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Media Release

RUH staff celebrated for improving patient experience

Staff who have gone above and beyond to improve the experience of the people they care for at
the Royal United Hospitals Bath NHS Foundation Trust have been celebrated at a special
awards presentation.

The hospital’s Improving Patient Experience Awards recognised those teams and individuals
who had showed initiative and continuous commitment to improving patient experience in
2024/25.

First place went to the Maternity Triage Team for the successful improvements they made to
their service. The triage team provides individual care for women and birthing people who have
concerns during or after pregnancy, ensuring those who need urgent care are seen first. After
listening to feedback, the team introduced a single point of access for all enquiries, leading to
an immediate urgent care review if required. Feedback from women, families and birthing
people describe a responsive and supportive team and positive experiences of the new system
and department facilities.

The first runner up was the Pain Clinic nursing team for developing a dedicated pain
information session for patients. The new session provides patients who have been referred to
the service with additional information and support about what to expect from their treatment
and help them to make informed decisions about their treatment plan.

Joint second place runners up were Art at the Heart - the RUH’s in-house art and design team
- for their work on children and older patients’ wards. To improve patient experience, Art at the
Heart introduced a musician in residence and artists in residence along with other ward-based
art activities. These combined efforts create a therapeutic environment where patients can find
comfort, joy, and healing through music and art, greatly improving their overall experience
during their hospital stay.
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The Listening Service was another joint runner up. Introduced by the Patient Support and
Complaints Team, The Listening Service provides patients, families and carers with an
opportunity to reflect on their or their loved one’s care and share their thoughts and feedback on
the service they received. This also provides an opportunity for the organisation to learn from
experiences and help to facilitate change and improvements in care.

The other joint runner up award went to the Critical Care Outreach team for the development
of the Call for Concern service. The service gives patients and families an additional way to
raise concerns if they feel they or their loved one is not getting better or is deteriorating,
regardless of hospital intervention. It allows those who know the patient best, or the patient
themselves, to flag, to an identified team via a dedicated telephone number, signs of
deterioration — some of which maybe subtle, softer signs. The service provides access to a 24/7
Critical Care Outreach team via a dedicated answerphone/ mobile phone, for relatives, carers,
and patients. It is currently in 12 clinical wards and continues to be rolled out across the Trust.

Chief Nursing Officer Toni Lynch, who presented the awards, said: “At the RUH we are
committed to ensuring the people we care for have the very best experience when they are at
hospital.

“These awards recognise the hard work, commitment and innovation of our staff and are
examples of just some of the initiatives that are taking place across the Trust to benefit our
patients.

‘I have seen first-hand the difference that these projects have made to our patients and I'd like
to thank all of our staff who go above and beyond every day for the people we care for.”
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Ends

Notes to Editor:

At the RUH we're proud to put people at the heart of what we do, striving to create an environment where everyone
matters. Everyone means the people we care for, the people we work with and the people in our community.

We provide a wide range of services including medicine and surgery, services for women and children, accident
and emergency services, and diagnostic and clinical support services.

We also provide specialist services for rheumatology, chronic pain and chronic fatigue syndrome/ME via the Royal
National Hospital for Rheumatic Diseases which we acquired in 2015.

In 2021, we acquired Sulis Hospital Bath, an independent hospital that provides care for both private and NHS
patients. This has enabled us to provide more care for NHS patients, as well as continuing to provide private care
to those who choose it. Any additional income earned through private care is reinvested in services for the benefit
of the people we care for at both Sulis and the RUH.

Our new Dyson Cancer Centre brings together many of the RUH'’s cancer services under one roof to provide a
cancer services hub for over 500,000 people in the South West. The centre includes the RUH’s oncology,
chemotherapy and radiotherapy services, a 22-bed inpatient ward, a dedicated pharmacy, research team and
nuclear medicine and physics teams.

A key feature of the new centre is the Macmillan Wellbeing Hub. The three-storey hub provides a welcoming, non-
clinical space designed around the needs of patients and their families. It also includes comfortable
accommodation where relatives and loved ones can stay overnight.

We work closely with other health and care organisations as members of the Bath and North East Somerset,
Swindon and Wiltshire Integrated Care Board. We strive to improve the health and wellbeing of the people in our
community by working together build one of the healthiest places to live and work.

We are rated 'Good' by the Care Quality Commission (CQC).

For more information about the Royal United Hospitals Bath NHS Foundation Trust visit: www.ruh.nhs.uk
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