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Summary

This report provides the following information for the Committee to consider:

a) An update on enhanced engagement on Ealing mental health beds.

b) Actions from previous meetings, proposal discussed with Scrutiny Officer to close
outstanding items and move some matters onto a workplan long-list to be included in
future updates to the committee.

¢) Joint work between Healthwatch in Hammersmith and Fulham and West London NHS
Trust to capture Patient Experience in our inpatient mental health units — presentation by
colleagues from Healthwatch (Carleen Duffy) and the Trust’'s Acute Mental Health
Service Line.

Recommendations

1. For the Committee to note and comment on the report and approve the
recommendations regarding actions and potential future workplan items.

Wards Affected: ALL

Our Values Summary of how this report aligns to the
H&F Values

Building shared prosperity Better supporting residents with a wide
range of mental health needs to receive
timely and effective support

Doing things with local residents, not to Involvement of local residents in mental

them health services transformation




Hammersmith and Fulham Health and Adult Social Care
Policy and Accountability Committee

West London NHS Trust - Update

Purpose
The purpose of this report is to provide information for HASPAC members to consider:
An update on enhanced engagement on Ealing mental health beds

Actions from previous meetings: Proposal discussed with Scrutiny Officer to close
outstanding items and move some matters onto a work-plan long-list to be included in future
updates to the committee

Joint work between Healthwatch in Hammersmith and Fulham and West London NHS Trust
to capture Patient Experience in our inpatient mental health units — presentation by
colleagues from Healthwatch (Carleen Duffy) and the Trust's Acute Mental Health Service
Line.

Ealing Mental Health Beds - update

At the meeting in November 2022, the Trust presented to the Committee it's commencement
of a period of enhanced engagement regarding making permanent changes to our acute
mental health beds for adults of working age that had been place on an interim basis since
early 2020. During this period there has been a net reduction of 13 acute inpatient beds
overall across the Trust’s clinical footprint (18 of 31 suspended beds in Ealing being re-
provided in Hounslow), and despite this we remained in a position of having no unwarranted
use of private or out of area placements for local residents.

The Committee was informed that the drivers for the change related to the quality and safety
of services being delivered in pre-Victorian premises, and that there were no anticipated
financial savings with all revenue costs being ring-fenced for alternative crisis care
pathways. The “case for change” document and a range of supporting materials, including in
a range of formats and languages, remains available at
https://www.westlondon.nhs.uk/ealingmhbeds.

During the period of enhanced engagement, individuals were invited to provide feedback to
us at face to face and online events, using an online survey, by post or by telephone. The
process was advertised across a number of targeted physical and digital channels including:
- In GP surgeries

- Stakeholder newsletters across North West London with ICB support

- To our own staff, to patients visiting our wards and clinics

- Online using our website and social media channels.


https://www.westlondon.nhs.uk/application/files/3316/6626/8806/WLT_Ealing_Adult_MH_Inpatient_Beds_Business_Case_v0.10_28Aug2022.pdf
https://www.westlondon.nhs.uk/ealingmhbeds

- In addition, we wrote directly to our stakeholder list, as well as to a list of 998 patients
who had used the affected wards in the 3 years before they were suspended (from all
three boroughs, although the recipients were primarily made up of people from Ealing).

Scrutiny Committee / Panel feedback highlighted concerns that the engagement activities
had not adequately reached communities in Hammersmith & Fulham and Hounslow and
that further work was required to ensure that the voices of families from minority
communities was sought.

Discussion was held in December with the Joint Health Overview and Scrutiny Committee
members representing the three West London NHS Trust facing boroughs and we agreed:

- That the period of engagement would be extended by a further 7-8 weeks to end of
February 2023 (approximately 19 weeks in total) to ensure time was not lost to the Festive
period, and to permit a series of additional activities to improve the engagement approach.
This would also ensure that Members in Hounslow had an opportunity to scrutinise the
proposal during the engagement window.

- Additional public meetings / events would be convened to take place in Hammersmith and
Hounslow, as well as in Ealing.

- Further work would be undertaken by the Trust communications teams, in conjunction with
the three Local Authorities’ teams to improve residents’ knowledge of the proposals and
improve reach into key communities including BAME groups.

- An event would be arranged in the suspended wards in January to allow people to view the
facilities that we are seeking no longer to use.

- Furthermore, we agreed to write proactively to a further cohort of patients from all three
boroughs who have been admitted in any of our Mental Health Units to give them the
opportunity to share their views.

- That the committees would be informed of the findings following the conclusion of our
engagement activities.

During this period, we estimate that we have directly reached over 12,850 individuals, with
direct responses being received from 712 people. Detailed feedback was received from the
Save Our NHS campaigns in Ealing (including a petition) and Hammersmith & Fulham, and we
have received feedback from elected representatives. Various news reports and an opinion
piece were published in local media.

Correspondence was also received from Ms Lisa Redfern, Strategic Director of Social Care, on
behalf of Hammersmith & Fulham Council raising concerns about the engagement approach
and impact of the proposal on Hammersmith & Fulham residents.

The extended engagement window closed on 28 February 2023 and the Trust is now reviewing
all feedback received.

We will respond to the specific comments raised, both directly where appropriate and in the
evaluation feedback report. The findings will be further considered at West London NHS Trust’s
public board in early May 2023 and we will be happy to provide further information to the


https://ealing.news/health-wellbeing/time-running-out-for-ealing-residents-to-get-engaged-with-west-london-nhs-trust-on-future-of-the-boroughs-mental-health-services/
https://ealing.news/news/opinion/acute-mental-health-services-should-be-fit-for-our-patients-service-users-and-the-staff-who-care-for-them/
https://ealing.news/news/opinion/acute-mental-health-services-should-be-fit-for-our-patients-service-users-and-the-staff-who-care-for-them/

Committee when this is available.

3. Actions from previous meetings

At the meeting in November 2022 the Trust provided an appendix of brief responses to
outstanding actions from previous presentations to the Committee, recognising that some of
these related to meetings in the 21-22 municipal year.

Further actions were recorded in the November 2022 meeting related to the discussion about
Community Adult Health Service these are addressed below.


http://democracy.lbhf.gov.uk/documents/s122221/West%20London%20NHS%20Trust%20Update%20-%20Appendix.pdf

Action

Update March 2023

Dr Hilton to provide a figure for the
number of staff recruited at source from
colleges and universities.

The trust undertakes proactive recruitment activities
with a number of local universities and careers fairs
to attract clinical staff at source and has dedicated
clinical Resourcing Leads who support this activity
full time.

In the last 12 months the organisation has grown
from 3924.8 wte staff in post to 4123.0, with the
biggest growth in this financial year being in AHPs
(+13.9%), qualified nursing staff (+8.7%), other
scientific and technical staff (including
psychologists) (+7.2%) and medical staff (+4.9%). A
significant proportion of these staff are at Band 5
(Preceptor level), with some joining in Band 4 roles
in anticipation of gaining their NMC registration.

As at March 2023 we have a further 76 nursing staff
in our recruitment pipeline. Other initiatives include
international recruitment and our refugee nursing
programme.

It is not easy to report a single figure for the number
of staff recruited at source from colleges and
universities across all staff groups, however |
believe this action related specifically to one
example of positive practice in the development of
Graduate Mental Health Practitioner Roles in MINT
teams following a new partnership arrangement
between Middlesex University and West London
NHS Trust. This offers those with a degree the
opportunity to earn a Post Graduate Diploma in
Mental Health Practice while getting hands on work
experience in mental health care. There are a range
of opportunities across the MINT teams where
graduates are able to learn about the role that a
range of teams and different professions take in
working in mental health services. Once graduated,
they are either able to continue as Graduate Mental
Health workers or to further explore other registered
roles in our services.

The programme duration is 12 months. 60% of the
year will be spent on clinical placement in
community services at West London NHS Trust and
40% spent at Middlesex University. The year is
spent in blocks of time either in the Trust or the
University. The salary is paid pro rata over the year




for the time spent within the Trust. The contract
offered is for two years with a second year working
as a Graduate MH worker within the trust. There is
an opportunity to top up to a Masters qualification in
year 2.

Our first cohort took on 15 on these staff and the
second a further 15. A small number have left for
other roles but the majority remain and have been
extremely positive about the role and learning
opportunities, and contribute positively to the
capacity within the services.

WLT to share waiting list on the number
of those exceeding a 28-day waiting
period,;

WLT to share data about waiting list
numbers broken down by ethnicity and
income;

WLT to share and discuss the issue of
referral data further with the committee;

For MINT services, as at 27 Feb 2023, there are
3,159 Hammersmith and Fulham registered patients
across the three local teams.

667 (21%) are currently awaiting their first
appointment to be recorded on the system (either
because the appointment hasn’t occurred yet or
because staff have not correctly recorded the
appointment as completed).

The average time from referral to appointment is
currently 68.59 days against a target of 28 days.

Of these 108 have waited less than 28 days, 144
28-90 days, and 415 are showing as having waited
>90 days — however it is important for the committee
to note that our review of these cases show that
many have been seen but the appointment has not
been not recorded properly on our systems to pull
through into the report.

We have approved a plan to resolve the issue of
operating two electronic patient record systems
(SystmOne and Rio) in the community mental health
services during the coming financial year and the
programme to address this will also address staff
training on the systems and data quality
improvements. We would be happy to provide
further updates about this as the work progresses.

The Waiting List for LBHF MINT is shown below
broken down by ethnicity — NB we seek to record
data where “not yet known” following contact with
the client. We do not hold data on income of our
patients at this time.




Census category %

Asian or Asian British 7%
Indian 7

Pakistani 10
Bangladeshi 1

Chinese 1

Any other Asian background 26

Black, Black British,

Caribbean or African 11%
Caribbean 19

African 19

Any other Black background 33

Mixed or multiple ethnic
groups 5%

White and Asian 4

White and Black African 2

White and Black Caribbean 5

Any other mixed background 23

White 43%

White British 136

White Irish 11

Any other White background 138

Any other ethnic group 67 10%

Not yet known 165 25%
667

Dr Hilton to share information about
suicide preventative work supporting
bereaved families and activities
undertaken by the Trust with third
sector organisations.

West London NHS Trust has our own Suicide
Prevention lead and a network of champions across
all services. We are a member of the
https://www.zerosuicidealliance.com/ and seek to
work with local agencies including Public Health
where boroughs have their own Suicide Prevention
strategies.

We are part of the ICS Mental Health and Learning
Disabilities Programme, and North West London
ICB has partnered with Rethink Mental lliness to
develop a North West London Suicide Strategy and
to give grants of £300,000 to VCSE organisations to
support suicide prevention, post-vention and suicide
awareness in North West London communities.

These services include:



https://www.zerosuicidealliance.com/

Suicide Awareness Training (rethink.orq)

Suicide Postvention | Mind in Brent, Wandsworth
and Westminster (bwwmind.org.uk)

Following the presentation of CQC “must-do” actions in November 2022, a request also was
made for the Trust to share the “should do” recommendations from the inspection.

There were three “should do” actions:

- The trust should ensure that all premises have an up to date ligature risk assessment.
We can confirm the Trust has addressed risk assessments for community premises with the
guidance of our Health and Safety team.

- The trust should ensure that all premises where patients are seen are fit for use.

We can confirm that the main estates concerns related to community premises have been fully
addressed through capital works in the last few months. We believe this primarily related to
premises in Hounslow and Ealing, however we have also recently completed renovations within
the Claybrook Centre and our satellite offices on Fulham Palace Road.

- The trust should ensure that patients who are subject to community treatment orders always
have the correct certificates stored alongside their medicine administration charts

In respect of Mental Health Act (1983) there is a requirement for hard copy paperwork (in

addition to digital records) to be held alongside for medicines charts for individuals on

Community Treatment Orders. Since the inspection Matrons in all localities have confirmed this

has been rectified.

Next steps

Following a discussion with Ms Mall in February 2023, if the Committee agrees, we would
request that these actions are closed on the action log, but that the following items are added to
the Committee’s work-plan as items about which the Trust might provide presentations to the
Committee at an appropriate time in the future:

- Workforce initiatives

- Single point of access performance and transformation plans (noting aspiration to improve
links with 111 by April 2024)

- CAMHS and specifically transitions from CAMHS to adults services (noting the interest
also of members of the Children and Education PAC)

- Further intermittent reporting on the overall performance of community mental health
services and CQC actions (including resolution of the issue related to electronic record
systems).



https://www.rethink.org/aboutus/what-we-do/mental-health-training/suicide-awareness-training/
https://www.bwwmind.org.uk/local-mind-services-london/local-counselling-services/suicide-prevention-support-services/suicide-postvention/
https://www.bwwmind.org.uk/local-mind-services-london/local-counselling-services/suicide-prevention-support-services/suicide-postvention/

West London NHS Trust Acute Mental Health Services
and Healthwatch Project

The purpose of this report is to provide information for HASPAC members to consider:

4.1. Healthwatch were commissioned by the Trust to undertake regular engagement with
patients on the acute wards in the two Mental Health Units, Hammersmith & Fulham
Mental Health Unit and Lakeside Mental Health Unit on the West Middlesex site. The
Trust wanted to work with Healthwatch as an independent organisation to gain an
honest appraisal from the service users’ perspective of their experience of their
inpatient stay.

4.2. The Trust were keen to test out the methodology which is co-designed to engage with
service users during their inpatient stay or following recent discharge, with the help of
experts by experience volunteers. Healthwatch described a flexible approach, using
groups and one to one meetings with service users.

4.3. There was a mobilisation period between April to June 2022, and the engagement work
started. This report represents findings and the data shown is from June to November
2022.

4.4. Key to the work being possible has been the approach by staff in the wards to
communicate and facilitate access to service users in a positive and constructive way
so that meaningful recommendations can be taken forward. This approach represents
work in progress with the intention of building a sustainable plan to continue this two-
way engagement for the foreseeable future. Initially commissioned for one year, the
intention is to extend the work for a further period.

4.5. Note that the report includes data from the Lakeside Mental Health Unit, recognising
that a small proportion of service users from Hammersmith & Fulham complete their
inpatient stay there.

Background and Detail of the project

5.1. During early 2022 YVHSC, provider of Healthwatch Hammersmith & Fulham, submitted
a proposal to WL NHS Trust to deliver an inpatient engagement project. The bid was
successful and during April to June 2022 mobilisation of the project took place.

5.2. NB. Most H&F residents are admitted to Hammersmith & Fulham Mental Health Unit at
Charing Cross Hospital, but a small number will go to Lakeside Mental Health Unit on
the West Middlesex Hospital site and the findings provided by Healthwatch to the Trust
include feedback from all residents of Ealing, Hounslow and Hammersmith & Fulham
receiving treatment at these units.

5.3. The Healthwatch project involves undertaking regular engagement with patients on the
acute wards in the two WL NHS Trust mental health units:

¢ Hammersmith & Fulham Mental Health Unit at Charing Cross Hospital (x 4 wards)



¢ Lakeside Mental Health Unit on the West Middlesex Hospital (x 5 wards).
5.4. Monthly visits are made to each individual ward at each unit.

5.5. Engagement takes the form of one-to-one discussions with patients, using a
guestionnaire to seek responses on key issues and ensure some consistency. The
guestionnaire used is adapted slightly for each quarter following a review of the
relevance and clarity of questions asked in the previous quarter.

5.6. The project aims to use volunteers and ‘Experts by Experience’ to undertake
engagement and ensuring appropriate training, support and debrief for all involved.

5.7. The project provides monthly update reports and formal quarterly reports. The reports
celebrate areas of good practice and highlights the potential areas for improvement.
The reports provide clear opportunities and potential actions for West London NHS
Trust to discuss internally and respond to patient feedback.



6. Feedback from Healthwatch

6.1.

6.2.

6.3.

6.4.

6.5.

The commitment from the Trust in supporting engagement has been positive to see in
action.

Conducting one-to-one discussions with patients is often challenging at times,
dependent on the conditions of the ward at the time of our visits, the ability of the patient
to answer the questions and the sensitive nature of the answers being provided by the
patients. Some patients chose not to answer certain questions. Some questionnaires
were not fully completed due to disturbances, the patient’s ability to answer all
guestions, or different obligations of the patient (e.g., a health check-up, the patient
becoming upset or unwell). Some of the patients in the mental health units are acutely
unwell and we have observed their responses vary depending on what stage in their
recovery journey they are at.

During the initial stages of the project, we recruited a large number of volunteers.
However, as the project progressed, many of these individuals’ experienced triggers
and had to take a step back in order to protect their mental health and any relapse. This
chain of events was experienced commonly, despite the preparation for this risk, the
induction, training, debrief and emotional and practical support provided by the staff
team. The challenge this presented to delivery of the project was large, with ultimately,
responsibility falling back onto staff to deliver. Staff themselves, have experienced
similar challenges with the intensity of patient stories impacting their own health and
wellbeing.

The initially proposed method was to host two monthly unit-wide discussion forums
where patients could share their feedback and experiences with Healthwatch H&F and
our Experts by Experience. It became apparent that 1:1 conversation - where one of our
team members runs through the questionnaire together with the patient - is a more
efficient approach to collecting data. This has provided us with more in-depth, quality
data per patient, and patients expressed that they prefer the privacy and comfort of 1:1
conversation.

The alignment of this additionally commissioned piece of work with ‘normal’
Healthwatch business has been beneficial for Healthwatch H&F: The success of the
project and relationships built, has resulted in Healthwatch securing additional access to
community MH services where additional feedback is being gathered as part and parcel
of Healthwatch’s standard work.



7. Findings
7.1. 94 responses from Hammersmith and Fulham Mental Health Unit at the Charing Cross
Hospital were obtained from June-Nov 2022

7.2. 113 responses from Lakeside Mental Health Unit at the West Middlesex University
Hospital from May-October 2022

7.3. Our findings show that patient experience - both in terms of patient rating of different
service areas, and sentiments towards the different key themes — widely varies per
patient. Ratings and key themes are not predominantly positive or negative, but reflect
the mixed experiences that patients have with different service aspects.

7.4. Patient experience feedback is explored according to the following key themes: 1) staff,
2) facilities and surroundings, 3) treatment and care, 4) access to services, 5)
medication, 6) continuity and integration of care, and 7) dignity and respect.

Theme 1: Staff

Overall, patients felt mostly positive about staff attitude and communication. Patients
highlighted that staff are helpful, supportive, respectful, and caring. Sentiments towards
communication were more mixed, often due to staff being too busy to hold regular individual
or community meetings or to clearly communicate changes in activities timetables. It has
become clear that many patients feel that there is not enough staff to meet all patients’
needs; however, there has been some progress in more recent months about staff being
more available to them, and that expectations are better managed. (Note, please see
appendices for more detailed comments about staff).

Observation: Patients stated that the ward can be understaffed.

Recommendation: WLNHS Trust to consider how staff are shared between Mental Health
services and consider how paperwork requested from staff could be shortened or removed.
Some services have shorter waiting lists and may be able to offer their staff to acute
inpatient wards when needed.

Observation: Patients expressed a lack of understanding of different disorders by staff,
particularly the irregular and night staff. This has led to patients feeling misunderstood and
receiving inappropriate responses to their medical condition.

Recommendation: Mental Health training for all staff that work within the Trust.

Observation: Patients feel there is a lack of explanation and communication between some
members of staff and patients.

Recommendation: Ward managers to remind staff at trainings and meetings of the
importance of explaining why, what, and how to patients.

Theme 2: Facilities and surroundings

While some patients enjoy the food, the majority of patients said that food does not taste
very fresh. One patient highlighted that there is not always enough food throughout the day.
Patients are mostly satisfied with the cleanliness of the ward - patients expressed that the
ward is cleaned often but that it gets dirty throughout the day, especially the bathrooms. For
patients without a mobile phone, it is generally difficult to be able to make a call in the office,
as staff may be busy. Patients stated having access to numerous facilities, such as a gym



and garden. However, patients often expressed feeling caved in and wanting to go outside
more, but that escorted leave and gym access are restricted depending on staffing levels.
Sentiments towards vapes were mixed, as some are happy with them, and others stated
they are not strong enough.

Observation: Dissatisfaction with quality and variation of food. Food often does not taste
fresh.
Recommendation: Healthier and more varied food. Access to making own snacks.

Observation: Patients stated that although the ward gets cleaned often, the bathrooms get
dirty quickly throughout the day.
Recommendation: More regular check-ups of the bathroom.

Observation: Patients report annoyance around leaving their phones in the office for
charging. There is anxiety at being away from their phone and it causes staff an additional
strain.

Recommendation: Chargers with a short cable that patients can use in their rooms.

Observation: Patients without a mobile phone stated that making a phone call in the office
can be difficult when staff are busy. On wards with payphones, patients reported that these
are broken.

Recommendation: Checking payphones and repairing those that are broken.

Observation: Patients stated the need for more distraction and entertainment outside of OT
sessions, such as books, jigsaws, or board games.

Recommendation: More availability of books & games from local libraries, charities or from
requesting donations from the public.

Observation: Patients don’t always have personal access to a safe space to put their
belongings.
Recommendation: Lockers in the common rooms (already available on some wards).

Theme 3: Treatment and care

Most patients are aware of their diagnosis. Areas of improvement include more patient
involvement in their treatment; more time to speak with the doctor, and more (written)
explanation and clearer information on their condition, treatment plan, and recovery
trajectory. In terms of effectiveness, some patients highlighted the need for more talking
therapy and support after discharge.

Observation: Patients feel uncertain about the trajectory of their treatment and where they
need to be to get discharged.

Recommendation: More patient involvement in their treatment plan, highlighting where they
are now, and at which stage they can get discharged into community mental health services.

Observation: Patients expressed not always understanding their diagnosis.
Recommendation: Educational leaflet with information on their condition, how the
medication works, and how treatment will help.

Theme 4: Access to services
Many patients highlighted the positive impact of activities and are happy with the OTs.



Activity timetables are not always provided, and patients often only become aware of
activities as they are happening. Some patients mentioned that activities should happen
more often, as it keeps them occupied and brings patients together. Some patients have
enjoyed listening to music on the ward. Moreover, patients expressed that talking therapies
such as CBT were helpful, but that it should be more available on the wards. Some negative
sentiments related to the long waiting times for a response to individual queries.

Observation: Patients state that there is an overreliance on medication to get better, and
that there is not enough opportunity to speak to someone about their MH. Currently, many
patients don’t have access to or are not aware of available talking therapies.
Recommendation: More access to and wider promotion of talking therapies. Reach out to
third year psychology students and the voluntary sector to volunteer on the wards. Even
though students will not be able to provide trained counselling, it can be a relief for patients
to have someone to talk to regularly, and it will help to take away some pressure from staff.

Observation: Community meetings make patients feel listened to. In some cases, patients
said that community meetings either don't happen or that they feel rushed and chaotic.
Recommendation: Ensuring that community meetings are regular and dividing the ward
into smaller groups during meetings.

Observation: Most patients highlighted the benefits of activities with OTs, and that it creates
a feeling of community on the ward. However, patients stated the need for more activities.
Recommendation: As suggested by patients: more games, football table, dancing,
pampering sessions on women’s wards. In general, more ways to mingle on the ward.

Observation: Patients commented on not being told/forgetting information shared on Mental
Health rights and advocacy services, complaints procedures, weekly activities, and facilities
available on the Mental health unit, and when they can access them.

Recommendation: To provide patients with information packs containing MH rights,
advocacy services and complaints procedures in their rooms. Individual paper copies of the
activities and unit facilities provided to patients weekly (already available on some wards).

Observation: Patients stated not being aware of the different services available on the
ward.

Recommendation: Printouts given to patients weekly outlining what activities and facilities
(e.g. gym) are available, this to include an explanation of advocacy services with the
advocacy phone number.

Theme 5: Medication

Many patients feel content about their medication and stated that they are always notified of
changes in their medication. Many patients also said that medication gets changed after
they complain about side-effects. Some patients have highlighted that they do not always
feel listened to when discussing their medication, that side effects affect their quality of life,
that they sometimes have no option but to take the medication as they will be injected
otherwise (Lakeside Q1) and that access to talking therapy and written prescription of
changes to their medication would be more effective in some cases, especially to remember
what different medication is for.

Observation: Patients complained about the heavy side-effects of medication.
Recommendation: Staff to explain to patients that medications are an effective treatment
for reducing he severity of their symptoms and if the medication was stopped or reduced,



their symptoms may come back. Patients should be encouraged to discuss any side effects
with their doctor and psychiatrist.

Observation: Patients sometimes forget about doctors’ explanation of changes in their
medication. Seeing changes in medication without remembering the explanation can make
patients uncomfortable.

Recommendation: A written prescription for changes in medication highlighting what the
medication is, the reason for the change, the frequency, and the side-effects, so that
patients remember the explanation.

Observation: Overlapping with ‘Treatment and care’, some patients stated that
communication with doctors can be difficult,
Recommendation: Allow for a different doctor/a second opinion if communication is difficult.

Theme 6: Continuity and integration of care

Of the patients who are under the care of community MH services, some patients expressed
they have regular contact and feel supported by their care coordinator. Many patients,
however, are not in regular contact with community MH services, and there is a common
sentiment that community MH services need to be more proactive in their support. Patients
stated needing support with housing, benefits, community MH resources and activities,
accessing therapy, building a routine and monitoring medication.

Observation: Lack of awareness or communication with community mental health services.
Recommendation: Community mental health teams to be more involved with patients
during their inpatient care. Ideally visiting patients on the ward, and at minimum, phone
consultations. This would also reduce the anxiety patients feel around discharge if they were
familiar with the staff of the services they are being discharged to.

Theme 7: Dignity and respect

Predominantly, patients feel well-respected and taken seriously by staff. Main negative
sentiments centre around a lack of confidentiality: a small number of patients said that some
conversations with staff should be more private; lack of personal freedom; patients feeling
stuck and anxious about not being able to smoke regularly, and patients not always giving
consent to being sectioned.

Observation: Patients expressed feeling stuck inside and having their personal freedom
compromised. This anxiety is often exacerbated by not being able to smoke.
Recommendation: More games and sport breaks in the courtyard or group activities
outside of the hospital. Allowing patients to smoke in outdoor spaces would relieve some
anxiety for patients and remove some of the escorted leave pressure put on staff.

Observation: A small number of patients stated that some conversations with staff should
be more private.
Recommendation: For staff to discuss matters related to a patient’s treatment 1:1.



8. Trust response to findings of Service User views

8.1.

8.2.

8.3.

8.4.

The West London Trust inpatient teams have valued this opportunity to work in
partnership with Healthwatch to gather service user feedback via a structured approach.
This has enabled the Trust to gather and receive rich information in order to consider
how we develop services based directly on collated service user feedback via an
independent partner. This is with a shared vision to improve care and service for the
benefit of the individuals we serve.

The Trust endeavours to build on this co-produced approach to improving services and
strives to provide the best inpatient care experience. Working with an independent
organisation to gather honest and transparent feedback has provided patients using our
acute wards to speak about their experience to an independent person not connected to
ward staff. Colleagues have then reported findings which have fed back into
governance systems as well as bespoke pieces of work, to formulate and deliver
actions.

Quarterly reports outlining key themes feed into engagement sessions with staff where
there is discussion and focus on improvement areas, devised by local team managers,
matrons and staff. Findings are also taken the local Clinical Improvement Group
meetings and also some aspects fed back into patient community meetings.

The findings themes outlined above were considered in the context of each of our
inpatient sites, Lakeside Mental Health Unit and Hammersmith & Fulham Unit. Each site
has between 4-5 wards. The table below shows the combined action plan mapped
against the themes of feedback collated by Heathwatch. Very similar themes occurred
across both sites and where there was specific learning, this has been tailored and
personalised to the ward/ unit to implementation. It is worth highlighting that some of
the actions listed in the plan below have already been implemented which clearly
demonstrate the responsiveness of the services that have been surveyed.



Theme 1: Staff

Feedback

Actions

Patients stated that the ward
can be understaffed

Ward Managers to ensure safe staffing level on all shifts
in line with budgeted staffing establishment

Unit coordinator to look at possibility of staff redeployment
from other wards and Health Based Place of Safety
(HBPOS) to cover staff shortages

Unit Coordinators to provide support by basing
themselves on the ward

Ward Managers, Matrons and staff from other disciplines
to support with activities on the ward

Vacant shifts to be sent out to Temporary Staffing in a
timely manner

Wards with high vacancy rates to actively engage in
recruitment drives to fill vacant posts

Staff sickness and absences to be managed in line with
relevant Trust Policies

Patients expressed a lack of
understanding of different
disorders by staff, particularly
the irregular and night staff.

Ward Managers to ensure bank and agency staff have the
necessary experience, skills set, competencies and
knowledge base to work on acute wards

The staffing mix should consist mostly of permanent staff
supported by Bank and Agency when required.

Junior staff, Preceptees or less experienced staff should
be rostered to work alongside experienced staff

All new staff should complete a period of probation to
assess their suitability for the role they are employed to do

All Bank and Agency staff should have a local induction
and keep their mandatory training up to date

All substantive staff should have minimum monthly
supervision and gaps in their knowledge base should be
addressed accordingly

Information leaflets about various mental health conditions
should be made available on the wards.

Patients feel there is a lack of
explanation and
communication between
some members of staff and
patients

Nurse on duty to spend at least 30 mins protected time
with their allocated patients on each shift to discuss
aspects of their care and treatment.

Allocated Nurse to be the contact person to attend to




patient needs and respond to any queries from patients.

Comprehensive handovers should take place between
incoming and outgoing staff at the end of each shift. This
should include any outstanding actions relating to the care
and treatment of patients and their progress

Staff should communicate with patients in a timely manner
and use the protected time slot to respond to any queries
they may have.

Theme 2: Facilities and
surroundings

Dissatisfaction with quality
and variation of food. Food
often does not taste fresh.

Explore with patients in community meetings and in 1:1
session to gather more information on choice of food and
food portion allocated to patients

The information gathered should be shared with Estates
and Facilities colleagues to explore the possibility more
variety fresh food and increased size portions

Additional snacks such as fruits, yoghurt and biscuits to
be made available on the wards

Patients wanting to order takeaways can be supported as
appropriate

Patients preferring home-made food can ask their family
members to bring them on the ward. Storage and
disposal should be in line with infection control procedures

Patients stated that although
the ward gets cleaned often,
the bathrooms get dirty
quickly throughout the day.

Domestic Supervisor to monitor schedule for cleaning
bathrooms is fully implemented and frequency of checks
are increased to maintain satisfactory level of cleanliness

Staff to ensure all bathrooms are fully functional and
patients are able to access them daily

Staff on duty to routinely check all bathrooms on every
shift to ensure they are clean and tidy.

Patients report annoyance
around leaving their phones
in the office for charging

Chargers can present a health and safety risk for patients.
The option of providing individual lockers with fixed
chargers should be explored by the wards.

Payphones on the wards are
broken

Ward Managers to ensure broken payphones are reported
for urgent repairs. Any delays should be escalated to
IM&T Department, Matrons and Service Managers

Incidents resulting in deliberate and targeted damage by
patients should be reported to the Police

Patients stated the need for
more distraction and
entertainment outside of OT

To be explored with patients in community meetings and
in 1:1 session with Primary Nurse so that there is clarity
on activities being sought by patients




sessions, such as books,
jigsaws, or board games.

Ward OT to devise structured time table for patients and
ensure they have a copy. A printed copy of the time table
to be displayed on patients notice board

Patients to be encouraged to attend activities on the ward

Volunteer being employed to undertake activities over
week end

Health Care Assistants to be offered training to facilitate
groups on the wards

Ward Manager to ensure there is a range of board games
and games consoles available on the ward

Ward staff to ensure timely referrals for patients to
inpatient gym

Wards to explore possibility of arranging movie nights,
walking trips to the parks, visits to local attractions, hair
saloon, garden gym etc.

Patients don’t always have
personal access to a safe

space to put their belongings.

All patients to be allocated a key for their bedrooms on
admission

Bedroom keys should be handed back to staff on
discharge

Patients to be provided information about the options to
keep their valuables secure. Money can be deposited in
patient’s bank and valuables stored securely in ward
lockers

Ensure all patients property are recorded on admission
and copy given to patients

Ward Manager to ensure spare keys for bedroom are held
securely and made available if required.

Theme 3: Treatment and
care

Patients feel uncertain about
the trajectory of their
treatment and where they

need to be to get discharged.

Patients expressed not
always understanding their
diagnosis

A minimum of 30 minutes protected time should be
allocated to each patient during ward round reviews to
enable discussions about their diagnosis, treatment and
discharge planning

Primary Nurse to meet with allocated patient at least once
a week to facilitate discussion about their diagnosis,
medications, treatment and discharge plans




Patient to be provided information leaflet about their
condition and medications

Patient to be referred to Ward Pharmacist to discuss
medications, side effects and to explore treatment options.

Theme 4: Access to
services

Patients state that there is an
overreliance on medication
and many patients don’t have
access to or are not aware of
available talking therapies

Ward Manager to raise with Psychology Lead and explore
need for additional 1:1 sessions and / or group sessions

Ward staff to ensure timely referrals to Psychology / Art
Therapy Services

Nursing staff to offer regular 1:1 session with allocated
patients.

In some cases, patients said
that community meetings
either don't happen or that
they feel rushed and chaotic

Matrons and Ward Managers to ensure community
meeting takes place on a weekly basis

Protected time is allocated for staff and patients to attend
community meetings

Dates and time of community meetings are displayed on
patient’s notice board and in the ward diary

Ward Managers and Matrons to ensure community
meetings are effectively chaired, minuted and
disseminated to all parties in a timely manner.

Patients stated the need for
more activities.

Please see plan in Section 2

Patients commented on not
being told/forgetting
information shared on Mental
Health rights and advocacy
services, complaints
procedures, weekly activities,
and facilities available on the
Mental Health Unit

Admission pack to be given to patients providing
information about complaint procedures, activities, and
advocacy services

Information about rights and advocacy services to be
displayed on patient notice board

Rights of patients to be read to them on admission and
repeated at regular intervals. This should be recorded on
RIO

Patients to be informed of changes to their Mental Health
Act Status and leave arrangement

Activity time table to be printed and displayed on patient
notice board. Copy of time table to be given to every
patient

Theme 5: Medication

Patients complained about

Treatment options should be discussed with patients




the heavy side-effects of
medication.

paying particular attention to advance directives if
applicable

The efficacy and side effects of prescribed medications
should be reviewed regularly by the MDT and adjusted
accordingly to minimise the risk of over sedation

Nurses administering medications should observe for any
side effects and discuss with medical team and
Pharmacist as appropriate

Ward Pharmacist to meet with patients to discuss any
concerns regarding medications

Patients sometimes forget
about doctors’ explanation of
changes in their medication.
Seeing changes in medication
without remembering the
explanation can make
patients uncomfortable

Patients to be provided a copy of their care plan detailing
prescribed medications, dosage and frequency.

Care plans to be updated following any changes to
medications

Medication information leaflet to be provided to patients

Changes in medications to be explored in ward rounds
and in 1:1 session with Primary Nurse

Some patients stated that
communication with doctors
can be difficult

Each patient to be allocated at least 30 mins protected
time during weekly ward rounds to discuss their care and
treatment with Doctors

Primary Nurse to coordinate and facilitate any additional
requests from patients to meet with their Doctors

Primary Nurse to support patients in preparing for the
meeting with their Doctors to ensure effective
communication.

Lack of awareness or
communication with
community mental health
services.

Admission notification to be sent to community teams
following admission

Primary Nurse to liaise with Care Coordinator and other
stakeholders to gather collaterals post admission

Care Coordinator / Duty Worker to be invited to attend
initial CPA review and discharge planning meetings

Care Coordinator / Allocated worker to maintain regular
visits throughout admission episode.

Patients expressed feeling
stuck inside and having their
personal freedom
compromised. This anxiety is
often exacerbated by not
being able to smoke

Nurse in charge to ensure fresh air break slots are
allocated to restricted patients on each shift. This should
be displayed on the staff allocation board and be visible to
patients.

Staff should be assigned to facilitate fresh air breaks and




this activity should be prioritised on each shift

Nurse in charge to escalate to Ward Manager / Matron or
Unit Coordinator if unable to facilitate fresh air breaks due
to workload pressure or staff shortages

Nurse in charge to call a safety huddle with the
Multidisciplinary team to review staffing and task
allocation

Informal patients should be able to leave the ward with
minimal restrictions which are subject to patient’s consent

Patient smoking status to be assessed on admission and
support offered via Smoking Cessation Advisors. Nicotine
Replacement Therapy products including e-cigarettes to
be offered to patients

A small number of patients Staff to ensure that conversations of sensitive and
stated that some confidential nature are held in locations where privacy and
conversations with staff confidentiality are not compromised.

should be more private.

9. Summary
The Trust is very encouraged by the joint partnership work to date with Healthwatch in
being able to understand real time information about the pathway experienced by
Service Users in acute wards.

It represents an independent way of working with Service Users using a co-designed
approach which works with people to make changes that are meaningful.

The Trust will continue to build on the work with Healthwatch for the foreseeable future



Appendix 1 - Staff negative sentiments

Patients’ negative sentiments about staff I althw:tch

Hammersmith
and Fulham

“Some are rude, overworked, stressed. They don't have time for me."
‘I feel like we are being treated like children by most of them.”
“Staff is under pressure, it leads to a lack of communication.”

“Some are less caring. They sit on their phones and ignore the patients.”

“There is no privacy as everywhere you go there are staff watching. Some staff it's like

their heart is not in the job.”

“It could be improved. They talk instead of listening. they just wait for me to stop talking
so they can be strict. | don't feel heard.”

‘Lack of communication between them - people’s lives depend on better

communication”

They're very slow to respond.

‘People who work in mental health need to be non judgemental ."

“They get fed up and ignore us, just explain it to me, if you explain it to me i will calm

down.

“First they put a label on me and then they will deal with the actual problem. But the

label comes first..”
“Sometimes they don't communicate with us enough but they are nice.
"They don't listen.”

“They don't respond to requests. Other people get to go out more than me.”



Appendix 2 — Staff Positive Sentiments

Patients’ positive sentiments towards staff h althw:tch

Hammersmith
and Fulham

"Staff are fantastic. They couldn't do more for me."
"Communication is going great, staff is very good. They give clear answers and manage
expectations.”

“They've been bloody fantastic. They couldn't support me and my wife better. Can | give 100
stars instead of 57

"Communication is really good, nurses are especially good; knowledgeable and process
oriented, even though they have long shifts. They listen when | ask for something and help

right away if they can, and manage expectations. Health care assistants are also friendly.”

"Communication is very good and they communicate delays, staff are 100% useful. They make

sure we shower and help us build a routine.”
"Everyone is really friendly. Staff help me to keep clean and help me clean my room."

"It is perfect, they give me everything | ask for. They are responsive, make me happy and feel

good. They are my heroes!”

“The head nurse will sit down with me to set up a timetable to build a routine.”
"Staff are friendly and hardworking. They tell me when they are busy.”

"They really support you and help you make sense of things."

"They are non-intrusive. They just allow me to be."

"Staff are respectful, friendly, and understanding. Whatever | ask. they always help me and

communicate clearly.”

"They support you all the way to make sure you can leave. They will not let yvou go without a

discharge process in place.”

“l'was in a bad state, but they kept talking to me, showering me, and taking care of me.”
“They are great and help me relax, make me a coffee. They do really check in on you.”
"Staff are funny and | joke with them. They are nice, we are close like family."

"Really helpful, respectful. and answer my questions. They help me with physical care.”
"They reassure me and listen to requests. They really help vou, vou just need to reach out.”
"They all love me! | know everyone by name.”

"They are polite, educated, and dear to my heart. Staff don't get encugh credit.”



Patients’ positive sentiments about staff healthwatch

Hammersmith
and Fulham

"Staff treat me well, they listen. They feel like family.”
"Some are really nice, they really care. When I'm feeling anxious they distract me.”
"Our communication is good, we get on well”

“They are always excellent to me, even when I've been very unwell”

"I feel very well about our communication.”

“I like everything about the staff, they are very nice”

"They answer my questions and are respectful. They take care of us.”

"Communication is good, they listen well.”

“This is the best staff, and the best consultant. He listens and takes the time to speak to me.”

“They're kind and helpful here.”

"The staff help and are respectful ”

"amazing, helpful, they look after me."

"Our communication is good: always helpful and respectful ”
"Some are very helpful, nice, and communicative.”

“I love them, they answer my questions and are respectful.”
"Brilliant, they look after me!"

"I feel very well about the communication. They answer my questions and | feel happy with

them!”

“They are open to talk and listen to vou. They're brilliant.”

"I trust the staff, they are nice people. The care is excellent and | like them very much.”

“The staff are helpful, blessed, and important to me. They help patients as best as they can.”

"Excellent, | don't know how to put into words how great they are. This is the treatment | get,

I love it?”

“Thank you very much to all the staff here.”



