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The Point of Care  
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What our staff said in 2014 

•  Just over half of HSE employees (52%) are satisfied in 
their job at present  

•  The vast majority of employees (89%) feel that their role 
makes a difference to patients/clients 

•  (83%) claim to go beyond what is required in their job for 
the Health Services to succeed 

•  Levels of advocacy for both the Health Service as an 
employer and for its standard of care are below 
benchmark levels 
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Would you recommend this service to 
your friends or family? 
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Priority areas, identified by staff  

•  Address uncertainty  
•  Reconnect with leadership  
•  Improve poor advocacy  
•  Enhance communications  
•  Demonstrate staff value  
•  Maximise potential  
•  Recognise diversity  
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Leading to improved 
experience and better 
outcomes for patients  

“ 

“A highly engaged employee cares 
works harder for patients  “A highly 

engaged 
employee 
cares more for 
the success of 
the 
organisation.” 

Better Financial performance and greater productivity  

Effects of employee engagement on patient 
satisfaction and financial performance  
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Reported methods to impact employee 
engagement  

Acute hospitals committed to making a difference  
•  1) Leadership  

–  Appointing group leads –patient experience  
–  Accountability plans for improving patient experience  

•  2 ) Insight  
–  Measuring patient experience  
–  Supporting the implementation of a real-time patient feedback 

system  
–  Establishing robust patient engagement structures 

•  3) Influence and Interventions   
–  Using patient feedback to inform quality and patient safety 

initiatives and evaluate progress 
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Practical Commitment to Creating a 
Culture which Puts Patients’ First  

•  Leadership at Hospital Group 
Level  

•  Accountability plans for 
improving patient experience  

•  Investing in a real-time patient 
feedback system 

•  Using intelligence gathered from 
patients to inform priorities, 
identify patients needs and 
improve quality 

The Dinner  
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Putting Patients First 
• Exemplar plan developed by CUH. 
Designed to promote a culture of patient 
partnership  

• Demonstrating the role of all staff from 
Board to Ward  

• The complexity of this agenda is 
absorbed across the whole 
organisation. The role and 
responsibilities of each staff member is 
articulated.  

Key contact: Celia Cronin, Clinical 
Governance Manager, CUH  

“One Size Fits None Plan”  
•  Three incompatible 

business models in 
hospitals  
–  The impact of 

disruptive innovation in 
healthcare  

–  Decentralisation 
–  Reducing reliance on 

acute services 
–  Supporting the 

activated patient  
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Who’s condition is it anyway? 

“We don't see things as they are, 
we see them as we are.” 

Anaïs Nin 
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