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CATEGORY OF PAPER 

Specific action required:   Provides Assurance:  For Information:  
 

Board of Directors’ Meeting – 02/05/2019 
Report title: Patient / Staff 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) 

 

This report, accompanied by a video, describes a view of our dialysis service 
provision from one of our patients, Mr Norman Harding.  Norman talks about the 
importance of a good transport service is to dialysis patients, the level of service 
provided by the Trust and the positive working relationship between our staff 
and South of Tyne dialysis unit. 

Mr Harding is also a Patient Advocate for the South of Tyne dialysis Service and 
has also been a patient representative to be part of our vehicle design group  

The report also provides background to the current South of Tyne dialysis 
patient contract and highlights the continuous improvement since service 
provision started in June 2018 

The report provides assurances we provided the best possible service to ensure 
patients received the transport they need and continue to improve the service 
provided. It also demonstrates the commitment to patient engagement by 
working together to improve patient experience. 

 

Issue previously considered by: N/A 

Recommended actions: 
The Board is asked to review the report and accompanying video and take 
assurance that the work undertaken shows commitment to putting the patients 
at the center of the service we provide and listen and act on issues raised. 

Sponsor / approving director: Director of Quality and Safety (Executive Nurse) 

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) 

Caring Responsive Effective Well Led Safe 

     

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

Pride Strive for 
excellence Respect Compassion 

Take 
responsibility 

& be 
accountable 

Make a 
difference – 
day in & day 

out 

      

Taking over and managing the contract at short notice to ensure patients receive 
the transport the need demonstrates the commitment of the trust and staff to  
the Trusts values 
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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? 

 

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) 

Paper to be shared via Comms Team for publication in The Summary or PULSE 
and with the CCG and South of Tyne Dialysis Unit at Sunderland Royal Hospital  

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 
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Board Meeting 
Patient Story  

  2nd May 2019 
 

The National Renal Services Framework highlights how important it is to provide an effective transport service for 
patients receiving dialysis treatment and The National Kidney Foundation found that transport was as fundamental 
to the person’s experience as the clinical care they receive (1). Many patients are unable to drive or take public 
transport after receiving dialysis treatment due to the effects this has on their health therefore are reliant on 
scheduled care services to receive this life saving treatment (1).  

This paper is around the service we provide for the South of Tyne dialysis patients and there is a patient video 
accompanying the paper. The contract for South of Tyne dialysis patients initially was to work to our core contact 
timeframes, which is for patients to be collected within 1 hour of their booked ready time. However, we 
continuously strive for improvement above the contractual agreements and our aspiration is to provide a service for 
our dialysis patients more aligned to the NICE guidance, which is for patients to be picked up within 30 minutes of 
the arranged time.  The information below shows our performance for the South of Tyne dialysis patients against 
target since we were the identified provider of the service in June 2018: Target of 95% patients picked up within 30 
minutes of arranged time:  

June  78.02% 
July   79.64% 
August  80.93%  
September  90.5% 
October 84.7% 
November 87.1%  
December 88.5%. 
January  89.4%, with 99.5% of patient being picked up within 60 minutes of arranged time, showing a 
continuous improvement since service provision start. 
 

Patient Experience (video): 

Mr Norman Harding is a dialysis patient receiving treatment 3 times a week at Sunderland Royal Hospital and also 
acts as one of the Patient Advocates for South of Tyne dialysis patients. Norman has shared his experiences of the 
service we have provided and the positive relationship with the Trust in resolving any issues that arise. 

Norman describes the “real good” relationship in place with the Trust, meeting on a regular basis to sort out any 
issues, describing this as a “real good team working together” before the new provider took over the contract in 
January 2018. Norman explains that when the new provider took over the contract the patient experience was 
“really bad” describing some patients waiting “3 to 4 hours for transport home”.  Norman acknowledges that, 
following being asked to take the contract over at short notice, it would be expected there may be teething 
problems and we again started to meet regularly to eliminate the problems and says “we are now with a provider 
who does listen to patient concerns” adding “we have built up a very good relationship with the patient experience 
team” who he has “found to be very helpful in everything we do”.  

Norman also comments on how month on month the figures are going up / percentage rates [relating to the pickup 
and collection times for patients to and following treatment] of how we all do together and says how this is “really 
good.”  Norman explains how if you don’t do dialysis you would not realise how important transport is to patients, 
describing that on an average day Norman, who receives dialysis 3 time a week, he is out of the house for 6 hours 
and said “a good transport system is essential because patients do spend a lot of time in the hospital” adding that 
“patients do not want to be sat around waiting for transport” and wanted to get the message across how important 
a good transport service is. Norman added we are reaching the transport time goals and said “without the 
transport, which is vital, some patients wouldn’t come to hospital and would have to rely on relatives, who work, for 
transport which also impacts on their lives as well”. 

Norman was also invited to the Vehicle Design Group to explore what patient’s, as service users, would like to see 
when we develop our local vehicle specification.  
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The vehicles we purchase for Emergency Care and Patient Transport are developed to a national specification and 
when we receive the vehicles we make a variety of local variations. It is hoped the feedback we receive would feed 
into the national specification for consideration and    influence the variations we are able to make to the local 
specification of our vehicles.  

Norman was delighted to be invited to participate, along with representatives from groups such as Age Concern, 
Alzheimers Trust and Motor Neurone, to look at helping to redesign of both emergency and patient transport 
vehicles from a patient’s point of view and said it was “fantastic experience, when you see the things the North 
East Ambulance do it really makes you appreciate everything that does go on with North East Ambulance.” 
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