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Building healthier communities 

Introduction and purpose of the report 

Leeds CCG is committed to delivering healthcare using an integrated approach with our local partners 
to improve not only the safety and effectiveness of care but the experience of care for patients and 
service users. 

The patient experience framework describes how we commission quality care by listening, capturing 
and responding to feedback on experiences, views and opinions on a range of health and care 
services. 

This report provides: 

• An overview of patient experience intelligence by sector 

• An overview of patient experience within Leeds health and care system 

• An update from Leeds CCG Patient Insight Group  

• Ongoing developments 

• To enable the CCG to understand ‘what people are telling us?’ a range of data from a number of 
patient experience sources needs to be collected, reviewed and analysed.  This includes a number 
of text based feedback services and reports. Sources include Care Opinion posts (an online 
anonymous feedback forum), NHS Choices posts, Provider patient experience reports, 
Healthwatch reports and Social Media posts. 

• The CCG also receives feedback and intelligence directly  in relation to patient experience and 
complaints feedback 

• This report includes all intelligence received between 1st July to 30th September 2019, Quarter 2.  
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Leeds Health and Care System: Care Opinion and CCG Feedback 

The Care Opinion site enables the CCG to monitor the feedback being posted for all services within Leeds. It also enables the CCG to monitor 
the service response rates and how changes have been implemented as a result of the feedback. In Q2 461 stories were published on Care 
Opinion (or NHS Choices). This shows that there is a high level of patient feedback being provided.  
 
Three stories  have  initiated changes within a service or provider. This is something that our providers will be focusing on during 2019/20 
and which the CCG will continue to monitor.  
 
In Q2 the CCG patient experience team received 87 contacts relating to services and providers across Leeds. 
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Care Opinion provides a forum for patients, families and carers to provide feedback (negative and positive) anonymously. The 
website asks users to post or tag words to describe ‘what was good?’ and ‘what could be improved?’. The bubbles below shows a 
summary, for all providers in Leeds, of the feedback provided during Q2.  

During Q2 ‘highly professional, staff and explanation’ were all areas reported as good. ‘lack of care, delay and faulty equipment’ 
were the areas reported as requiring improvement’. 

Did you know? 
Leeds CCG is one of a small number of CCGs to 
achieve top marks in NHS England’s annual 
assessment. Marked against a nationally agreed 
set of standards that are referred to as the 
Improvement and Assessment Framework, the 
latest rating follows last year’s ‘good’ when the 
previous three Leeds CCGs became one. 
A number of areas were highlighted as examples 
of how we have played a significant part in 
improvements seen in the local healthcare 
system. In addition, we were recognised for our 
commitment to working on an integrated care 
system, commonly referred to as the West 
Yorkshire and Harrogate Health and Care 
Partnership. 

Leeds Health and Care System: Care Opinion & CCG 
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Leeds Health & Care System Citywide Patient Experience Reports – Healthwatch Leeds 

People with visual impairment experiences of accessing health and care – Healthwatch Leeds (HWL) 

Following the completion of the community engagement work  the CCG was asked to respond to the findings which included: 

Key findings : 

• Communication needs  

• Physical access 

• Access to support and information.   

 

Recommendations include: 

Reviewing policies, procedures, staff behaviour and electronic systems to implement the Accessible Information Standard (AIS). 

All services to consider making staff training for AIS & impairment training an annual mandatory training package. 

See link for more details https://bit.ly/2YWL3X3  

 

Whilst the report highlights some areas of good practice it does highlight that we have lots of work to do with 65% of respondents feeling that they didn’t have their 

communication needs asked or met and 44% stating that they came across accessibility issues when attending an appointment.  

  

Following the introduction of the Accessible Information Standard (AIS), information and posters were circulated to all GP practices within Leeds and the CCG Equality and 

Diversity Manager attended Practice Manager’s meetings to discuss and promote the requirements of the standard to support implementation. NHS Leeds CCG established 

an Accessible Information Standard Working Group in 2015 to support implementation of the standard and to provide advice and guidance. The group continues to meet on a 

bi-monthly basis to ensure there is a consistent approach to seeking assurance that our providers are adhering to the standard. The working group implemented the AIS 

Good Practice Checklist across all commissioned healthcare services, including third sector and private organisations, as a mechanism to provide assurance of compliance 

with the standard and highlight where further development and support is required. Further rollout and support to GP primary care providers has been planned for 2019/20. 

The CCG has also agreed to review the working group remit to include providers and Healthwatch to ensure there is a city-wide approach to meeting the AIS requirements 

and to also consider reasonable adjustments for patients, families and carers.   

  

The CCG ensures that providers are assessed on their accessibility standards as part of the NHS procurement process and it is also included within the NHS Standard 

Contract. The CCG continues to monitor our service providers’ compliance through annual equality performance reports as well as regular on site quality visits. The CCG is 

looking forward to working with Healthwatch and providers to ensure that patient’s within Leeds are able to access all services and improve their overall experience. Our most 

recent engagement exercise centred on our proposals to develop urgent treatment centres in the city. Prior to this engagement, we were aware of issues still being 

experienced by people such as those with sensory impairments. Therefore we made a conscious decision to hold our first formal event at the Leeds Society for Deaf and 

Blind so that we could capture the views of people on the day. In addition we recorded the session, subtitled and featuring a British Sign Language interpreter, and shared 

this through our networks so that we could encourage feedback from others who could not attend the event. We are very mindful of the feedback we’ve received and will use 

this when developing the proposed urgent treatment centres. We very much welcome citizen involvement and would invite anyone with a sensory impairment to come to one 

of our planning meetings.  

https://bit.ly/2YWL3X3
https://bit.ly/2YWL3X3


Building healthier communities 

Planned Care and Long Term Conditions – CCG Complaints and Care Opinion data 

Care Opinion published 61 posts during Q2 relating to LTHT,  62% of those were positive comments. Trust responses have risen this year to a 66% response rate, an 
increase of 38% on last year’s figures. There  were no changes planned for any of the Q2 posts by the Provider. 
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Care Opinion allows patients across Leeds to post comments relating to 
any service, in any area they have visited.  In Q2 there were four posts  
relating to Pontefract Hospital services which Leeds patients had accessed 
via the e-Referral system. The CCG Patient Experience team have shared 
these posts with Pontefract Hospital. 

The CCG received 22 complaints during Q2 relating to LTHT. These 
included care and treatment, waiting times and the urgency of 
appointments.  

The ability for patients to provide real-time 
feedback via the Internet, which has been 
progressed across LTHT utilising online 
links via hand-held tablets, are  now 
available for use in all adult inpatient 
wards, including Critical Care. 

Cardiology – LGI 
I was greeted with a smile and made to feel 

comfortable. Everyone at all levels was 
friendly, helpful, reassuring, and professional. 
My partner and I, by reason of the procedure I 

was going to undertake, were naturally 
worried but all the care and reassurance we 

received, dissipated our concerns. It's a wholly 
good experience. 



Building healthier communities 

Unplanned Care -  Care Opinion & Complaints Information 
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There were sixteen Care Opinion posts in Q2. There were five A&E posts, three positives regarding good care and two negatives relating to long wait times 
and poor care resulting in one re-admittance two days later. Five posts related to St George’s Minor Injury Unit(MIU) with three compliments due to good 
care and pleasant staff, the other post related to  rude staff.  Wharfedale MIU had two posts with one negative post regarding the Out of Hours service at 
Wharfedale. The patient advised that they had been ‘turned away due to staff shortage’. As this has been a previous theme the CCG patient experience team  
have  continued to monitor and have forward the post to the relevant organisation for discussion. 

There were 4 CCG complaints recorded in Q2, with patients 
dissatisfied with the time taken to return calls from clinicians 
and the booking of patient transport for appointments into 
secondary care. Consent was sought from patients to share 
with relevant organisations for investigation and response. 
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Unplanned Care 111 and FFT 
 

Details of issue Outcome Lessons learned 

Caller rang 111 re her son who had a fever.  An assessment was 
completed by clinician and she was advised to keep giving him 
meds and call back if his temp worsened.  This happened so 
the caller rang back.  She would like to complaint about he 
health advisor’s attitude.  The caller state she wasn’t 
professional, left long unexplained gaps and had no empathy.    

The caller stated that she had gone through questions previously on 
earlier call, HA advised 111 had to re-triage to get best/appropriate care. 
Caller got irritated at length of call.  HA said she would get a call back 
within the hour, caller not happy with this. HA reacted taking over the 
caller, voices raised  by both parties.  

HA should have tried to diffuse the situation.  
The call audit was passed, however, the 
health advisor should have managed the call 
better.  

Caller not happy with the way the Call Handler interacted with 
the patient – stated the CA laughed down the phone at him. 

There does appear to be laughing when the CA was giving the 
disposition, it is unclear why.  Otherwise the CA is very polite and 
professional. 

Feedback through audit. 

The 111 Governance report noted 7 incidents for July 2019 and 4 
open complaints so far in Q2. The most common themes recorded 
include issues related to calls and the content of conversation 
between the call handler and the caller. 

As your local clinical commissioning group (CCG), NHS Leeds CCG has made some proposals for urgent treatment centres for the citizens of Leeds and we want 
to hear your views about these proposals. 
Urgent care is care that someone feels is needed on the same day but their illness or injury is not life-threatening. This could include anything from cuts, 
minor injuries, bites or stings through to mild fevers, vomiting and diarrhoea etc. 

Source: YAS 111 Governance reports 
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Mental Health and Learning Disabilities Care Opinion, CCG Complaints and FFT Data 

14 posts were published on Care Opinion during Q2, of which one was positive. Three of the responses from  the Trust have provided a proposed change to the service 
following discussion with teams and service users. Locations mentioned this quarter were Newsam Centre, Becklin Centre and St Mary’s Hospital. 
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Q2 saw eight CCG complaints which related to 
LYPFT. These related to lack of care and treatment 
when on units, cancelled/delayed appointments 
and a concern raised by a former member of staff 
regarding staffing levels.  

Change from user feedback: 
Incompetent: You would think an organisation big enough to 
be providing mental health care to Leeds and York has more 
than one nurse. Service user complains about nurse, says 
they don’t want them involved anything. Nurse changes 
over, several years later patient requests something. 
Original nurse is asked to do it, and they do. When patient 
says “But I said I did not want them having anything to do 
with me”.Response is a cold and callous, we think they are 
the most appropriate person. Patients have rights…if they 
don’t want a particular member of staff involved and it was 
agreed. You cannot change it several years later. 
This is a sign that as a patient, you have no rights, your views 
do not matter, and the only important thing is they pretend 
they are always right 
 
OUTCOME: Service offered apologies for the service user’s 
experience. And following discussion with team will be back 
in touch with service user. 
 

Change from user feedback: 
Not Great : I've been admitted to the Becklin Centre 
on 3 separate occasions, the staff were lovely but the 
whole place was pretty slack in terms of security, on 
many occasions patients on my ward smuggled drugs 
and alcohol into their rooms. The courtyard could do 
with monitoring more as on evenings male and female 
patients are allowed to just mingle even though some 
are clearly heavily medicated and vulnerable and 
some male patients very unstable and manipulative.  
Overall it just needs tighter supervision, I've seen 
several patients whom I stayed with on my ward and 
they seem no better if not worse from when I saw 
them in hospital  
 
OUTCOME: Service thanks the service user for sharing 
their experience. Service advised that they would 
discuss with team to learn & improve and contact 
service user again to further discuss 
 

Change from user feedback: 
Eurocentricity is rife: It makes me sad to have to write 
this review.Before I did I looked at previous reviews on 
the care opinion website. I am not alone in thinking 
that people that work here are very Eurocentric. Is 
eurocentricy a problem? Yes, it is when the all the 
glossy patient information leaflets, and sleek website 
declares- “We embrace diversity and culture” 
Today I listened to a podcast of a meeting between the 
medical director and a patient. My observations are as 
follows ‘The medical director was trying to find 
solutions, I was in full support of her position, until it 
came to correcting medical errors. “Siding with the 
doctor who refused to correct her mistakes, just sends 
a clear message. “Leeds and York is 
eurocentric…minorities approach with care” 
 
OUTCOME: Service confirms that they are working 
closely with the service user to ensure feedback is used 
to improve services 
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Mental Health and Learning Disabilities  Citywide Patient Experience Reports 

Ask, Listen, Do   
 
NHS England is leading on the above project  to support organisations to learn from and improve the experiences of people with a learning 
disability, autism or both, their families and carers when giving feedback, raising a concern or making a complaint. 
See link for more details  https://bit.ly/30i0N3e   
 
To make sure that Ask Listen Do really helps people with a learning disability, autism or both, meetings were held and and surveys sent out, 
1288 people responded and here are some of their thoughts and ideas. 
 
• Nine out of ten people who responded to the survey said they wanted to raise a concern or complaint about the care or support they, or 

someone they know has received. 
 
• Of the people who have complained, 72 per cent have done so more than once and 19% more than five times in the last five years 
 
• 57 per cent said they did not, and 20 per cent said they sometimes did not, get good information about how to make a formal complaint. 
 
• 59 per cent said they did not feel listened to and 30 per cent said they sometimes did not feel listened to 
 
• 72 per cent said they did not feel their complaint(s) has changed the way that the service/organisation works with people because they have 

not learned from it, and 19% said they didn’t know 
 

An easy read leaflet has also been prepared  https://bit.ly/2pjdaLK  
 

https://bit.ly/30i0N3e
https://bit.ly/30i0N3e
https://bit.ly/30i0N3e
https://bit.ly/2pjdaLK
https://bit.ly/2pjdaLK
https://bit.ly/2pjdaLK


Building healthier communities 

Children and Maternity: Care Opinion and  CCG data 

Care Opinion received three posts regarding Maternity services  during Q2. Two of the posts were very positive relating to staff and care however the 
third poster felt that the staff on the unit don’t listen.  The CCG received one concern regarding the delay in a child receiving a sensory assessment. The 
service were aware of the  concerns and are working with the family to provide support 

NHS Leeds Clinical Commissioning Group (CCG) has been successful in its application for proposals to have mental health support teams in 10 further 
education settings across Leeds.  
The mental health support teams will bring an additional resource in to the city, as they will help support young people in further education with their 
mental health and emotional wellbeing. 
 
Dr Jane Mischenko, Lead Commissioner for Children and Maternity at NHS Leeds CCG, said: “This is fantastic news for Leeds. I’m very proud to be part of 
an organisation which is committed to having an early intervention service in place, to support young people who are experiencing any early symptoms 
of mental illness. 
 
“Feedback from those trying to access services had identified a gap in early intervention provision for young people who attend our further education 
colleges, independent learning provider and some other educational settings. The additional funding from NHS England will allow us to help fill this gap. 
“We already have a lot to offer in Leeds and we’re really keen that we continue to look for other opportunities where we can help young people with 
their mental health and emotional wellbeing at an early stage. Both children and young people can access the MindMate website 
(www.mindmate.org.uk), where they can get advice and support they need to manage their emotional wellbeing or support others. There are already a 
number of things that are embedded in schools, like the MindMate champions programme, MindMate lessons and MindMate wellbeing support.” 

http://www.mindmate.org.uk/
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Children and Maternity – CCG Patient Experience Report information 

To raise awareness of the growing issue of antibiotic resistance, we'll be challenging families to a game of giant ‘Superbugs and Ladders’ at 
Breeze events across the city. 
The appearance is the latest activity from our successful Seriously Resistant campaign (www.seriouslyresistant.com), which aims to raise the 
profile of the serious issue of antibiotic misuse and encourage the public to pledge to always take antibiotics correctly. 
Gillian Chapman, local pharmacist and medicines optimisation pharmacist at the CCG, said: “Attending the Breeze events will help educate 
families about the importance of using antibiotics correctly. For example colds, flu, most coughs and sore throats are viral infections, which can’t 
be treated with antibiotics. 
“This is important for people to know because if we take antibiotics when we don’t need them, they become less effective. That’s really 
dangerous because in recent years, we’ve seen the emergence of ‘superbugs’ which are resistant to antibiotics. 
“Without effective antibiotics, minor infections could become deadly and many medical advances could be at risk – for example, organ 
transplantation, chemotherapy and caesareans could become too dangerous. However, reducing the inappropriate use of antibiotics can help us 
stay ahead of superbugs.” 

Leeds CCG Visit to Children’s Hospital – 30 September 2019 
NHS Leeds Clinical Commissioning Group has a statutory responsibility to commission high quality services for the population of Leeds. As well as 
its statutory requirements, NHS Leeds CCG is committed to working with providers to identify opportunities to support the delivery of better 
care. Quality visits are a part of the CCG’s quality assurance processes and are also used as an opportunity for providers to demonstrate service 
improvements or changes within the organisation and to showcase areas of innovative practice.  
 
In Q2 the patient experience team were invited to take part in a visits children’s services at LTHT. On the day of the visit approval for a new 
children’s hospital had just been announced by the government which the staff were all feeling positive about.  The current hospital 
arrangements are not ideal for purpose so the new building will provide opportunity to plan a more fit for purpose site in the longer term.  
Interim plans have also been made to expand the current footprint by using some recently obtained space in Clarendon Wing.  The team met 
and walked round the Children’s A&E department, the Clinical Assessment Unit (CAT),  Paediatric Intensive Care Unit (PICU)  and several medical 
and surgical wards.   

http://www.seriouslyresistant.com/
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Continuing Care and Neighbourhood Care: Care Opinion,  CCG Complaints Data 

Neighbourhood Care Overview: 
There was one post for Q2 on Care Opinion regarding a Leeds Community Healthcare service held at Seacroft clinic. The CCG 
has also received complaints/concerns relating to neighbourhood care.  These concerns related to  continuing healthcare 
and families raising  concerns regarding continuing healthcare assessments .  

In Leeds, the CCG has just published a new strategy that sets out how health organisations are working together to deliver the best outcomes for all people at 
risk of or living with diabetes. The strategy has been developed with NHS providers, diabetes charities, voluntary sector organisations, patients and carers. 
You can find out more at https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/ 

In response to the Leeds CCG complaints/concerns received the Continuing Healthcare team are reviewing their letter templates and leaflet information 
which goes out to the public. Once this information has been reviewed and updated we will report on developments. 

In Q2 the patient experience team visited the Children’s Continence Service at Wortley Beck Health Centre run by Leeds Community Healthcare. The 
Integrated Children’s Additional Needs (ICAN) Nurse, with the patient and their parents consent, allowed the team to observe an assessment and two follow 
up appointments. The visiting team observed some excellent examples of compassionate care, personalised to the needs of the children and their families, 
held in a warm and welcoming environment. 
Recommendations including: 
  
• Consider providing all written resources in other languages and formats to ensure that children continue to engage in their own treatment plans. 
•  Consider if the letters sent out to invite children to clinic are clear and explicit about the things that are essential to make the appointment successful for 

example, ensuring the child is present, needing to use an interpreter, ability of the family to read and understand the letter. 
  
The feedback will be shared with Leeds Community Healthcare (LCH) who will act on the findings where possible. 

https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/
https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/
https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/
https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/
https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/
https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/
https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/
https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/
https://www.leedsccg.nhs.uk/publications/leeds-diabetes-strategy-2019-2024/
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Primary Care within Leeds: Care Opinion 

In Q2 there were 372 Care Opinion posts, 24% of the stories  were responded to with 2% of posts not read, this is a decrease of 45% on this time 
last quarter. The highest number of posts reported was 103 for an individual practice, 24 of which were concerns regarding the delay in accessing 
appointments. The second highest number of posts reported, 94, had 17 negative posts relating to appointment access and the practice 
requiring improvement.  The majority of the posts were either positive posts relating to the surgery in general or were praising the 
improvements to the surgery. 
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The three practices highlighted in the chart above 
with significantly higher numbers of comments (34, 

94,103) are all part of one provider which has 
recently introduced a process of including the link 

to care opinion within the FFT survey text message.  
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Primary Care Leeds: CCG Patient Experience information 

Patients across Leeds benefit from excellent care from their 
GP practice 

 
Results from the latest national GP Patient Survey were published by 
NHS England last week; these show that patients in Leeds are positive 
about the care they receive from their local GP practice. To add to this 
positive news, for the first time 100% of GP practices in Leeds are 
currently rated as ‘good’ or ‘outstanding’ by the Care Quality 
Commission (CQC). 
 
Key findings included: 
 
• 85% described the overall experience of their GP surgery as good, 

slightly above the national average 
• 86% of patients felt their healthcare professional recognised and/or 

understood any mental health needs that they might have had 
• 79% felt it was easy to use their GP practice’s website to look for 

information or access services i.e. ordering repeat prescriptions 
• 79% felt they had enough support from local organisations / 

services to manage their long-term condition (or conditions) 
• 70% of patients had said their experience was good of making an 

appointment 
• 71% felt it was easy to get through to someone on the phone at 

their GP practice 
 
 

 
The CQC were asked by the Prime Minister  to conduct an independent review 
of the quality and access to systems of services that support children’s and 
young people’s mental health called ‘Are we listening?’. 
They spoke to staff working across the different parts of the system and to 
children, young people, families and carers. They reviewed policies and 
procedures, visited schools and hospitals and used ‘case tracking’ to examine 
in detail how individual service users moved through the system. 
They found that children and young people experiencing mental health 
problems don’t get the kind of care they deserve. 
 
Recommendations and next steps include:  
The Secretary of State for Health and Social Care should make sure there is 
joint action across government to make children and young people’s mental 
health a national priority, working with ministers in health, social care, 
education, housing and local government 
 
Local organisations must work together to deliver a clear ‘local offer’ of the 
care and support available to children and young people 
 
Government, employers and schools should make sure that everyone that 
works, volunteers or cares for children and young people are trained to 
encourage good mental health and offer basic mental health support 
 
Ofsted should look at what schools are doing to support children and young 
people’s mental health when they inspect 
 
In 2019/2020, we will report on the progress the different organisations have 
made to act on the recommendations in the report. Find more information 
here https://bit.ly/2v4QYrW  
 

https://bit.ly/2v4QYrW
https://bit.ly/2v4QYrW
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Leeds Clinical Commissioning Group: Patient Experience 
 

The CCG received four comments, 
concerns and complaints during Q2 which 
related directly to commissioning activity.  
Due to small numbers this quarter there 
were no common areas of complaint 1 1 
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The CCG Patient Experience team 
use Care Opinion (which 
encompasses NHS Choices), Social 
Media, Datix and any other relevant 
feedback mechanisms to provide 
reports for Commissioners, Contract 
Managers and Quality Managers 
when they attend meetings with our 
providers. This ensures that feedback 
is provided in real time.  

The Patient Experience team is working with CCG colleagues to ensure that the patient’s voice is heard wherever possible. One piece of 
work to enable this is a project originating from a newly formed system wide quality group for Leeds, called “How does it feel for me”. The 
first phase of the project is to collect real time experiences of patients with long term health conditions as they move through the system in 
Leeds. Filming commenced on our first patient, Kari, in July and again in  September capturing her experiences of receiving care from YAS, 
urgent care, general medicine, hospital to home and reablement services in the city. Kari’s video has been shown at various executive and 
leadership meetings in the CCG and wider system, including PEG and will be shown at the Governing body in November. We have recruited 
our second patient to the project, Joyce, with the first video of her story being shown at the next PEG meeting in November.  Recruitment of 
more patients is ongoing, with a plan to follow up to five patients in real time. 
Alongside continuing to collect the patient stories, the project group is in the process of analysing key themes and trends in order to shape 
what quality improvement initiatives we may embark on as a result of the learning, and identify how this could be taken forward. 

During Q2 the Patient Experience team received three compliments from patients, their families and carers for the 
support given in accessing care and treatment, updates on appointments and providing patient friendly communication. 
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Ongoing Work  and Next Steps of Patient Experience Team  

The Patient Experience team continues to participate with a number of groups to support the patient experience function, especially on a West Yorkshire and Harrogate 
Health and Care Partnership footprint.  

Leeds Healthwatch Complaints forum: This group consists of all Leeds providers and 
commissioners (CCG, social care and NHS England) and is chaired by the Chief Executive of 
Healthwatch Leeds. The group ensures that we are applying consistent processes to 
support the Leeds ‘no wrong door’ policy when patients are providing feedback.  

Heads of Patient Experience (HOPE) Network: The network is open to people working in NHS trusts or clinical commissioning groups 
(CCGs) whose role includes significant responsibilities for patient experience. The network: 

• offers peer learning and support to members in their work, by enabling them to meet with others working in similar roles with 
similar challenges 

• provides an opportunity to learn from innovations and best practice 
• provides members with an opportunity to collectively develop solutions to the problems and challenges they face in their 

work. 
• provides opportunities to meet national and international experts in the field of patient experience research and 

improvement. 
Information regarding the HOPE network can be found here. 

West Yorkshire Patient Experience Network: This forum is led by NHSE and is 
made of 2 parts; local on a West Yorkshire footprint but also forms part of the 
Yorkshire an Humber forum. This group aims to share good practice for patient 
experience and engagement.  

Next Steps: 
 
The report will continue to be developed throughout the year. A number of areas have been identified which 
require changes to our internal systems and processes to further align our reporting of patient experience: 

 
• Relaunch of Patient Insight Group to be held Oct 2019 – update to be provided 
• Review internal CCG systems and processes to align all patient feedback, including complaints, to the 

themes within the Patient Experience Framework 
• Continued development  of the ‘How does it feel for me’ project 
• Continue to develop, collate and report patient experience data aligned to pathways rather than 

individual organisations 
• Development of GP leaflet to support and signpost patients to appropriate patient experience teams 

regarding complaints and feedback 

National Complaints Managers 
Forum: Support network for 
complaint managers with two 
national events each year. 
Information about the forum can 
be found online.  

https://www.pointofcarefoundation.org.uk/our-work/heads-patient-experience-network/about-hope-network/
https://socialcare.blog.gov.uk/2016/12/22/join-the-national-nhs-complaint-managers-forum/

