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access 
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PLEASE DETAIL BELOW THE OTHER SUB-COMMITTEE(S), MEETINGS THIS PAPER HAS BEEN 
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STRATEGIC OBJECTIVE(S):  

Quality Of Care  To achieve the highest possible quality of care through learning from the 

experiences of patient families. 

People  Listening to friends and relatives, valuing their contribution to our learning 

culture. 

Modern Healthcare  To use these experiences to allow us to continue to deliver efficient and 

effective care. 

Digital  Understanding how new technology can enhance care pathways. 

Collaborate  Understanding how working with families can improve a patient journey. 

EXECUTIVE SUMMARY  

 This story was selected as it allows the Trust Board to hear feedback of a 
family’s journey through St. Peters hospital to St. Georges Hospital when their 
young son was admitted with a severe kidney infection. A positive reflection on 
how staff cared for the whole family making the transition from one service to 
another at a critical time for Ollie and his parents, more manageable and 
positive. 

RECOMMENDATION:   

SPECIFIC ISSUES CHECKLIST:  

Quality and safety  The story supports delivery of quality care. 

Patient impact Staff attitude and aptitude gave the family confidence in the staff and their care 

of Ollie and the wider family, supporting this family through a pathway of 

excellence. 

Employee This story demonstrates a patient’s perception of a patient’s journey and the 

effect on them in the way care is delivered and interpreted. Staff members 

received feedback of the positive comments. 
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Equality & diversity None identified 
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1. Patient Story Background 

 
Ollie Stevenson was admitted to the paediatric unit via A&E having been taken suddenly unwell 
at home. Ollie was admitted to Ash ward under the care of the paediatric team, with suspected 
kidney infection resulting in Ollie needing IV antibiotics.  
 
There were 2 failed attempts to gain IV access which was stressful for Ollie and his parents, 
senior staff took over and cannulation was successful. Staff spent time with the family were 
reassuring and compassionate, which supported the parents at a crucial time in their interaction 
with staff.  
 
Unfortunately Ollie deteriorated and a decision was made to transfer Ollie to St Georges for 
specialist care. Transport was arranged and Ollie along with his mother were escorted by staff to 
the receiving hospital.  
 
Mrs Stevenson wrote in to the CEO, following what she recalls as a terrifying and harrowing 
ordeal where her young son was seriously unwell; to express her gratitude and thanks for the 
excellent care, support, kindness and professionalism the whole team demonstrated to Ollie and 
his family. All the staff communicated in such a way the family felt reassured knew what was 
happening and why and what the plan of care was. The attention to detail, the want in staff to be 
helpful and supportive made the experience, although not wanted more positive and bearable.  
 
Ollie, was transferred back to St. Peters, on the day he was transferred it was late in the day 
Ollie was due his medication, despite his families concerns Ollie and his mum made the journey 
back to St. Peters where staff were waiting to receive them.  
 
Ms Stevenson was greeted by a Staff nurse, who hugged her and gave her the “human touch” of 
together we care, which had such an impact on her, it raised her confidence in our nurses, 
doctor, cleaners and organisation; we were respective, attentive, welcoming where Ollie was the 
centre of care and compassion.  
 
This patient story is an excellent example of when we get it right we excel an example of how 
each member of staff played a part in delivery first class care, to the right patient, at the right 
time, in the right manner and upheld the 4 P’s and demonstrated a pathway to excellence.  


