
Making a Difference
Management Programme for Staff Nurses and Staff Midwives

“The hand that touches the patient, makes a difference.”

Dr. Margaret Maher McGuire



Patient Experience 

What are people telling us?

Patient Experience, Public Involvement & Quality
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Why did you want to be a 

nurse or a midwife?



Patient Experience, Public 

Involvement and Quality



The Patient Rights Act

Patient focus

Quality care and treatment

Patient participation

Communication

Best use of resources

Patient feedback



How we gather feedback

• Feedback

– NHSGGC

•Universal Feedback

•NHSGGC Online

•Carers Audits

• External

– www.patientopinion.org.uk



Universal feedback



“We only ever hear about the bad stuff”



How do you view feedback?

• Complaint

• Criticism

• Judgment  

• Review

• Evaluation

• Evidence 



What is feedback about?



What our patients tell us

Things we can influence 

• The positive

– Communication and staff attitudes 

and behaviours good

• The negative

– Communication and staff attitudes 

and behaviours poor



What Matters to You?

• If your family was in hospital

• If you were in hospital

• As a nurse / midwife 



What family and carers 

have told us

“If the staff didn't stand chatting to a porter

for 15 minutes in the corridor, the buzzer

would have been answered and my father

would not have been faecal incontinent!

Something that was hugely distressing for

him, and apparently a massive inconvenience

for the staff involved - as he was told by one

that they were overdue their tea break!”



What patients have told us 

“Having been admitted as an emergency patient

I was incredibly impressed at the level of

patient care and treatment that I received. All

staff were calming, reassuring and explained all

steps of my treatments throughout my stay.

All staff were friendly, helpful, efficient and

caring. Whilst a hospital is not a place that one

wishes to be, my experience was made much

easier by the people working there. Thank you!”



Attitudes and behaviours

• What would you want to hear from staff?

• What do you expect to hear from 

patients?

• What will you do with feedback when you 

receive it?

• How will you improve attitudes and 

behaviours where you work?


