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Improving the Patient Experience: 

Identifying and Responding to Emotional Touchpoints

11 November 2010, Beardmore Hotel, Dunbartonshire

10:30 a.m. to 4:00 p.m.
A Practical Workshop by NHS Lothian & Napier University’s Leadership in Compassionate Care Programme, supported by Better Together:

Scotland’s Patient Experience Programme 

There is growing interest in ‘patient experience’ in helping to shape future health care services. The Healthcare Quality Strategy for Scotland (2010) prioritises improving and embedding patient reported experience across all NHS services. Through the Better Together Programme, national surveys have been introduced that support measurement and comparison of key aspects of patient experience across space and time. What remains less clear however, are the processes that can be applied within local care contexts to help to hear and respond to experiences of those who use the service in a realistic and meaningful way.

During this one day workshop, Leadership in Compassionate Care Programme team members will share some of the learning gained through their efforts to understand and improve the care experience, with a firm focus on the application of Emotional Touchpoints:

http://www.napier.ac.uk/fhlss/NMSC/compassionatecare/practicemethods/Pages/EmotionalTouchpoints.aspx
The workshop will combine teaching and discussion with hands on practical sessions to: [image: image5.jpg]



· Reinforce the importance of understanding the care experience from different perspectives

· Highlight the value and learning to be gained from positive feedback

· Introduce approaches for eliciting, sharing and learning from care experiences, with an emphasis on integration with everyday practice

· Provide hands on practice in the application of Emotional Touchpoints
· Explore some of the challenges of giving and responding to feedback 
The workshop is designed to be of interest to practitioners working in different care contexts who are directly engaged in patient experience improvement work.  Places by invitation only.
If you have any questions about the workshop, please phone Karen on 07756 778 271

