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Patient Centred Evaluation of a Hospice Day Service
L Bain, J Allan
D

[Background: Emotional Touchpoints Aims: The use of emotional touchpoints to
(ET) is a structured approach to ensure evaluate a service development. Aim to
that patient views and experiences are develop an open approach to both positive and
heard. M @ |t is vital that patients are fully negative experiences of care within day
involved in any service development in a services and outpatient clinics.

ly established service.®
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Methodology: A prospective study of ET was used to capture patient opinions of a service.
Purposive sampling was implemented (n=20) from a caseload of 30 patients. Data collection
was by ET questionnaire and data was captured using thematic analysis, noting recurrence of
positive and negative words. Analysis was carried out by 2 researchers. Recurring themes
kwere identified.

Results

t - Words Chosen
rtable, Included,
Heard, Fortunate, Thankfjul,
Encouraged, Respected, .
Surprised, Awkward, AnXious.
Vulnerable, Fantastic.
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Conclusions: This patient-centred means of evaluating our service ensures poor experiences are
identified early and acted upon to improve practice. Positive responses are fed back to staff to improve
staff wellbeing and resilience. This study is subject to bias as ET was facilitated by staff. Future studies
would use external professionals to elucidate this information.
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