLC to act as a hub for service user views and involvement of women and families to improve maternity care:










	Progress will be monitored through minutes and action points  from the group, which will be reported and discussed at the Quality and Safety Forum


Future evidence: 
· Meeting arranged for March, June, September and December 2020
Work with MMMW to develop and strengthen the monitoring role of the group in relation information captured via the PTR and real time feedback initiatives  to identify: 

• themes/areas for concern – 
• Any actions required as a consequence
• evidence of sharing the learning with women & their  families
target date for completion: July 2020 (Q2)

	
	In progress











	Partial completion














	Lay chair appointed Dec  2019
recruitment process underway - April 2020







	Appoint a Lay Chair as a matter of priority and increase lay membership numbers with appropriate support and resources








	Lay chair currently enjoying the roll and the experience it brings. Continues to attend all groups. Invited to relevant meetings to participate. Remains in contact with Women's Experience Midwife. 

Future evidence: 
Recruitment process is underway to increase membership and support to the group – target date for completion: April 2020 (Q1)           


	
	

In progress

 



	 
	May-20







	Enhance the MMMW monitoring role in order to assess whether patterns of concerns are found and to ask for regular feedback on action taken.
	Agenda item for each group in 2020: Current themes and trends relating to concerns/complaints to be fed back to the group.  

	RCOG Rec 7.49

















	



In progress














	 
	Apr-20
















	Develop and implement a Maternity engagement programme which encompasses:

Evidence of co-production with families
Sharing of outcomes with families
Commitment to community engagement

Support lay members to engage with women using services in the FMU and RGH and at PCH to assess satisfaction and to identify issues relating to choices.



	Women's experience measures
Evidence of service change/policy/protocol being directly influenced by women and families' experience

Agenda item for each group in 2020: PALS real time feedback to be taken to each group to share from PCH/Comments book from RGH.


Future action/evidence: 
Task and finish Group will be established in March 2020 to  develop an engagement plan for 2020-2022 which will include supporting of lay members to engage with women & families

	RCOG Rec: 7.52
	In progress 











	 
	Ongoing 











	Learn from the experience of women and families affected by events:

Explore methods to hear directly from women and families about their experience including patient stories, diaries, ‘mystery shopper’ or observation techniques.

Review the effectiveness of patient experience methodology and its impact on service change and improvement as a result of feedback.
	Monitoring of women's experience and engagement through reporting to directorate Quality and Safety Forum

Patient stories are an agenda item at Directorate Governance Groups 

Future evidence: 
PALS Real-time
Engagement events
Patient Stories
Concerns
Clinical review
Pilot PREM

	
	
	

	Suggested revisions to the Initial QWE RCOG :

	7.50 Continue to work with and build on the community based engagement - close and manage under 7.49

	
	
	
	
	
	

	7.53 Review the communications support and engagement approach and strategy - close and cover under Maternity Vision Rec

	
	
	
	
	
	

	7.54 Prioritise an engagement programme with families at its heart.  Women and families affected by events should be part of the improvement, co-design and culture change of the new -service.   Should be covered under 7.49

	
	
	
	
	
	

	7.49 Review the effectiveness of patient experience methodology and its impact on service change and improvement as a result of feedback - should be covered under 7.52



Maternity Complaints

Data	
Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	0	2	1	0	0	2	1	4	0	0	0	Mean	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	0.90909090909090906	



January & February 2020
Jan-20	
Consistency 	&	 Coordination	Respect 	&	 dignity	Involvement	Doctors	Nurses	Cleanliness	Pain Control	Medicines	Noise at Night	Kindness 	&	 Compassion	Domain Average	8.7757771164021161	9.761904761904761	9.5583482142857132	9.6842945326278649	9.7756525573192246	9.685569775132274	9.4568518518518516	10	8.7795105820105821	9.5958994708994698	9.3893790674603164	Feb-20	
Consistency 	&	 Coordination	Respect 	&	 dignity	Involvement	Doctors	Nurses	Cleanliness	Pain Control	Medicines	Noise at Night	Kindness 	&	 Compassion	Domain Average	8.4571678321678334	9.8344017094017087	9.3663922882672885	9.6948005698005701	9.9262820512820511	9.6559926184926184	9.5833333333333339	7.5	8.9117132867132867	9.8344017094017087	9.2764485398860401	May-19	
Consistency 	&	 Coordination	Respect 	&	 dignity	Involvement	Doctors	Nurses	Cleanliness	Pain Control	Medicines	Noise at Night	Kindness 	&	 Compassion	Domain Average	Jun-19	
Consistency 	&	 Coordination	Respect 	&	 dignity	Involvement	Doctors	Nurses	Cleanliness	Pain Control	Medicines	Noise at Night	Kindness 	&	 Compassion	Domain Average	Jul-19	
Consistency 	&	 Coordination	Respect 	&	 dignity	Involvement	Doctors	Nurses	Cleanliness	Pain Control	Medicines	Noise at Night	Kindness 	&	 Compassion	Domain Average	Aug-19	Consistency 	&	 Coordination	Respect 	&	 dignity	Involvement	Doctors	Nurses	Cleanliness	Pain Control	Medicines	Noise at Night	Kindness 	&	 Compassion	Domain Average	Sep-19	Consistency 	&	 Coordination	Respect 	&	 dignity	Involvement	Doctors	Nurses	Cleanliness	Pain Control	Medicines	Noise at Night	Kindness 	&	 Compassion	Domain Average	Total Complaints

Data	
Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	6	1	6	13	17	9	11	5	5	8	2	Mean	Apr 2019	May 2019	Jun 2019	Jul 2019	Aug 2019	Sep 2019	Oct 2019	Nov 2019	Dec 2019	Jan 2020	Feb 2020	7.5454545454544997	7.5454545454544997	7.5454545454544997	7.5454545454544997	7.5454545454544997	7.5454545454544997	7.5454545454544997	7.5454545454544997	7.5454545454544997	7.5454545454544997	7.5454545454544997	
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