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At MKUH we want to deliver
the best possible patient, family
and carer experience throughout

all our services.

By giving our patients a voice
and listening to valuable feedback
and insights this will help us
shape decisions about our future
healthcare service improvements.

Introduction

This document will set out our priorities
for improving patient experience.

These priorities are guided by

our commitments and informed

by feedback and insights

from our patients, families and carers.

Improving the experience for our
patients is one of our key
objectives. It underpins our vision
to be an outstanding hospital.

MKUH is committed to providing an
excellent patient experience for
everyone who access our services.
Engagement with our local
communities will bring rich
information about the population
we serve and the diversity they
represent.

Therefore, we will develop a culture
where patients are at the heart of all
we do and delivering a positive patient
experience is everyone® business.

We will champion the voice of our
patients at every level of our
organisation.

We will enable all our staff to
understand how they can positively
impact on patient experience, as all our
staff and volunteers are key

to us achieving of our vision.




What Is patient engagement?

Patient engagement refers to ways that we
work with patients, carers, families and the
public to listen to their experiences, views,
and suggestions about the services we
offer here at Milton Keynes University
Hospital (MKUH).

The benefits of engaging patients
and the public.
The NHS benefits from the ways it

listens to and understands the
experiences of its patients and the

public. At MKUH we support the values
of the NHS Constitution (*reference) .
We believe that engaging with our
patients will help us to

understand their experiences and will
support us to learn from then in order that
we can improve our services. We see our
patients as partners. This strategy
confirms that we will gather feedback
and use it to inform decisions about our
services, to make improvements and to
design our future services. We will use
many ways to engage with people using
learning from how we have communicated
during the pandemic.

This strategy was
developed
following extensive
engagement with
stakeholders

of Milton Keynes
University NHS
Foundation Trust
(MKUH).

These stakeholders included
patients, families, carers, staff
and specialist advisors and
partners including Healthwatch
MK and Experts

by Experience in the community.

What makes a good
experience for you as a
patient or carer at MKUH?

What could we do better
to improve the patient and
carer experience?

Do you agree with the areas
that have been identified
for improvement?

Have we missed anything
that you consider needs
improving?

This strategy outlines our
response to the feedback
we have heard.

The Patient Experience Strategy
links to the MKWaybstrategic
direction through our Trust
vision, values, and objectives.

OUR VALUES
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We are #TeamMKUH. We

work together and with GPs,

primary care, community
care, social care and mental
health providers and other
hospitals to deliver great
care and services for
people in Milton Keynes,
Buckinghamshire

and beyond.

We develop goals and
objectives in support of the
hospital® vision and strategy.
We are willing to join in and
play our part to make our
hospital the best it can be.
We acknowledge and share
good practice so that others

can learn what works well and
why, and we learn from others
so that we keep improving the

care and services we provide.

We deliver safe, effective,
and high-quality care for
every patient. We treat
everyone who uses our
services, and their families,
friends and carers, with
dignity, respect, and
compassion; and we treat
each other as we would
wish to be treated ourselves.

We say #hellomynameis;
we keep patients informed
about and involved and
engaged in their
treatment and care; and
each other informed
about what is happening
in our hospital. We know
we can speak up to make
sure our hospital is safe,

and our patients are well
cared for.
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We CONTRIBUTE




We CARE

We will value patient dirae,
treating them with dignity, respect,
and compassion.

We COMMUNICATE

We will ask patients for feedback on
their experience of care in variety of
ways ranging from face to face to

0 v i rWewilkuse this feedback to

We will involve patients and families inform improvements.

In decisions about their treatment, | | -
care, and discharge plans. We will respond quickly and positively to
patient and family feedback and

We will provide patient information address any concerns and complaints.

In anaccessible fomat and in a way :
it can be understood. We say #hellomynameis and clearly

communicate what will be happening

We will value and develop staff whilst in our care.

through education and training to We will use local and national survey
provide the best possible patient results to promote best practice

experience. and inform improvements.
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We COLLABORATE

We will develop our patient engagement
group to ensure the patient voice and input
IS used to inform service changes and
Improvements across the hospital.

We will support all staff and volunteers
to create a safe, caring environment
to promote apositive patient experience.

We will involve our community partners
on projects and initiatives that improve
patientexperience.

We will ensure our hospital environment is
clean and helps patients rest and recover.

We will ensure our dining experience
offers a varied choice of high-guality food.

CONTRIBUTE

We will use our Patient Experience Board
meeting to gain assurance, monitor
and manage the patientexperience
workstreams and initiatives.

We will ensure our hospital values
are maintained and included in all
Interactions with patients, carers
and families.

We will support our staff to develop
a culture of learning to improve care
and experience for every patient.

We will develop and build on national
best practice and benchmark ourselves
against other organisations.
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