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CATEGORY OF PAPER 

Specific action required:   Provides Assurance:  For Information:  
 

Board of Directors’ Meeting – 31/01/2019 
Report title: Patient Story 

Purpose of report: The purpose of the report is to provide the Board with a reflection of our service 
delivery through a patient experience or staff perspective, with a view to use these 
experiences to continually improve the services delivered 

Key issues: 
(key points of the paper, how this supports the 
achievement of the Trust’s corporate 
objectives, overview of risk implications, main 
risk details on page 2) 

The patient story is an appreciation received around our interaction with patients 
who have a learning disability. The appreciation from a patient’s sister, 
demonstrates the importance of speaking directly with the patient in a respectful 
way and in a way the individual patient can understand. Explaining what was 
happening aided the management of the patient by reducing the patient’s 
anxieties. 

The way we communicate with patients and adjust our communication to the 
individual provides reassurance at what can be a frightening time and in providing 
a positive experience will help with the confidence of patients for any future 
contacts with our services.  

The report provides assurances that listening and talking directly to patients with 
a learning disability and adapting our communication style for the specific patient 
improve the patient experience. 

 

Issue previously considered by: N/A 

Recommended actions: The board is asked to review this paper and take assurance from the positive 
patient experience and the scope to share best practice across the Trust.  

Sponsor / approving director: Director of Quality and Safety  

Report author: Gillian Summers, Complaints Manager, Patient Experience Team 

Governance and assurance 

Link to Trust Priorities: 
(please tick) 
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Link to CQC / KLOE: 
(please tick) 
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Link to Trust values: 
(please tick) 
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(Please explain how this paper supports 
the application of the Trust’s values in 
practice)  
 

      

The crews interaction with this patient demonstrated all the Trust values and 
ensured the patient had a positive  

Any relevant legal / statutory 
issues? 
(Such as relevant acts, regulations, national 
guidelines or constitutional issues to consider) 

N/A 

Equality analysis completed 
If this is not relevant please explain 
why: 
 
 

Yes No Not Relevant 

     

An equality analysis is a review of a policy, function or significant service 
change which establishes whether there is a positive or negative impact 
on particular social groups 

Key considerations Details 

Confirm whether any risks that 
have been identified have been 
recognized on a risk register and 
provide the reference number: 

Not applicable 

Please specify any Financial 
Implications 
Please explain whether there are 
any associated efficiency savings 
or increased productivity 
opportunities? 

Not applicable 

Are any additional resources 
required e.g. staff capacity? Not applicable 

Is there any current or expected 
impact on patient 
outcomes/experience/quality? 

Improved patient experience and awareness for staff. 

Specify whether appropriate 
clinical and/or stakeholder 
engagement has been undertaken: 
(stakeholders could include staff, other Trust 
departments, providers, CCGs, patients, 
carers or the general public) 

Patient story to be shared via Comms Team for publication in The Summary or 
PULSE and with the Learning Disability Strategy Group. Copy to crew with letter 
from Chief operating Officer 

Are there any aspects of this paper 
which need to be communicated to 
our stakeholders (internal or 
external)? 
(Please tick – if ‘yes’ then please complete all 
boxes. Please briefly specify the key points for 
communication and ensure the Comms team 
are informed via 
mailto:publicrelations@neas.nhs.uk) 

Yes No Positive Negative 

    
Proactive Reactive Internal External 

    

Bog to be shared vi 

 
  

mailto:publicrelations@neas.nhs.uk
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Board Meeting 
Patient Story 

31st January 2019 
 

 

Appreciation: 

The appreciation below was received from the sister of a patient who has a moderate learning disability, autism and 
cerebral palsy. Please note the patient name has been changed and location removed to maintain anonymity. 

“Just writing to express my gratitude to a crew that attended a call to my brother at his supported living residence in 
******.  

The paramedic Robin and his ECA attended as my brother, Matthew* was short of breath, this in turn was making him 
panic, of course making the situation a lot worse.  

Matthew  is a 40 year old man with a moderate learning disability, autism and cerebral palsy. Both Robin and his crew 
mate (unfortunately I cannot remember his name) were exceptional and the care Matthew received was above and 
beyond. Often when attending medical appointments the professionals speak to myself or his careers instead of 
Matthew however this crew spoke to Matthew in a respectful way and in which he understood, clarifying important 
points with myself. They explained to Matthew the procedures of which they were carrying out ensuring he understood 
and reducing his anxieties throughout.  

I’m light of recent reports and figures showing the lack of respect and dignity individuals with a learning disability 
receive within healthcare sectors I believe these two individuals deserve recognition for the patience and genuine care 
they put into their work.  

Please could you pass on my gratitude to them both.  

Thank you,” 

Following receipt of the appreciation, the patient’s sister was contacted to expand further on what made this a positive 
experience for her brother. Matthew and his sister have suffered a recent bereavement and Matthew was frightened 
as he did not understand what was happening as he has not had much to do with ambulance crews in the past. 
Matthew was asking questions such as ‘Am I going to die’. The main thing that stood out for Matthew’s sister was that 
the crew spoke directly to Matthew, asking him the questions as to where the pain was he was experiencing. Their 
usual experience, when attending medical appointments, is the healthcare professional directing questions to 
Matthew’s sister and not engaging directly with Matthew. Just because he has a learning disability does not mean he 
cannot speak for himself. They think he can’t answer questions. Whereas, with the ambulance crew, Mathew was their 
patient and he was their focus throughout. 

Matthew’s sats were low and he had a chest infection and the crew spent a long time with Matthew explaining what 
they were doing, why and what was happening. One of the crew had taken his jacket of as it was very warm in the 
room and allowed Matthew to put it on while they were talking to him and carrying out their assessment. This helped 
relax Matthew and reduce his anxiety and some symptoms. The crew managed to get his coat back once on the 
ambulance. The crew explained they needed to take him to hospital and arranged to bypass the emergency 
department and took Matthew straight to the rapid assessment unit. The crew made every reasonable adjustment they 
could for Matthew. 

Matthew’s sister, who is currently training to be a Learning Disability Nurse, was happy for us to share their story to 
promote the health and welfare of individuals with a learning disability and would be happy to be involved with our 
Learning Disability Strategy Group and agreed for her details to be passed to the group. 

The appreciation received has been shared with the crew involved, with an accompanying acknowledgement from the 
Chief Operating Officer.  
 
*Name has been changed to protect the patient’s privacy 
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Sharing Best Practice: 
 
• Appreciation passed on to the crew  
• Share with staff via staff publication (The Summary and/or The PULSE) 
• Share with Learning Disability Strategy Group: To feed into training how small things can make a big difference 

when dealing with patients with a learning disability. 
 

Actions implemented by the Trust to assist people with a learning disability: 
 
• Communications Support Guide: Providing NHS Easy Read images to support front line staff to triage people 

with learning difficulties and other communication needs. This was launched across the trust the week 
commencing 7th January 2019 

 
• Learning Disability Zone: There is a specific section of our website developed with patient groups to support 

people to access information about the services we provide, dispel myths and talk about the correct use of 
services https://www.neas.nhs.uk/patient-info/learning-disability-zone.aspx 

 
• Community Engagement: We have during 2018 and will continue over 2019 go out to groups that support 

people with learning difficulties to raise awareness of services, how to use them, the website and the 
communications support guide. We have recruited a Learning Disability champion from the local Learning 
Disability community who will help us. 

 
• Easy Read leaflets: We have a number of leaflets in hard copy and on our website in easy read format 

https://www.neas.nhs.uk/about-us/services-we-offer.aspx 
 
• Fruit and Veg stall: We have started to offer some support to people with learning disability to gain access to 

employment skills through a fruit and veg project that comes into our headquarters each week 
 
As an employer: 
• Disability Confident Employer: We have made a commitment and were assessed by the Job Centre in October 

2017 as a Disability Confident employer, this helps to show our commitment to employing disabled people. 
 

• Statutory and mandatory training: Our 2017/18 training for staff included information about learning disability. 
 
• Equality Analysis Assessments: Learning disability is a consideration in assessments completed for all policies, 

services and significant changes. 
 
• Dyslexia Guidance: We are in the process of reviewing guidance for staff and managers 
 
In addition to the above, we have a Learning Disability strategy under development which is being lead by  our Head 
of Patient Safety.  
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