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Recommendation 
 
The Board is asked to listen to a relative’s experience of accompanying her husband who 
was using NHS Ayrshire & Arran’s services and note the service improvement plans being 
introduced as a result of this experience. 
 

 

Summary 
 
Following her husband Vince’s stroke, Andrea accompanied Vince throughout his A&E 
journey and although Vince’s experience was very positive, Andrea felt very differently 
about her own experience. Andrea’s experience is being used to inform learning and 
improvement in the Emergency Department.  
 
Key Messages: 
 

 The importance of allowing relatives to stay with their loved ones in A&E, 
particularly when there are communication issues. 

 The benefits of being able to access relevant information direct from relatives when 
patient notes may not be available. 

 The benefits of the presence of a relative to decrease a patient’s distress and also 
enhance a relative’s experience.  
 

 
 

Glossary of Terms  
A&E 
ED 

Accident and Emergency Department 
Emergency Department 
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Situation 
 
This story details Andrea’s experience at A&E while accompanying her husband Vince 
when he presented with a suspected stroke.  Whilst Vince remembers a very positive 
experience of his A&E Journey; Andrea felt very differently due to being separated from 
her husband at a very worrying time. 
 
Andrea suspected that Vince had had a stroke and she felt that she had insight into what it 
was about his behaviour that had led to him presenting at A&E.  She felt helpless and 
frustrated that she was unable to share this with the medical team straight away. 
 
 
Background 
 
On 30 June 2014 Andrea realised that her husband was not communicating with her and 
she suspected that he may have had a stroke.  She contacted Emergency Services and 
they were transported very quickly to A&E at University Hospital Ayr by Scottish 
Ambulance Service.   
 
On admission Vince was separated from Andrea and this resulted in a great deal of 
distress as she felt that she could provide valuable information on her husband’s condition 
to staff.   
 
Andrea was aware that she would not be able to accompany her husband whilst he was 
being treated as she had previously had a similar experience when accompanying her 
father to A&E.  In Andrea’s father’s case, it resulted in complications in his medical care, 
so she was therefore very concerned about her husband. 
 
Board members will recall that Vince told his story after his treatment and talked about the 
positive experience he had throughout his journey. The fact his wife’s experience of using 
our services during the same time is very different from Vince’s highlights the need to 
ensure we are meeting not only the needs of the patient, but that we also need to take the 
relative’s experience into consideration. 
 
 
Assessment 
 
Andrea’s experience of how she felt as the wife of a man who was unable to communicate 
for himself is valuable insight into what the care we provide feels like from a relative’s 
perspective.     
 
Andrea and her husband shared the same journey but the experience left Andrea feeling 
very differently to Vince.  Vince’s experience was very positive.  However, despite 
providing feedback that she felt that her husband was very well looked after, Andrea’s 
experience was still negative.  She felt worried and helpless. 
 
We need to make sure that our services are person centred and effective for relatives as 
well as patients.  We also need to make staff more aware of how the same journey can 
feel very different from a patient and relative perspective. 
 
The insight provided by Andrea is very valuable to ensure that our Emergency 
Departments are aware of how they work affects relatives as well as patients. 
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As a result of this feedback, the Improvement Lead for University Hospital, Ayr has shared 
the story with the general and clinical nurse manager for the emergency department (ED), 
and they have identified this as a recurring theme from feedback and relative interviews.  
As a result, an improvement plan has been agreed and decided that this provides an 
excellent opportunity for some reflective learning and development and ED will become 
one of the test sites for the Compassionate Connections work that is being progressed in 
Acute Care.  This work has the support of the Chief Nursing Officer and further details are 
presented in the Patient Experience Board paper.  
 
Also ED is signing up to support John’s campaign, a national campaign set up to promote 
the importance of loved ones staying with patients suffering from dementia that have to 
access hospital services.  It is envisaged that this focused piece of work will start the 
conversation around the importance of relatives in their loved one’s health experience and 
will spread to include all patients using our services. 
 
 
Recommendation 
 
The Board is asked to listen to a relative’s experience of accompanying her husband who 
was using NHS Ayrshire & Arran’s services and note the service improvement plans being 
introduced as a result of this experience. 
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Monitoring Form 
 

Policy/Strategy Implications 
 

The Board will monitor the delivery of the Healthcare 
Quality Strategy  

Workforce Implications 
 
 

The Workforce 20:20 Vision will support the 
engagement with all staff in providing accurate 
information on all areas of quality and highlight areas 
of concern or risk 

Financial Implications 
 
 

None – patient stories are gained using equipment 
already available 

Consultation (including 
Professional Committees) 
 

The story will be shared across the relevant 
professional committees once approved by the Board 

Risk Assessment 
 

Not required 

Best Value 
 
- Vision and leadership 
- Effective partnerships 
- Governance and 

accountability 
- Use of resources 
- Performance management 

Yes 

 
Patient stories enhance relationships and integration 
The Person Centred Care Lead has an overall view of 
all stories 
 
Current resources adequate to support patient stories 
for improvement 

Compliance with Corporate  
Objectives 

Supports compliance with objectives on quality, safety, 
improved patient experience and a learning 
organisation  

Single Outcome Agreement 
(SOA) 

Patient stories can have a positive impact on SOA 
objectives 

Impact Assessment 
Impact assessment not required as this is an internal document.  
 

 


