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Introduction

Healthwatch Liverpool, Healthwatch Sefton and The Walton Centre NHS
Foundation Trust organised an online engagement event on 8 February 2022. We
invited patients, relatives and patient groups to tell us about their own
experiences and to learn more about the work that goes on at the Trust.

In total 15 people attended, including staff from The Walton Centre’s Patient
Experience Team, staff from Healthwatch Sefton and Healthwatch Liverpool,
representatives from the Multiple Sclerosis (MS) Society and the Motor Neurone
Disease Association (MNDA), as well as individual patients.

We would like to thank The Walton Centre for their support in organising this
event.

The Event

The Walton Centre’s Patient Experience Team - presentation (please see the
appendix for the presentation slides).

Staff from The Walton Centre’s patient engagement team talked about the
health services that it provides, and what the patient experience team does.
Staff also explained how they collect patient feedback about their services.

In the presentation the team showed some of the successes The Walton Centre
has had, including the positive patient feedback from the annual National
Inpatient Survey where the Walton Centre was in 8" place nationally.

The team also talked about some of the difficulties as a result of the Covid-19
pandemic. For patients this included no visitors being allowed apart from in
exceptional circumstances, and many more online or phone appointments for
outpatients.

The patient experience team explained how they supported inpatients by for
example making sure that ‘virtual’ online visits could happen, and by delivering
emails from families to patients. Two patient support assistants were employed
to act as go-betweens between patients, staff, and families.

Other things the team did was to make sure that inpatients had a birthday
celebration, with cake, as their families couldn’t visit. The Walton Centre also
gave patients memory boxes, and ‘sleep well packs’ with ear plugs and eye
masks. The patient experience team made sure that comments from patients
and relatives were shared quickly with other staff. This led to some
imprz)ver)nents, like for example having longer visiting hours in the Intensive Care
Unit (ICU).

After the presentation from The Walton Centre’s Patient Experience Team the
people at the event provided comments and asked questions, including:
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« Much positive feedback about the presentation and the excellent work that
The Walton Centre does.

« Some people said that they would have liked to hear more about the Trust's
outpatient services in the presentation.

. ‘Attend Anywhere’ outpatient appointments (online or by phone) can be
difficult for people who don't have access to/ don't feel comfortable using
computers.

In response Patient Experience Team staff said that there are now more face
to-face in person appointments available again, and that there is a
consultation ongoing about a new strategy that also looks at appointments.

« A question was asked about where the funding for the Patient Experience
team initiatives that were mentioned in the presentation came from.

Patient Experience Team staff replied that some funding came from NHS
England Innovation funds, while the funding to employ the patient support
assistants came from charities including the Walton Centre Charity.

« There was a comment about how the pandemic had made the linking up of
community services with The Walton Centre more difficult.

« Further questions asked how the Trust made sure it was inclusive, and how it
engaged with groups and individual people from Black, Asian and Minority
Ethnic communities (the term used on the day and used by Healthwatch
Liverpc;ol)/ Diverse Ethnic Backgrounds (the term used by Healthwatch
Sefton).

Patient Team staff responded that a Quality Inclusion Group at The Walton
Centre is looking at this and working on a new strategy. Also, a new Head of
Equality, Diversity and Inclusion is working with Alder Hey and Clatterbridge
Hospitals to develop a new strategy and overview. Staff also mentioned that
The Walton Centre has LGBT+ and Black, Asian and Minority Ethnic staff groups
in place.

« Another question was about services for patients with Long Covid; The Walton
Centre staff said that the Trust is supporting patients with Long Covid along
with other Trusts such as LUFHT and Mersey Care.

« Problems with finding parking spaces at the Trust were mentioned, but staff
said that this had now improved because staff working patterns had
changed.
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Discussions in smaller groups — main points raised

After the presentation everyone split into two smaller groups to talk about
people’s own experiences, and the experiences of patients who were
represented by the MS Society and the Motor Neurone Disease Association
(MNDA).

The main points raised were about:

« Getting appointments

. Getting (emotional) support

« Information and signposting

« Getting other services (for example physiotherapy)

« The importance of peer support

. Better integration/ working together of services across the NHS
« More learning from good examples across the NHS

A representative from the Motor Neurone Disease Association said that online
appointments can be very helpful, but that it is also necessary to see the whole
body, not just the face, especially for people with Motor Neurone Disease; face to
face/ in-person contact was important. Also, patients who have just been
diagnosed may need help to prepare questions, as a diagnosis often comes as
a shock. Having information to take away and look at when ready would be really
useful.

A representative from the MS Society mentioned they had hosted an online
workshop in November 2020. During this workshop patients had mentioned some
difficulties with communication with the Trust, and that they would like to see
more and better promotion of helplines and other available services.

Some people had said they felt there was no — or not enough - emotional &
psychological support, and that they hadn't felt supported effectively by staff,
especially at the point of diagnosis or when getting bad news — but they said
this was a problem across the NHS, not just at The Walton Centre.

MS Society and the Motor Neurone Disease Association representatives both
mentioned that services should work together better. They also mentioned that if
knowledge and expertise like that at The Walton Centre could be shared more
with other organisations, including hospital trusts like Arrowe Park, LUHFT and GPs,
standards of care for patients with neurological conditions would improve
across the board.

Patients had shared the difficulties of finding services that they needed nearer to
where they lived with the MS Society and Motor Neurone Disease Association
representatives. When services did exist patients didn’t always know about them.
This included the Walton Centre’'s nurse advice line, and a suggestion was made
that information about services like this should be provided at appointments, for
example business card style information with phone numbers for advice lines.
Just having information available on websites was not enough.
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In both smaller discussion groups suggestions were made to create a patient
directory, which could be handed to patients when they were given a diagnosis
for example.

Both MS Society and Motor Neurone Disease Association representatives
mentioned the importance of peer support (support from people who have had
similar experiences) and that the NHS should use the resources, knowledge and
experience of patient organisations by linking in with local groups.

Individual comments included that of someone who had been a patient at The
Walton Centre for more than 20 years, and who said that it was a model hospital.

They said that the hospital doesn’t stand still, was always developing, and was
patient-centred. They had recently had face to face and online appointments,
and thought that a mixture of those worked best. They said that the One Stop
Shop in the outpatient’s department was very good.

They felt that the only problem with online appointment consultations was that
referrals, for example for physiotherapy, could often not be actioned and were

delayed, but they said that the consultant was great. They felt that the patients
came first and were listened to. If they had to rate it out of 5 stars, with 5 being
the most positive, they said they would give it 5 — or 100 stars if they could.

Another patient who had been attending the Motor Neurone Disease department
at The Walton Centre for 5 years said that inpatient services were brilliant, but
that they had experienced difficulties with referrals to other services like
physiotherapy. The patient also mentioned that there was a lack of mental
health support, such as counselling referrals for patients attending the Motor
Neurone Disease clinic. Signposting to research trials was not made available.
The patient said that if these concerns were addressed, and small changes
made, this could lead to big improvements. The patient rated the Walton Centre
as 3 out of 5 stars.

Conclusion

Even though this was a small event, the feedback received was useful and can
help to pinpoint where services are doing well, and where some improvements
can be made.

There was a lot of praise for The Walton Centre, and some suggestions for
improvements, especially about information and signposting for patients. We
have added some recommendations below.

The Walton Centre’s patient experience team will listen to feedback from groups
and individuals and try to address any concerns, including by raising them at
the Trust’'s Patient Experience Group meeting. Their contact details are below.
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Recommendations

Information and signposting were mentioned several times at the event. We
recommend that The Walton Centre:

« For conditions such as MND and MS, provide information packs at the point of
diagnosis, so that people can read and take the information in when they are
ready (with relevant telephone numbers for The Walton Centre helplines, as
well as information from other organisations that can provide support);

« has information about mental health support readily available to all staff and
patients;

« check when patients are discharged and at each outpatient appointment
that patients are aware of contact numbers for nurse specialists where these
exist for specific conditions;

« ensure that information from/about organisations that can provide help and
support -including peer support- like the Brain Charity, MNDA and the MS
Society are readily available to patients.

What is Healthwatch?

Every local authority area in England has its own local Healthwatch.

We are independent from the NHS. We gather feedback from patients and
service users to find out where health and social care services are working well,
and where they could be improved. By presenting this feedback as evidence to
commissioners (organisations that plan and buy health and care services), as
well as to the organisations that provide these services, we try to influence
change and improve services for everyone.

Healthwatch also provides information and signposts people to health, care and
wellbeing services. Our complaints advocates give information and - where
necessary - support to people who want to make a complaint about NHS
services.
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Response from The
Walton Centre

The Patient Experience Team were delighted to work in partnership with Healthwatch
colleagues to engage with patients and families during lockdown.

Following the event in February, the recommendations were discussed with teams and
specialist nursing colleagues. They confirm that the Specialist Nurses for the services
aim to be present when patients receive a new diagnosis to provide support and all
relevant information including the nurse advice line. At this point they sign post to
external partners and websites including MS society/ MNDA, as these are trusted
resources for information, support and for help including mental health support such
as counselling and peer support. Patients are then referred to the MS /MND nurse
services and they are followed up within approximately 4 weeks.

We strive to continuously improve the services we provide for patients, and this
includes mental health support. In addition, we now have three patient
representatives with long term condlitions, including MS, MND and Parkinson’s Disease
on the Neuroalliance Programme Board working with colleagues across Cheshire and
Merseyside.

The Patient Experience Team would like to thank patients, families, and Healthwatch for
their feedback and are very much look forward to colleagues coming back on-site
undertaking face to face engagement events in the future.

Lisa Judge
Head of Patient and Family Experience, The Walton Centre NHS Foundation Trust
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Appendix: presentation by The Walton Centre Patient Experience Team
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NHS Foundation Trust

Partnership Engagement Event
Healthwatch Liverpool — Sefton
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Bac kg round The Walton Centre

MHS Foundation Trust

The Walton Centre MHS Foundation Trust is the leader in treatment

and care of neurology and neurosurgery. Formed in 1992 and achieved
Trust Status in 2009.

The only specialist hospital trust providing neurology, neurosurgery,
spinal and pain management senices.

Rated — Outstanding by the Care Quality Commission (CQC)

Inspected and rated

Qutstanding 1y
Q CareQuality
Commission

Excellonce fn Nenrpicionce

NHS|
Background cont.... The Walton Centre

HHS Foundation Trust

With approximately 1,450 staff the hospital treat mere than 427,000 outpatients
and 18,000 inpatients each vear with conditions including:

* Head and spinal trauma injuries

+« Tumours of the central nervous system, both cranial and =pinal

* Neurovascular dizeases

* Epilepsy (including a full surgical programme)

« Movement dizsorders (including the provision of a deep brain stimulation
service)

* Pain, witha particular focus on trigeminal neuralgia

* Multiple sclerosis and motor neurone disease

+ Chronic neuropathic pain, facial pain, headache and migraine

Our Pain Management Programme is regarded as a model ofbest practice for
helping patientz deal with severe and chronic pain

We offer Complex Rehabiltation services which support patientz whoneed a high
level ufsugqurt to recowver from a neurological trauma or ilness. Cur Cum?le:-c
Rehab Unit iz alzo part of the Cheshire and Merseyside Rehabiltation Metwork
(CHRMN).

o
Excellonce fn Nenrpicionce
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NHS

What do we do? The Walton Centre
- ‘ NHS5 Foumdation Trust

= Provide on-going support to patients, families and carers

= Listen to enguiries & concerns take these forward
to reach a resolution

= Providing emotional support and signpost to semvices

”~
o ]|
* Resolve concerns in partnership with staff e
* Collect and act on feedback — Lead on Friends & Family Test
» Facilitate meetings both formalf/informal e o
between patients, families & staff B

o]

Excellence fn Neprpiofonse

AcTioN PLA | INHS|
b L

— = The Walton Centre
MHS Foundation Trust

= Promote and support of culture of learning and quality
improvement across all aspects of patient care, safety,
culture and senices

= Support the Medical Examiner in their role in the review of inpatient
deaths and embed the Learning from Deaths/Mortality Process

= Ensure actions/learning from all interactions are recorded and
managed via the appropriate division/platform

Excellence m Menroiofense
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The Walton Centre
NHS Foundation Trust

« Lead on the police enguires, HM Coroner and legal claims

= Provide post bereavement support

= Support people with enhanced needs

* Involved in the investigation of serious incidents .:I £
= Manage and recruit and retain our volunteer senvice

= Attend and support during best interest/ MOT or complex discharge
meetings

= Manage our onsite Home from Home accommaodation for relatives

Exceilenes /W Neurpicisnce

Corporate Board

frust Boa
Lluality Com

Corporate Risk@Governance Rules
Divisional RiskK@Governance

SErious Inn:iderfsﬁr::rup
Patient Safety Group

3 atient ExperienceGroup

ard Managers/Mairons

earning & Sharingj'SenE#“Gs
‘MWursing Team

End of Life Groups
Charities Committee
Council of Governors
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Engagement and NHS

The Walton Centre

FEEd bac k ﬂr‘ﬂ ;-.,'_-_4; MNHS5 Foundation Trust

=Y Foadback =

v CQC Inpatient Survey - 8™ for overall patient experience
v FFT Sumvey
v Compliments — Q3 - 51 formal compliments

v Feedback wia Health watch — Winter Engagement Event Planned in
partnership with Liverpool & Sefton in Feb 22

v Patient Experience Group — Governors, External Stakeholders

e _¢|

Excellence in Meurpsefense %/

NHS'|
CQC Inpatient Survey 2021  The Walton Centre

HHS Foundation Trust

v Rated Better than Expected

v 56% response rate (vs 45% for other organisations)

v Scored Better, Much better for 9/10 sections of survey

¥ B out of 75 for overall positive score — moved up in rank

Raspandants

F __,&
|

Exceilense i Nenrpsciense ., =/
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CQC Inpatient Survey 2021

Table 11° Sachon Soofes
Sachon 2020 Band
Scora
Saction 1. Admisson bo hospital 82
Section 2. The hospal and ward L5700 Befler]
Section 3. Doclors 92| Somewnat

Sechion 4. Nurses
Saction & Care snd troatmant
Sechon § Oporatons and procedunes

91 e
26 e
85

CQC Inpatient Survey 2021

NHS

The Walton Centre

NHS Foundation Trust

Section 7. Leaving hospital 7.7 BN
Sechon & Respect and dgnaty 22 I Eensn
Section 8 Cvarall eoupnencs 9.6 e
Sachon 10 Feedback on quality of cane 0 N el |
N
Excellence in Mearosetence -, ¥/

v 8% of patients treated with respect and dignity overall
¥ 38% of patients had confidence and trust in the doctors and nurses
+ 2% Rated overall experience as 7 out of 10 or more

Results as a result of Walton initiative such as:

=

TTYTYT

Service improvement projects 2.g., patient flow, dischanges
Action plans following concemns/engagemsent events
Patient & Family Stories

Caihy Safety Huddle - local huddles

Matron/Patient Experience Rounds

NHS5

The Walton Centre

HHS Foundation Trust

Dwring 2021/22 and beyond we will continue to build on this work to ensure we are working together
with patients and their families as equal partners in care, in line with The Walton Way.

L
Excelicnce v Nearoselonte "I’

|f-_
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CQC Inpatient Survey 2021  The Walton Centre

23 “Good care from Murses when short of staff. Rooms kept clean thank you to all staff &
domestics.”

i3 “Mothing is too much troublefor the staff here; each and every one of themis to be commended
for their professional manner

2 "PROBABLY THE BESTEXFERIENCE | HAVE HAD IN HOSFITAL

22 Particularly difficulttc go through a Brain cperaticnwith no family allowed to visit {due to
Covid19)... but | have to say, the Staff at the Walion Cente are cutstanding, friendly, helpful, and
caring...

i “Since 2015 I've been visiting T he Walion Centre Having numerous operations. Insept 2020 |
was patient for day during pandemic | felt extremely safe Thestaff on Caton were 100% helpful
Respectful etc. Mothing was too much And becauwse of this | have left legacy in my Will to the
spinal unit.

2 Walton is the beacon of good practicefrom s nurse of 45 years

2 The nurses were reslly kind and very sttentive! They made mefeel calmwhen | felt
overwhelmed andwere just all round lowely!

B
i e
Excellence in Mearoscience -, %/

NHS
Feedback about our Team The Walton Centre

December 2021

Sorry toamal frst thung butlean't thank yow anowgh for pour elp. My mum rang aer mght and was able to speak
0 Che TEAm and thay have umamed haran §realy can'T thank pod anclgh for your halp and responss —I5 thar
a.rryum.lca.rrm 3 rewan’

*Thank voufor the agpont I reccived daring the time: T was oakbing ooy complsint, vour tcame anc
amaring, and T cadt thank vou enmph - Hapts New Yo ovon dll

1 paitdd 3 coRcbra bl PET have Sepported @t all alodg the way. It makes fech 3 difFereace wibea SUaFF Bawe

wond Ot S Do Do Rlbp P IEATS wp T date. | el 1ike 1 Bawd Beba 1ot domd lately bt St Eally Bl
with oy SUress levels 1o hoow that § hawe PET o call for sepport - 1 can®t thaeh you oeoegh for the job that
pom &7

“¥pu are amazing, warm, knd and caring peopls - thank pou Tor being an oests of calm support whan | nesded It
meet. From the bettom of my heart kssp on doing what you are doing’

Thank wau far the spoody rospanse to my camplaimt. 1 recoiwe my appoimtment letter a couplz af
woeks ago and wnderstand that it is your action following my complaint that has made this happen. 1
ompathise with your service and completely understand the imternal and external pressures af the

ML . Continue fighting the good fight!*

“thank you far wour input and wour comtinued swppart throughawut the complaints process - wou make a
dif ference’
';_ﬁ‘.]

i e
Excellence in Neuroscience L, ®(
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The Walton Centre
MHS Foundation Trust

a

W ihrre abr P oomgeiods obouf i prrsew (n charpe o compiodnt 5

Departmental specific training to be delivered to empower staff to deal
with difficult situations

COur door is always open Goﬂ'ge @
" llllr

@3 Ywh

-
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The Patient & Family NHS

The Walton Centre

EKPETIE"EE Team MH5 Foundation Trust
Lisa Judge -  Headof Patient Experience
Emma Sutton - Patient Experience & Engagement Manager
Jen Makin - Patient ExperiencefAccommaodation Officer
Emma Griffiiths -  Patient Experience Assistant
Julie Elwill - Legal Claims Manager
Pat Crofton - Governance Leadfor Mortality
Emily Molan - Volunteer Manager

lsabel Mareno

Meet & Greet Concierge

patientexperienceteam@thewalttoncentre. nhs. uk

0151556 3090/ 3091/ 3093

Monday-Friday 9.00 am—4.00 pm

)
Excetlonte in Meprpscionse -, =
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healthwatch

Liverpool

Healthwatch Liverpool
151 Dale Street
Liverpool

L2 2AH

www.healthwatchliverpool.co.uk

t: 0300 77 77 007

e: enquiries@healthwatchliverpool.co.uk
8 @HW_Liverpool
Facebook.com/HWLiverpool

healthwatch

Sefton

Healthwatch Sefton

3rd Floor, Suite 3B, North Wing, Burlington House
Crosby Road North

Waterloo

122 OLG

www.healthwatchsefton.co.uk

t: 0151 920 0726 ext 240

Freephone: 0800 206 1304

Text: 07434 810 438

e: info@headlthwatchsefton.co.uk

8 @HWatchSefton
facebook.com/healthwatchsefton2013
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