


EMPL 4012: Researching and Analyzing Data







“Always treat your employees exactly as you want them to treat your best customers.”

- Steven R. Covey, author of The Seven Habits of Highly Effective People
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Executive Summary
Patient care and staff engagement have become priority in health care sector. National Health Service (NHS) is one of the largest provider of state health care and is also one of the largest employer in the world. Given its size and importance, it is essential that the trust is able to provide quality health care. One of the important part of providing quality customer care is in looking after the welfare of its staff. Staff engagement is thus an important part of NHS function. 
Recognising the importance, NHS conducts annual survey, which is one of the important source of data for the analysis. the research conducted by Kings Fund and NHS patient satisfaction survey also forms important part of the secondary data used in the research. The data is analysed and key findings are summarised.
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[bookmark: _Toc499729905]Introduction

Staff satisfaction is an important ingredient to an organisations success. When the organisation is involved in a service sector, the importance of staff satisfaction becomes even more important as happier staff leads to better customer service . The staff experience or staff satisfaction refers to variety of factors including staff engagement, morale and work pressure . The link between happy staff and improved customer service is a long term association and organisations recognise this as an important part of their business strategy. In a health care sector, this becomes even more critical factor for success.
The link between staff engagement and patient satisfaction was the object of meta-analysis conducted by Lee et al , established impact of training, perceived organsiational support, communication to their motivation and patient care and support. It found that the staff engagement had impact on overall patient care. Many researches also show link between greater patient satisfaction emerge out of quality staff engagement .
[bookmark: _Toc499729906]Company Background
The National Health Service (NHS) was established on the 5th July, 1948 with an ambitious plan to provide access to good health care to the public. Its central principles were to provide quality health service funded entirely through taxation. Since its beginning, NHS has evolved into a large organisation and if the fifth largest employer in the world and only British employer in the world's top 10 list.  With growing pressure on the British economy, NHS is facing funding cuts and pressure of staffing. NHS funding was also one of the key point of discussion during the Brexit campaigns and was highlighted by the 'leave' campaigners.
[bookmark: _Toc499729907]Importance of Staff Engagement
There is growing evidence from various researches conducted around the world that links staff engagement to patient satisfaction. For NHS, staff well-being and staff health is a priority that is under pressure in the current economic circumstances. The NHS trust is facing challenging savings target and lack of staffing is a direct result of this situation.
[bookmark: _Toc499729908]Research Objective
As largest provider of healthcare and under immense pressure caused by funding cuts, the morale of NHS staff is under significant scrutiny and the workforce crisis could soon expected to become more serious than funding crisis itself. the primary objective of the research is to examine if engaged NHS staff leads to better patient care. The research will also aim to understand if patients benefit from engaged staff and if staff could be motivated by better results.
[bookmark: _Toc499729909]Research Method
This research was carried out using secondary data. Secondary data are those data that have been already collected and readily available from variety of sources such as research publications, websites and past surveys. Primary data are original data that are specifically collected for that particular research.
the main reason for use on only secondary data for this research is due to the ethics and data protection rules surrounding the collection and storage of primary data. The limitation and scope of the research also restricts the necessity and use of primary data.
[bookmark: _Toc499729910]Analysis and Findings
It is important to statistically test the relationship between staff engagement and the patient care. NHS, recognising the importance of understanding this, has annual survey on the staff satisfaction. The annual reports is the main source of secondary data in this research.
NHS staff satisfaction survey results for 2016 indicates that the overall staff engagement from 2016 shows steady growth since 2012 and has reached a score of 3.79 (Graph provided below in figure 1 - source data in Appendix 1).
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Figure 1 Overall engagement score (Source: http://www.nhsstaffsurveys.com/Caches/Files/20170306_ST16_National%20Briefing_v6.0.pdf)
Given the importance of overall staff engagement and patient care NHS focuses on the improvement in staff engagement by focusing on different aspects of the trust types as well as by occupations. This is shown is figures 2 and 3 given below. As shown in the figures, it is evident that the NHS staff who were part of a well structured appraisal system appear to be far more engaged than the staff who were not. Greater engagement comes from letting the NHS staff know where they are performing well and providing constructive feedback on the limitations with effort to provide suitable training.  The tables with data used for the charts below is provided in the appendices 2 and 3. The figure also indicates at nearly 30% of the workers are engaged by their measure and it is still lower among the nursing staff who are the important part of patient-hospital contact.
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Figure 2  Engagement by Type (Adapted from: https://www.kingsfund.org.uk/sites/default/files/employee-engagement-nhs-performance-west-dawson-leadership-review2012-paper.pdf)
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Figure 3 Engagement by Occupation (source: https://www.kingsfund.org.uk/sites/default/files/employee-engagement-nhs-performance-west-dawson-leadership-review2012-paper.pdf)
The link between staff engagement and patient care is not restricted  just to the NHS or health care in England, but this is an ongoing research that is being discussed globally. As patient satisfaction is seen as one of the key performance indicator and more closely tied to a healthcare organizations’ reimbursement from health insurance companies, the hospital systems in the United States are also examining the quality of patient care and their overall financial results. their research showed that improved patient care can be achieved by identifying the staff engagement as a Critical Success Factor and the overall staff satisfaction rating as one of the Key Performance Indicators.  Research conducted by Becker's Hospital Review in association with CX Solutions identified this to be an important part of steps taken in improving patient care globally.  . The research by Becker's Hospital review and CX Solutions also showed that in addition to improving the patient care, the improved results is also a key motivating factor for health staff. When the NHS staff see positive result from their effort and as the result the patient satisfaction, it becomes an important part of their motivational aspects and a rewarding experience . 
In the NHS annual survey, the key finding included Appraisal and development, job satisfaction, patient care and experience. The report also found link between staff engagement to errors and incidents.
[bookmark: _Toc499729911]Conclusion
In conclusion, it could be summarised that analysis of data (appendix 1 / figure 1) indicates the staff engagement has remained stable overall with increase in 2016.  This is evident in the overall satisfaction levels (figure 2, 3 / appendices 2, 3). the lower engagement among the nursing staff is  a key area that needs to be addressed and this is primarily due to the staff shortages resulting in nursing staff having to work longer hours and under extreme stress.
Patient care and patient satisfaction forms an important aspect of any health care organisations. National Health Service being one of the largest state health care service and also being one of the largest employer, the magnitude is much more.NHS recognising the importance between the staff engagement and quality of patient satisfaction, involved in various way of improving staff motivation. Their annual staff survey is one of the important steps in that direction. The key findings show that there is statistical link between the patient care and staff engagement. Given the importance of evidence showing the necessity of employee engagement in the NHS, it is little wonder that  NHS is  increasingly see staff engagement as priority to enhance patient care. This is not just applicable to the United Kingdom and NHS. This is a global factor and many countries have implemented steps to improve staff engagement.
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Table 3: Occupation proportions by organisation type

Combined
Combined . Mental health;  ™ental health /
— acute and A et learning Community Ambulance
A s disability and trusts trusts

community trusts disability trusts
trusts. community
trusts.
All Nurses.
MedicaliDental

Allied Health
Professionals

General Management

Other Scientific and
Technical including
pharmacy

Admin and Clerical
Central Functions
Paramedics
Ambulance Technician
Ambulance Control

Patient Transport
Service

Social Care Staff
Other





image7.png
/ [3 Person Details Form 1B tions! NS Staff Sunv-
& C | ® www.nhsstaffsurveys.com/Caches/Files/NHS% oul 20Data_v3.pdf Q

Apps G Google [) GSTT [3 U 7 68 Poral [1 Rooms [ CTI7 [ NOVI7 [) LoginPage [3 K-DB [} Adm [} Globe T EMPLAOL2RADAL

National NHS Staff Survey 2007

Table 12: Range of scores for the overall indicator of staff engagement by organisation type
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