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About the Willow Suite PICU

• In existence since 1995

• 12 bedded mixed gender unit

• Multidisciplinary Working, CPA, Well-being 

Programme, Recovery Clinics

• PIC Outreach Service



Background

• 5 million adult carers in England (Survey of Carers in 
Households – England, 2009-10)

• 11% of carers were providing care for people affected by 
mental health issues

• 22% cared for someone affected both physically and mentally 

• May 2013, KMPT survey carried out – Family and Friends Test

• ‘How likely are you to recommend our ward to family and 
friends if they needed similar care or treatment?’

• Extremely likely, Likely, Unsure, Not Likely and Extremely 
Unlikely

• Sixty six per cent of carers responded positively i.e. Extremely 
likely/Likely



How to improve the involvement and experience of carers?

• Carer’s Lead Nurse (Deputy Ward Manager)

• Discussions with patients, carers and staff

• Literature search

Themes identified

• Carers face challenges which are unique 

• Often struggle with difficult emotions - guilt, anger and stigma 

• Timely and appropriate engagement

• Providing information and guidance 

• Supporting them in their caring role

• ‘Confidentiality smokescreens’



The Carers Engagement Initiative (CEI) 

Pilot Phase (1st Aug – 31st Oct 2013)

Aim:

• ‘Proactively engage and improve carer involvement 
in providing care for Willow Suite PICU patients’

• Identify and address carer’s unique needs

• Information sharing

• Involvement in risk assessment and care planning



Process

• Send out information letter and leaflet to carers within 24 

hours of admission

• Offer face to face meeting with senior member of Medical 

and Nursing team 

• Prompt contact by named nurse upon transfer to the PICU

• Offer the ‘Triangle of Care’ support group run by Little Brook 

Hospital



Carers satisfaction questionnaire (pilot study)

• 25 Carers given Carer Satisfaction Questionnaire following 
implementation of Carer’s Engagement Initiative (CEI)

• 20 responses received

Key Findings

• Carers were very pleased to be invited to meet senior members of the 
team.

• Carers felt that they were listened to and given time to express their 
concerns.

• Carers felt respected by the team.

• Carers felt they were supported in alleviating their concerns about their 
loved one being nursed in a locked environment.



Carer’s quotes

“ … It was good to get a leaflet telling me what kind of ward my daughter was 
in as when the staff from the other ward told me she was being 
transferred to a PICU I did not even know what it stood for …”

It was nice to meet with the doctor and manager, but after that meeting no 

one contacted me and I had to keep ringing to find out how my son was 

doing … ”

“ … it was good to know that the doctor would meet with us, but we live so 

far away and it was not easy to travel to Dartford from where we live as we 

both don’t drive …



Key Findings Prompting Change

• Patients transferred from PICU to ‘non catchment area’ beds

• Lack of contact by Named Nurse - need for proactive follow 

up

• Carers not always able to attend face to face during working 

hours

• Carers were not informed of their rights under the Mental 

Health Act when their loved ones detained and admitted to 

hospital



Recommendations

• To implement the CEI as an ongoing process in view of both feasibility and 
positive impact that this pilot has borne out.

• To work with other Acute wards and Crisis Teams in order to improve 
upon the process of transfer to and from the Willow Suite PICU by keeping 
carers promptly and adequately informed as appropriate. 

• Patient to be transferred back to their catchment area when ready to 
move out of PICU 

• For carers to be given a choice of telephone contact as suggested in 
feedback received from carers.

• Weekly telephone contact by Named Nurse to carer to update on 
progress and communicate concerns/issues at MDT reviews and offer 
informal opportunities to carers at visiting times.

• To continue to collect and collate information through the carer’s 
satisfaction questionnaire.



Results of Implementation Phase

• Routine practice since 1st January 2014. 

• Feedback is reviewed by the Carers’ Lead Nurse on a monthly 

basis and reported to the Team meeting.

• 1 January 2014 to 30 June 2014

• Of 56 patients, 48 carers took up the offer 

• Meetings on average lasted 25 minutes 

• Attended by the Consultant (41/48) and the Ward Manager 
(41/48)

• Total of 40 responses received



AREAS OF IMPROVEMENT IN PRACTICE BETWEEN PILOT PHASE 2013 AND 

IMPLEMENTATION OF CEI 2014
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Comments from carers 1 January to 31 June 2014

• “ …I wish other wards did this. I felt very special for a change 
to be asked what I thought was wrong with my daughter and 
what medication worked for her in the past …”

• “ … I am glad I met with the doctor and manager because I 
was offered a carers assessment and an explanation of it 
which happened within two weeks. I am so great full to the 
Willow Suite …”

• “ … I got a letter and a leaflet within two days of my husband 
being admitted and knew he was in good hands. After the 
meeting I left feeling very reassured …”

• “ … the named nurse to my daughter rang me every week to 
ask if I had any concerns and because I live so far away was 
able to talk to the consultant if I wanted to …”



Carers clips



Conclusion

• There is a growing recognition of the roles and responsibilities of carers

• Carers can have an impact both positive and negative on outcomes for 
patients 

• Engaging and involving carers makes sense as they can be effective in 
supporting their relative, contributing to packages of support, sharing 
information and being involved in risk management 

• Carers bring a personal knowledge and expertise in relation to their loved 
one which can be vital in terms of recovery planning

• Our own personal experience has proven the benefits of engaging carers 
in a meaningful and structured way

• Reduction in complaint from carers

• Increased in Carer’s Need Assessment


