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Param
eter

Pre-C
ovid (A

pr ‘19 -
M

ar ‘20)
D

uring C
ovid (A

pr ‘20 -
M

ar 
‘21)

Inform
ation &

 decision-
m

aking shared 
appropriately

4.45/5
4.04/5

C
lear inform

ation
4.4/5

4.1/5

Being listened to
4.53/5

4.27/5



D
ata &

 m
etho

do
lo

gy

W
hat stories did w

e search for?

C
om

m
unication, C

ovid-19, G
eneral M

edicine, N
H

S Scotland

W
e split the stories based on the groups involved:

1.
H

ealthcare staff and patients

2.
H

ealthcare staff and relatives

3.
Patients and relatives



C
o

m
m

unicatio
n betw

een healthcare staff 
and patients



“I w
o

uld
 like to

 say that this p
o

o
r co

m
m

unicatio
n 

w
as new

 and
 that I co

uld
 p

ut this d
o

w
n to

 C
o

vid
 

and
 the new

 p
ressures, b

ut it w
as like this last 

tim
e”

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“It w
as o

b
vio

u
s to

 m
e th

at staff h
ad

 
b

een
 u

n
d

er great p
ressu

re given
 th

e 
cu

rren
t situ

atio
n

 [...] I can
n

o
t 

co
m

m
en

d
 h

igh
ly en

o
u

gh
 th

e skill an
d

 
th

e very p
o

sitive an
d

 carin
g attitu

d
e 

o
f every o

n
e o

f th
em

”

“D
esp

ite all o
f th

e N
H

S p
u

ttin
g 

th
em

selves at risk o
n

 th
e fro

n
t lin

e 
fo

r p
eo

p
le like m

e o
n

 a d
aily b

asis, 
th

ey ju
st n

ever sto
p

 sh
arin

g th
eir 

care ab
o

u
t everyo

n
e n

o
 m

atter th
e 

ailm
en

t”

“E
veryo

n
e I cam

e in
to

 co
n

tact w
ith

 
fro

m
 th

e tea lad
y to

 th
e su

rgeo
n

s 
w

as eq
u

ally su
p

p
o

rtive an
d

 h
elp

fu
l. 

T
h

is is am
azin

g at w
h

at m
u

st b
e o

n
e 

o
f th

e m
o

st stressfu
l tim

es fo
r th

e 
N

H
S ever”

“In
 a very stran

ge w
o

rld
, in

 very 
stran

ge tim
es, th

e p
ro

fessio
n

alism
, 

care
, an

d
 atten

tio
n

 p
ro

vid
ed

 b
y th

e 
staff in

 th
ese d

ep
artm

en
ts h

as to
 b

e 
p

raised
 an

d
 co

m
m

en
d

ed
”

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



C
o

m
m

unicatio
n betw

een healthcare staff 
and relatives



Fo
ur m

ain talking p
o

ints em
erged:

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative

1
.

Freq
uency o

f co
m

m
unicatio

n

2
.  V

isiting

3
.  D

ischarges

4
.  End o

f life discussio
ns



Freq
uency o

f co
m

m
unicatio

n

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



Freq
uency o

f co
m

m
unicatio

n

“I w
ill n

ever b
e ab

le to
 th

an
k th

e n
u

rses an
d

 

d
o

cto
rs th

at cared
 fo

r h
im

 in
 h

is fin
al d

ays 

en
o

u
gh

. T
h

ey u
p

d
ated

 m
y fam

ily d
aily (w

h
o

 

u
n

fo
rtu

n
ately co

u
ld

 n
o

t visit).”

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“M
y m

o
th

er su
ffers fro

m
 d

em
en

tia w
h

ich
 alw

ays m
akes u

s an
x

io
u

s w
h

en
 sh

e h
as to

 co
m

e 

in
to

 h
o

sp
ital. T

h
is w

as ex
acerb

ated
 b

y th
e fact th

at visitin
g w

as su
sp

en
d

ed
 d

u
e to

 co
vid

-

1
9

. D
esp

ite u
s n

o
t b

ein
g ab

le to
 visit, m

y fam
ily w

ere in
vo

lved
 an

d
 co

n
su

lted
 th

ro
u

gh
o

u
t 

h
er stay.”

Freq
uency o

f co
m

m
unicatio

n

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“... w
e fo

u
n

d
 it fru

stratin
g w

aitin
g at 

h
o

m
e

. W
e p

h
o

n
ed

 regu
larly, o

ften
 

w
ith

 th
e p

h
o

n
e rin

gin
g o

u
t.”

Freq
uency o

f co
m

m
unicatio

n

“... h
is w

ife
 h

a
s re

p
e

a
te

d
ly

 trie
d

 

to
 p

h
o

n
e

 b
u

t is c
u

t o
ff o

r 

u
n

a
b

le
 to

 g
e

t a
n

y
 a

n
sw

e
r…

”

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



D
ischarges

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“...W
e (th

e relatives) fo
u

n
d

 it fru
stratin

g w
aitin

g at h
o

m
e

... W
h

en
 w

e d
id

 m
an

age to
 sp

eak 

w
ith

 a N
u

rse w
e w

ere to
ld

 th
at o

u
r relative w

o
u

ld
 b

e p
o

ssib
ly d

isch
arged

 th
at d

ay. W
e 

w
aited

 fo
r th

e p
h

o
n

e call to
 say o

u
r relative w

as b
ein

g d
isch

arged
 h

o
m

e h
o

w
ever th

is 

d
id

n
’t h

ap
p

en
. In

stead
, w

e p
h

o
n

ed
 in

 th
e early even

in
g to

 b
e to

ld
 th

at o
u

r relative w
o

u
ld

 

b
e stayin

g in
.”

D
ischargesH

ealthcare –
Relative

H
ealthcare –

Patient 
Patient -

Relative



“M
u

m
 w

as d
isch

arged
 w

ith
 n

o
 in

fo
rm

atio
n

 given
 to

 

u
s an

d
 w

e d
isco

vered
 at h

o
m

e th
at sh

e h
ad

 tw
o

 

fractu
red

 verteb
rae! Sh

e h
ad

 travelled
 h

o
m

e b
y 

p
rivate car”

D
ischargesH

ealthcare –
Relative

H
ealthcare –

Patient 
Patient -

Relative



End o
f life discussio

ns

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“D
u

rin
g th

is h
ealth

 crisis, th
ey sh

o
w

ed
 co

m
p

assio
n

 

an
d

 co
n

sid
eratio

n
 b

y allo
w

in
g u

s to
 b

e w
ith

 h
er 

d
u

rin
g h

er last h
o

u
rs o

f h
er life

. T
h

ey also
 w

en
t o

u
t 

o
f th

eir w
ay to

 ch
eck o

n
 o

u
r w

ellb
ein

g an
d

 o
ffer 

em
o

tio
n

al su
p

p
o

rt.” 

End o
f life discussio

ns

See also [758987]

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



C
o

m
m

unicatio
n betw

een patients and 
their relatives



M
ental health

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“I su
ffer w

ith
 severe an

x
iety w

h
ich

 is m
ad

e 

w
o

rse b
ein

g in
 situ

atio
n

s I fin
d

 

u
p

settin
g/stressfu

l w
ith

o
u

t o
n

e o
f m

y 

fam
ily m

em
b

ers w
ith

 m
e

.”

Patients

“T
h

e h
o

sp
ital h

as allo
w

ed
 visits as m

y d
ad

 

is calm
er w

h
en

 h
e sees m

e an
d

 isn
’t so

 

an
x

io
u

s.”

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“It is tru
ly h

eart-b
reakin

g n
o

t b
ein

g ab
le to

 

visit yo
u

r fam
ily m

em
b

er o
r sp

eak to
 th

em
 

d
irectly”

R
elatives

“G
iven

 m
y m

o
th

er's m
ed

ical h
isto

ry an
d

 

lan
gu

age b
arrier, I am

 ex
trem

ely an
x

io
u

s 

leavin
g h

er in
 th

is w
ard

 w
h

ere sh
e is 

u
n

ab
le to

 co
m

m
u

n
icate h

er o
w

n
 n

eed
s” 

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



T
he im

p
o

rtance o
f clear and 

co
nsistent m

essaging

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“M
y m

o
th

er h
as asked

 to
 see m

y gran
d

m
o

th
er o

n
e last tim

e. Sh
e w

as first to
ld

 

th
is w

o
u

ld
 n

o
t b

e p
o

ssib
le b

u
t th

en
 w

as to
ld

 sh
e w

o
u

ld
 b

e allo
w

ed
 1

 h
o

u
r at 

so
m

e p
o

in
t w

h
en

 th
ey see fit. [...] Sh

e w
en

t to
 A

&
E

 an
d

 asked
 to

 see m
y 

gran
d

m
o

th
er, th

e n
u

rse said
 n

o
 [...] I h

ave read
 o

n
 N

H
S G

reater G
lasgo

w
 th

at 

th
ere are excep

tio
n

s allo
w

ed
 fo

r visitin
g: 1

. E
n

d
 o

f life care. 2
. B

irth
in

g p
artn

ers. 

3
. C

h
ild

ren
 in

 h
o

sp
ital. I u

n
d

erstan
d

 G
reater G

lasgo
w

 is n
o

t N
H

S T
aysid

e. 

H
o

w
ever, th

is is b
asic h

u
m

an
 righ

ts.” 

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“M
y gran

n
y p

assed
 aw

ay at 4
am

 th
is m

o
rn

in
g. M

y m
u

m
 

sp
en

t th
e n

igh
t w

ith
 h

er an
d

 w
as th

ere w
ith

 h
er. 

T
h

an
k yo

u
 fo

r m
akin

g it p
o

ssib
le fo

r h
er to

 sp
en

d
 as 

m
u

ch
 tim

e as sh
e co

u
ld

 w
ith

 m
y gran

n
y”

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative

B
ut then…



T
he p

o
sitive im

p
act o

f sm
all 

adap
tatio

ns

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“W
h

en
 I first arrived

 in
 w

ard
 6

, th
ere w

as n
o

 p
h

o
n

e 

sign
al fro

m
 th

e b
ed

. [...] In
 all, it felt u

tterly p
ecu

liar an
d

 

d
istu

rb
in

g th
at w

h
en

 I m
o

st w
an

ted
 th

e co
m

fo
rt o

f m
y 

h
u

sb
an

d
 an

d
 ch

ild
ren

, I w
as u

n
ab

le to
 see, text o

r talk 

to
 th

em
.”

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative



“W
ith

in
 th

e co
n

strain
ts o

f C
o

vid
-1

9
, th

e n
u

rsin
g team

 fo
u

n
d

 

in
gen

io
u

s w
ays to

 m
ake m

y stay m
o

re b
earab

le. Fo
r 

exam
p

le, realisin
g th

at a ro
o

m
 w

ith
 a lo

w
er w

in
d

o
w

 w
h

ere I 

co
u

ld
 sit an

d
 p

ro
p

 m
y p

h
o

n
e u

p
 to

 m
ake a call w

o
u

ld
 b

e 

b
etter, th

ey m
o

ved
 m

e to
 a n

ew
 ro

o
m

. B
ein

g o
n

 th
e gro

u
n

d
 

flo
o

r, th
ey th

en
 arran

ged
 fo

r m
y h

u
sb

an
d

 to
 visit o

u
tsid

e 

th
e w

in
d

o
w

, so
 I co

u
ld

 see h
im

. 

W
h

at a d
ifferen

ce th
at m

ad
e!”

H
ealthcare –

Relative
H

ealthcare –
Patient 

Patient -
Relative





A
ny questio

ns?


