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Recommendation 
 
The Board is asked to endorse the proposed approach being developed to support 
increased use of patient stories to drive Quality Improvement (QI).  
 

 

Summary 
 
In order to enhance our own patient experience improvement activity a review of other 
organisations’ approaches has been undertaken.  This paper provides detail on work now 
beginning locally to reflect best practice in use of patient stories. 
 
Key Messages: 
 

 The use of patient stories will be promoted more explicitly across all services  

 New approaches to capturing and sharing patient stories are being developed  
 

 

Glossary of Terms  
 

ELFT 
NHS A&A 
QI 
 

East London Foundation Trust 
NHS Ayrshire & Arran 
Quality Improvement 
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1. Introduction 
 
QI activity aims to enhance the service provided to all our patients so that they can move 
smoothly through a coordinated system that delivers high quality, person centred care.  
This means that different ways to deliver services built around the needs and preferences 
of our patients and communities; rather than the needs and preferences of service 
providers can be considered.  
 
To achieve this and function effectively as a learning organisation we need to learn from 
patient experience, good and bad in a timely manner.  This allows us to celebrate and 
spread good practice, and prevent poor practice from reoccurring. 
 
Our previous and current approach to capturing patient stories enabled this only when 
services identified a service user or family that wished to share their experience. 
 
In order to maximise the stories received and used we now want to move to the next level 
and highlight the importance of seeking patient stories and give clear guidance in relation 
to how the stories should then be shared and used to ensure consistent learning and 
improvement results.  
 
 
2. New Model for Patient Stories 

 
A successful model used in a number of organisations nationally was developed by NHS 
Wales as part of their successful 1000 Lives safety campaign.  This model has been 
successfully implemented in East London Foundation Trust which now uses patient stories 
regularly across all their services to drive improvement and patient experience.  ELFT are 
a colleague organisation in the Health Improvement Alliance Europe and recently shared 
their experiences of using this model with us. 
 
The model (Appendix 1) recommends four potential applications for each story and this is 
now being developed for local implementation.  
 
The opportunities are: 
 

 Patient Stories to Inspire  
 
Listening to a patient telling their story in their own words is a powerful experience.  It 
reminds us of why we do what we do in the NHS and it has the power to capture hearts 
and minds.  
 
By inspiring us to look at how we could do things differently, we have the opportunity to 
make a real difference to people’s lives, such is the power and reach of sharing personal 
stories in an effective manner. 
 
Locally, we already aim to introduce stories in a variety of formats – digital, video, short 
sound bites and written word.  Currently, the majority of stories are only heard by the 
service involved and often this is not consistent.  We have a good process in place for 
stories to be heard at every Board meeting but we need to improve on wider distribution 
and sharing.  
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Proposed spread of stories will include; internal communication avenues such as e-
bulletins and Daily Digest, Athena, but also aiming to include patient stories at directorate 
management, clinical and governance meetings.  This will be developed and tested with 
directorate teams. 
 

 Patient Stories to Educate  
 
Stories can provide the opportunity to shape the healthcare of the future.  If we embrace 
the fundamental principles that patients are equal partners in healthcare, we can work with 
them to educate our current and future workforce.  
 
This enables us to equip people with the skills required to work together with patients, to 
involve them in decisions that affect their lives and have positive outcomes. 
 
As an organisation we should be encouraging and supporting all levels of staff to collect 
patient stories and linking them with the relevant improvement projects or QI support.  This 
grass roots approach to improving patient experience is essential for sustained 
improvement at scale – starting small and growing with clear clinical leadership with QI 
support.  
 

 Patient Stories to help us to Learn and Improve 
 
One of the most powerful elements in listening to a story is the profound impact it has on 
the listener.  The information gathered from a story is in itself an important element of the 
learning.  However, there is often another element demonstrated through a change of 
heart that it can encourage in the listener.  For example; the power of a relative describing 
the importance of having open visiting with their loved one to a member of staff that 
previously had some reservations.  
 
Patient stories can then be a powerful tool for driving improvement by applying the model 
of improvement to the experience described and thereby spreading successful change.   
 

 Patient Stories for the Media  
 
Patient stories can be promoted in both local and national media to raise public awareness 
about what is good and where improvements have been made in response to previous 
experiences. 
 
Within NHS Ayrshire & Arran, this is an opportunity to strengthen relations with local media 
to provide our communities with a better understanding of their healthcare system and to 
bring us closer to our local communities.  
 
 
3. Next Steps 

 
The next steps for this proposed model are to develop guidance for implementation and 
test the approach, with a reporting structure through Healthcare Governance Committee. 
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Appendix 1 
One Story – Four Applications: Model for Patient Stories 
(Adapted from NHS Wales: 1000 Lives Safety Campaign – Tools or Improvement, April 2010) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Media 
 
Reassure by sharing good 
practice and how we deliver 
improvement in response to 
poor practice  

Education 
 To see the patient as 

centre to the systems 
and processes we 
provide 

 Use stories at every 
internal course 
/conference  

 

Learning 
 To improve the quality of 

care 

 Generate dialogue with 
teams and support 
innovation 

 Provide instruction & 
learning sessions  

 

Patient Story 
 
Capture in appropriate format 
by considering proposed use 
and intended audience 
/circulation 
 

Inspire 
 Provide motivation to all 

staff on “Why they do, 
what they do” 

 Share widely internally via 
established 
communication channels 
and at team meetings 
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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 
 
- Vision and leadership 
- Effective partnerships 
- Governance and 

accountability 
- Use of resources 
- Performance management 

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 

Create compassionate partnerships between patients, 
their families and those delivering health and care 
services which respect individual needs and values; 
and result in the people using our services having a 
positive experience of care to get the outcome they 
expect. 

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.  
 

 
 


