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Patient Experience Panel
A major role of Healthwatch is to scrutinise feedback, good and bad, on local health and social care services.
To this end, a team of volunteers, known as the Patient Experience Panel (PEP) meets regularly to review service user feedback, and to decide precisely what the issues are in each and every case.
The team also monitors risk to patients, equality and dignity, and establishes any trends.
It is at the PEP, that people’s raw experiences are transformed into the hard evidence that Healthwatch can use to influence the commissioning and delivery of services. As such, the PEP is a crucial part of the Healthwatch operation.
Methodology

Coding

There is a robust, ‘tried-and-tested’ methodology in place. The team uses a Coding Matrix (Annex 1) in order to assign issues to a precise code that our database can recognise. The matrix is also designed to align issues, good and bad, to their place in the ‘Care Pathway’ so we may assess integrated care and identify gaps in services.
The ‘Care Pathway’
If you access any health or social care service, the care or treatment you receive will fall within various places of the pathway. 

The matrix divides the pathway into 8 sections, which run vertically down the page.
Pathway 1: Transport

Relates to getting to-and-from appointments, including experience of ambulances, patient transport and also public transport.

Pathway 2: Reception

Relates to arrival at the appointment, including experience of customer service, length of wait and waiting environment. Any back-office functions, such as administration, a GP Practice Manager or Cleaner/Porter are also assigned to reception.
Pathway 3: Diagnosis/Testing

Relates to diagnosis of a condition, including associated tests (such as blood tests, x-rays or scans).
Pathway 4: Clinical Treatment

Relates to treatment received from a trained clinician, including experience of a GP consultation, or hospital operation.

Pathway 5: Clinical Nursing

Relates to care received from a trained nurse, including experience of a GP Practice nurse, or care received whilst an inpatient at hospital.

Pathway 6: Discharge
Relates to discharge experience from any health or social care service (not just inpatients).

Pathway 7: Follow On

Relates to experience of support following discharge, including implementation of care packages.
Pathway 8: Community

Relates to any community-based health or social care service, such as experience of care homes, domiciliary care, a district nurse/health visitor, or a community health or mental health service.
Coding the Issues

Running across the matrix horizontally are the issues you will encounter while accessing any health or social care service.
Let’s assume that at the PEP we are reviewing the case of a care home resident, who says:

“Last week we had the usual premium beans, but this week it’s supermarket value brand. I know the Home has to cut costs, but why does it have to be on our food!”
This experience, as is often the case, contains more than one issue (if you look hard enough), which is why the PEP is a team based exercise – the more people reviewing, the more successful we will be in identifying all the issues, and correctly (think of it as quality assurance).
It is clear that nutrition is an issue (the beans), within a community based setting (the care home), so with reference to the matrix, we would assign the code 41.8 to the experience. We would also need to allocate sentiment (is the experience positive, neutral or negative)? So to be precise, we would say 41.8 negative.
Can you spot any more issues? Other team members may point to lack of choice (35.8 negative) or indeed lack of quality (45.8 negative). As long as there is consensus in the room, anything goes! 
Risk, Equality and Dignity

In addition to concrete issues, we look out for experiences where people have been placed at risk, have been discriminated against, or have experienced indignity. 
Safeguarding

Should we discover a safeguarding issue or a particularly worrying trend, this information will be acted on with immediate effect by the Chair.

Is the PEP for ME?
To be a successful PEP member, you don’t need to have a research background, or a solid understanding of the health and social care system.
What you do need is the ability to…
· Listen.
· Express your opinions.
· Allow others to express their opinions.
· Be willing to accept group consensus.
· Show respect.
The vast majority of cases we review are written in English, so the ability to read in English is also something you do need.

We welcome both residents and professionals to join the PEP.

Interested?

Get in touch:

(  020 3078 9990

(  agata.arcimowicz@healthwacthwalthamforest.co.uk
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