€€ As frontline staff, we are often
at the sharp end of competing

priorities... Almost invariably, it is
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Good care is linked to a
positive experience

When people are ill or depend on others to look
after them, it is of fundamental importance that
they are cared for with kindness and compassion
by everyone they come into

contact with.

Good communication
and rapport can

aid in the healing
process. The goal

of improving the
experience of
patients is not just
morally right, but
makes sense clinically
and in terms of value
for money.

Staff experience affects
patient care

The capacity of individual staff members to
respond sensitively to patients is always at risk.
Although research has shown that staff want to
deliver the same quality of care they would want
for themselves and their families, they often feel
prevented from doing so because of the pressures
of their jobs and because of the systems and
routines in their work settings. Work pressures can
lead to staff experiencing stress, guilt and a lack

of empathy.

What are Schwartz
Center Rounds®?

Developed by the Schwartz Center for
Compassionate Healthcare in the USA, Schwartz
Center Rounds are now running in over 30
organisations in the UK. Rounds provide a
structured, monthly one-hour forum for staff from
all disciplines to discuss difficult emotional and
social issues that arise in caring for patients. The
discussions are confidential and take place in a
safe environment. Their purpose is not to solve
problems, but to explore the human aspects of
delivering care and the challenges that staff face.

At the start of a Round, a panel made up of two

or three staff members, normally from different
disciplines, will present a story about a particular
patient or dilemma. They may focus, for example, on
how it felt giving bad news or being caught between
the patient and their family. The Rounds facilitator
then leads a discussion with the wider group.

Evidence suggests that when staff feel positive
about the care they are offering and feel
supported in providing care, this is beneficial for
them, patients, and the organisation as a whole.
Specifically:

e improving the health and well-being of staff
can help to improve the quality of patients’
experience of care

e organisations known to be committed to
supporting their staff are better able to engage
with them in making improvements of all kinds

e Staff involved in Rounds report that their
capacity to provide compassionate care
increased and that relationships and team-
working improved.

People are taking the concerns of
staff seriously - opening ourselves
to hear what people are struggling
with. And in the context of Mid-Staffs
- staff are expressing things, and the
Rounds are a sign that it is safe to
speak. It is all very well to say we have
an open culture, but this demonstrates
that value.

Schwartz Center Round® participant

How can the Point of Care
Foundation help?

We offer expert advice on how to establish

successful Schwartz Rounds programmes to
organisations that wish
to run them. We train

and mentor the
Rounds facilitators,
offer evaluation
support

and quality

assure Rounds
programmes

once they are up
and running.



