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Recommendation 
 
The Board is asked to listen to the patient’s experience of using NHS A&A’s services and 
note the impact on her as a result of this experience.   Staff involved will be provided with 
copies of the story. 
 

 

Summary 
 
Christine is new to the area and this is the first time that she has been treated in Ayr 
Hospital.  She has previously been unable to undergo scans as she is afraid of confined 
spaces and suffers from panic attacks.   
 
Following a series of unsuccessful attempts to undergo scans in other hospitals in the 
past, Christine’s initial contact with NHS A&A gave her some cause for concern as she 
was informed that a general anaesthetic for her scan was unlikely to be possible. 
However, following some discussion with the clinical staff involved, the necessary 
arrangements were made to ensure that Christine received her investigations in a truly 
person centred manner.  Christine was so pleased at the outcome that she wanted to 
share her experience of the care she received and thank staff for their care and attention.   
 
Key Messages: 

 The positive impact that caring, supportive staff can make in any patient’s journey 

 The benefits a positive experience can have on a patient’s attitude towards 
receiving healthcare in the future 

 The value of sharing positive stories with staff for improvement and training 
purposes 

 The impact positive stories can have on staff morale 
 

 

Glossary of Terms  
 

NHS A&A 
CT 
GP 

NHS Ayrshire & Arran 
Computed Tomography 
General Practitoner  
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1. Situation 
 
This story details Christine’s journey of undergoing a CT scan at Ayr Hospital.  Christine 
has a fear of confined spaces and has suffered from panic attacks for the last 15 years 
which has made it very difficult for her to undergo certain hospital treatments. 
 
Christine has a very supportive partner who understands her needs and always 
accompanies her when attending hospital. 
 
 

2. Background 
 
Christine recently moved to the area from England.  She has suffered from ill health for a 
number of years and has previously had treatment for cancer.  After going along to her GP 
recently, she was referred to Ayr Hospital for a CT scan. 
 
Following a series of unsuccessful attempts to undergo scans in other hospitals in the 
past, Christine’s immediate response when asked to come for a CT scan at Ayr Hospital 
was to refuse, especially after being told initially that sedation or anaesthetic for the 
procedure would not be available.  The anxiety this caused prompted Christine to contact 
the Chief Executive’s office and the appropriate service manager was then contacted to 
look into her concerns.  
 
The actions taken to resolve Christine’s concerns had a really positive impact on her 
experience and demonstrate the importance of adopting a person centred approach to 
how we deliver care.  The learning for all staff involved will undoubtedly impact on how 
they deal with similar issues in future.  Furthermore, it is a powerful demonstration of the 
benefits of an improvement orientated approach to patient feedback and concerns. 
 
 

3. Assessment 
 
Christine explained her fears to staff and asked if she could be anaesthetised to have her 
CT scan as she felt this was the only way she could go through with it.  Radiology staff 
were very supportive and arranged for this to happen.  However, they also took time to talk 
to Christine regarding her feelings and fears.  Following this discussion, they asked if she 
would be willing to try to have the scan without anaesthesia and Christine agreed.  
Christine stressed that she did not feel any pressure to do this and she was assured that if 
at any time during the process she wished to change her mind, then staff would revert 
back to using anaesthesia.   
 
Christine felt reassured that staff were listening and that the process was carefully 
explained to her.  She also felt that she was kept informed throughout the whole 
procedure. 
 
Radiology, Anaesthetics, Nursing and Secretarial staff were all fully supportive and 
Christine really appreciated this saying that she felt “fantastic” afterwards and wanted to 
thank staff “for going that extra mile”. 
 
Christine approached NHS Ayrshire & Arran to tell her story as she was amazed that she 
was able to undergo the CT scan without anaesthesia and she wanted to share this with 
others as she felt if she could do it then others could too.  She also wanted to thank the 
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staff involved for making her patient journey on this occasion so successful and also for 
improving her feelings towards having any further treatment she may require at any time in 
the future.   
 

4. Recommendations 
 
This story should be shared with all staff involved and could also be shown to patients who 
have similar fears to support them through their patient journey. 
 
More widely, patient stories should continue to be sought, recorded and shared.  Their 
value as a learning tool for staff and patients should be explored further as staff and 
patients can learn from the experiences of others. 
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Monitoring Form 
 

Policy/Strategy Implications 
 

The Board will monitor the delivery of the Healthcare 
Quality Strategy  

Workforce Implications 
 
 

The Workforce 2020 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 
 

Yes 

- Vision and leadership  
- Effective partnerships Patient stories enhance relationships and integration 
- Governance and 

accountability 
The Person Centred Care Lead has an overall view of 
all stories 

- Use of resources Current resources adequate to support patient stories 
for improvement 

- Performance management 
 

 

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.  
 

 


