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Goals for today

Introduce the PEN National Awards

Examine the Winning Principles

Understand the themes for complaints
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Introducing PEN

Our mission is to recognise, 

share and

celebrate best practice in 

patient 

experience and to measure,

embed and

sustain this for on-going 

improvement.



Introducing PEN

Recognition 
and Awards

Best Practice 
and Case 
Studies

Networking and 
Collaboration

Accredited 
Learning

Benchmarking

Thought 
Leadership
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PEN National 
Awards 2015
Re:thinking t he 

experience

CELEBRATINGANOTHER YEAR OF SUCCESS
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that recognises

Patient Experience Excellence

PENNAcelebratesthe achievementof PatientExperienceExcellence

patientexperiencenetwork.org



Turning it Around When it Goes Wrong

As a result of 
a complaint, 
feedback 
through PALs 
or other 
route, a 
change has 
been 
implemented 
to improve 
the patient 
experience

This category is for teams that 
have demonstrated a significant 
improvement or change following 
a negative experience or 
feedback.  Through a process of 
unpicking the issue, and learning 
from an adverse experience, the 
organisationhas implemented a 
change (could be to behaviours, 
processes, environment or other) 
that has addressed the issue for 
the better.

Complaints 
teams, 
PALs, 
patient 
experience 
teams, 
clinical 
teams etc.



Winning Principles



Organisational Support

Culture

Creating a culture where 

everyone is engaged in 

patient experience and 

understands the role they 

have to play in improving it is 

vital to success. All successful 

initiatives are delivered by 

teams, not individuals. 

Management

Senior level support is often 

key to the success of a 

project. The best results are 

seen where improving 

patient experience is 

encouraged and prioritised 

by management. 

Leadership

Clinical and senior 

management leadership, 

particularly in the form of 

empowering staff to identify, 

develop and implement 

changes is key to sustainable 

improvement.



Intention and Outlook

Keeping it Simple

Making initiatives easy for 

people to understand and 

adopt is crucial. Clear 

communication, posting 

results and evidencing 

improvements encourages 

engagement and 

continuation with projects.

Passion and 
Determination 

The most successful 

initiatives are driven by an 

individual or team with a firm 

belief in what they are doing, 

and the need to invest time 

and money to make it happen 

and bring about change.

Broadening 
Perspectives 

A key milestone for success 

is supporting and educating 

fellow professionals to look 

beyond their own situations 

and embrace and adapt 

work going on elsewhere.


