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The Point of Care

Over 90% of an
organisation’s culture is
invisible, even to its
members.
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Invisible

HAVE YOUR SAY &

THE HEALTH SERVICES EMPLOYEE SURVEY

» 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?

NET %
"""""""""""""""""""""""""""""""" M Strongly agree [ Agree M Neither/nor M Disagi [ | gly disag Positive
Care of patients/clients is the
patients/clients s 20 ‘ 27 ‘ 16 2 1 [
Health Services' top priority
(NHS)
If a friend or relative needed treatment
| would be happy with the standard of ] 34 27 22 8 43 77*
care provided by the Health Services (NHS)
| would recommend the Health Services as
*
an employer to a friend or family member 29 s 2 3 3 (S:s)
Base: AllRespondents: 8,627 NHS figures are sourced from NHS Staff Survey Q2
Ipsos MRBI * esponderts (July-September) 2014
__d

e B8%.0p% D, L% °°

And do you believe that the
Health Services” overall strategy
is heading ...?

Don’t know overall strategy
well enough to say

--- iNn wWrong --- in right
direction direction

49%

33% 19%

Furthermore, the majority of employees (62%) appear to lack confidence in the decisions made by the senior
management of the Health Services, with just 12% confident on this topic, which is significantly below
benchmarking norms. Finally, seven in ten (70%) do not agree that change is well managed within the Health
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Stress Levels Caused By Job

Levels of Stress

Extremely low (1-2) HSE 5% =~

(3-4) HSE 13% =01

(5-6) HSE 26% w0 2

(7-8) HSE 40% =0 3ex

Extremely high (9-10) HSE 16% o2

Over seven in ten employees (73%) have come to work in the last three months despite not feeling well

>
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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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Perceived Relationship of Employee Engagement, Employee Satisfaction,
Patient Satisfaction and Financial Performance

“A highly engaged employee cares

“A highly «works harder for patients
engaged igh Sployee Sapgemen

employee T i o Ty B

cares more for ot

the success of

the

organisation.”

Leading to improved
experience and better
Y o outcomes for patients

A&
T

Leading to Better Financial Performance
Better Financial performance and greater productivity

Health Management Institute of Ireland

Effects of employee engagement on patient
satisfaction and financial performance

Table 1:

Reported Relationships & Outcomes from Literature Review

Effects of Higher Employee Effects of Higher Employee Effects of Higher Employee
Engagement Levels on Employees | Engagement & Satisfaction on Engagement/Satisfaction on
Patients Financial Performance
o Improves employee productivity | ¢  Improved care quality o Lower employee
o Improves relationships with o Increased patient satisfaction recruitment/retention and
management o Increased patient loyalty training costs
o Reduces job stress o Higher patient loyalty to
o Increases employee satisfaction organization
o Increases retention & tumover o Possibly lower costs related to
the delivery of patient care
(because of shorter patient
stays)
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Reported methods to impact employee
enaaacement

Table 2:

Reported Methods to Impact Engagement from Literature Review

Empowerment in decision making

Management accessibility & leadership styles
Recognition programs

Workplace culture

Organizational communication

Trust & respect

Company reputation

Access to resources, training, information, & opportunity

- -
e 89.50% P

HML
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
oo D
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Practical Commitment to Creating a

Culture which Puts Patients’ First

» Leadership at Hospital Group
yO;glioccm 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
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The Dinner
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Putting Patients First

*Exemplar plan developed by CUH. Doing it with us, not for us:
Designed to promote a culture of patient Strategic direction 2015-2018
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.

Cork University Hospital Group

Staff guide to patient and public participation
Key contact: Celia Cronin, Clinical e

Governance Manager, CUH
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“One Size Fits None Plan”

m Three incompatible

business models in

> et e e B ) hospitals
b o> e M Bo B 2 = — The impact of
disruptive innovation in

healthcare
— Decentralisation

— Reducing reliance on
acute services

@ — Supporting the
©marketoonist.com activated patient
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Who’s condition is it anyway?

Person: Life with a long-term condition - the path from a
person’s perceptive (8,758 hours per year). Problem sotving:

- . Time limited consultation/s
Support services: The stripes represent the planned and providing motivational support

unplanned interactions with services (2 hours per year). | I

Diagnosis End-of-life

| - ‘ HEE HEEn

Care Planning:

A system of reqular scheduled Care Pathways:
appointments, providing pro-active Providing specific interventions
structured support

Person may be accessing other supports
eg. from within the community

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