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The Families Experience
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Green Intensive Care Unit
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What are we covering today?

+ Essentials of Care
+ Patient Stories
* The Families Experience, FS-ICU Survey

* Challenges

* Future Focus

+ Acknowledgements
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Essentials of Care

Re-evaluation:
Regathering information
about care and culture at

the end of each cycle

Implementation:
Implementing and
evalutating actions

Preparation:
Engaging teams

Action Planning:

Prioritising and
actioning themes

Assessment:

Gathering information
about care and culture

Feedback:
Critically reflecting and
identifying themes
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Patient Stories

* What were the good and bad experiences from your time in ICU?
* Did you feel like your privacy was maintained?

* Did you feel like the nurses had enough time to care for you?

* How did you pass your time in ICU?

* |s there anything else you can think of that we can improve
on/ could make better/easier for you in ICU?

- Enhancing Practice
2022 Conference



Themes from Patient Stories

Noise,
Light and
Sleep

Boredom

Familiarity
with staff
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Help us make...

NIGHT TIME

QUIET TIME

Please be mindful of our
resting patients

Noise

rn off the light when you
are finished.

Ir patients are trying to rest.
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Light and Sleep

“Sleeping was a big problem. Noise and
lights made it difficult to sleep.”

“Noise was an issue at night-time. People
around the ICU need to remember there
are patients trying to sleep.”
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Boredom

“It’s very boring, especially when you can’t eat or drink. No V | Could your patient ‘
TV, no meals. I'm just sitting here all day” benefit from a radio?

“It would be great if there was a radio | could listen to” cvokble o ot 1o e

Koffee "TDRET ...
Time to Chill =
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Familiarity with Staff

100
80
60 e
40 i I I “The name badges are too small and difficult
"o to read.”
Knowing nurses Nurse has Nurse is wearing
name introduced a name badge
themselves " . ”
S O T Not all the nurses are wearing name badges.
2 i i
13 : badee? “I can’t be involved in nominating the
ligz I = - employee of the month because | often don’t
) == B = == know my nurses name.”
Surname Forget Badge Notbig Losing Less Infection Getsin
appearing breaking enough badge inclined control the way
on badge for to
patient to verbally
read introduce
self
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Noise,
Light and
Sleep

Boredom

Familiarity
with staff

The Families
Experience
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The Families Experience

 Evaluate how families and carers feel about the care being provided.
 Respecting, listening and valuing what matters to patients, family and staff

* Optimising health outcomes and patient satisfaction
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Family Satisfaction in the ICU (F5-ICU) Survey

Vour loved one s a patient in the Green ICU at RPA Hespital. The questians that fallow ask you
ahout your loved one’s currest I0W admission. We vnderstand that there may have been many staff
members invatved in caring for your loved ane. We know that there may be exceptions, but we are
interested in your cverall assessment of the quality of care we delivered. We understand that this
was probably a very difficult time far you and your loved ones, however we would apprecate you
taking the time to provice us with your opinion.

Please check the box that best reflects your views - if the guestion does not apply to your loved
ane’s stay then check “M/A" for not applicable. Please check pne box per iem.

1. The courtesy, respect and sacelient  wery aod Fair Paor LT
compassian your family Good
member |the patient) was
gluen. o o o o o o
2. How well the 10U staff sacellent  Wery Eaod Fair Paor LT
assessad and treatad your Gand
family member's pain. o o] o o] o o
3. How well the ICU staff Excellent  Wery ‘Gaod Fair Pacr LI
shawed inberest in your Good
e 0 o o 0 o o]
4. How well the 10U staff sacellent  Wery Good Fair Paor A
provided emoticnal suppart. Gaod
o o o o o o
5. How well the 100 staff met sacelient  wery aod Fair Paor LT
vour spiritual reeeds. Good
o Q o Q o o
B. Theteamwork of all the 1ICU Excellent Wery Gaod Fair Pocr LI
staff that keak care of your Gaod
Farnily mesnber. o o o o o o
7. The courtesy, respect and sacelient  wery Eaod Fair Paor L TN
COMEasshon you were given. Good
o o o o o o
B. How well the nurses cared Excellent  Wery ‘Gaod Fair Pacr LI
far yaur family member. Good
o o o o o o
3. How often nurses excellent  Wery Gaod Fair Pocr LI
communicated to you abaut Good
your family member's o o] o] o] o] o

condithan.

FS—ICU Surve

100 Atrmcsphare of the 1CU.

11 Atmcsphere of the 1IC0
waiting rocm.

12. overall satisfactian with yeur
experiande in the (CU.

13 willingness af WU staff to
answer your questions.

14. How well 10U staff provided
yau with explanations that
WL unoerstood.

15. The hioreesty of infarmaticn
prowided o you about your
family member's congition.

16. How well 1CU staff informed
yau what was happening ta
wl.r1:ur'|ll( member and why
things were being done.

17. The consisterncy of
informatkan pravided ta yaw
about your family member's
cangitian.

18 Did you feel included in the
declsion making processs

15 Were you invodved at the
right time in the decision
making process?

20 Did ol rece: an
appropriate amount of
Informatian to participate in
the decisian making process?

21 Did you feel you had enaugh
time to think about the
informatian pravided?
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Pae
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22.0id yiou Feel supported Eucellent  Wery Eaod Falr Paor LT
disring the cecisian making oond
process? Q &) O o o o]

23. Do you have any suggestions on how to make care provided in the 100 better?

23_Do you have any comments on things we did well?

25_Please add any comments or suggestions that you feel may be helpiul to the staff.

‘We would like o thank you very much for your participation and your opinions.
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Collection method
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RESULTS

* 100% scored Good to Excellent:
+ Courtesy
* Pain treatment
* Interest in needs
* Teamwork
+ Compassion

= Areas of improvement:
 Receiving appropriate amount of information in decision making process
* Consistency of information
= Meeting spiritual needs
“ Atmosphere of the ICU and waiting room
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CHALLENGES
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FUTURE FOCUS

* New patient stories and family stories/satisfaction surveys

 Utilising emotional touchpoints for data collection
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FUTURE FOCUS

“A touchpoint is any moment where a user interacts in

some way with the service”

(NHS Institute Innovation and Improvement, 2009)
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FUTURE FOCUS

CONFUSED
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FUTURE FOCUS
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WHAT MAKES EOC WORK IN GICU?
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