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Our Approach to Engagement, obtaining Service User
Experience and utilising User-Centred Design.

Purpose of the Presentation
- To provide the committee with an update on the activities being undertaken that
support engagement with the public.

« To provide an update on strategic workstreams being undertaken utilising User-
Centred Design.

« To provide an update on the workstreams being undertaken to understand
people’s experiences when using our services to inform improvement.

Recommendation:
« To consider the information provided
« Receive Assurance that this works support the long-term strategy

Engagement, Experience and User-Centred Design.




Connecting with Young People

e Early collaboration (Jan-Mar 2025) with Children in * Engagement events held across Wales from October to
Wales, Youth Cymru and Ethnics Support & Youth December 2025, (including Grassroots in Cardiff,
Support Team Wales (EYST) generated initial ideas Aberystwyth students' union, GISDA groups in North
and potential youth engagement models Wales, Viva in Rhyl, Torfaen Youth Club, Gwent ‘Mind our

Futures’, Voices from Care and Cardiff and Vale Health

* Secured additional staff member Lisa Cordery in Youth Board)
September 2025 to lead on the development of a
co-designed PHW approach to young people’s * Findings and a fully costed recommended model scheduled
engagement for presentation to the Executive Team in March 2026

followed by a Board Development Session in June 2026

* Meetings with key partners who specialise working RNy 2

with young people
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PHW and Wales Council for Voluntary Action (WCVA)
Partnership Agreement

* The Partnership Agreement currently under development between PHW and
WCVA will support more consistent and strategic joint working, with regular
meetings along with structured opportunities to support delivery of both
organisations’ key objectives

* |n addition, it will strengthen the sharing and use of lived experience and
feedback to inform service improvement and decision-making

* The draft agreement will be jointly presented to Board in March 2026, with a
launch event planned for mid-April
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User-Centred Design strategic contributions and impact

Co-lead the development of an end-to-end service
journey, identifying and translating complex user
needs into clear requirements for the lung screening
programme

Active involvement in the Digital Health Protection
Programme, ensuring the digital health protection
system design reflects user needs, business
priorities, and long-term service objectives.

Lead on defining user needs for SMS screening
appointment reminders, supporting more effective
communication and attendance.

Reducing organisational risk by leading user
research to inform requirements for a DATIX
replacement, ensuring the future system meets
the needs of diverse users across the
organisation and supports consistent risk
management practice.

Conducting user research and requirements

gathering to develop Digital response to urgent
Sexual Health Incidents and shape a
proportionate M365 solution.




People’s (Service User) Experience

e Established a cross-organisational People's Experience Learning
Group. The group is focusing on developing a collaborative and
inclusive approach to embed the All-Wales People’s Experience
Framework within Public Health Wales

* Piloted the SMS (text message) feedback methodology with
DESW between 1 Feb — May 2025, taking feedback response
rate from 1.6% to 28.21%.

e As aresult of the pilot project success, the Executive Team
agreed to the adoption of the All-Wales People’s Experience
Survey with rollout to all PHW clinic-based services via SMS
(text message).
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PeOPIe'S Expe rience Below highlights the overall rating for Diabetic Eye

Screening Wales from 25 November 2025 to 13

e Use of SMS (text messages) January 2026.
seeking feedback was initiated across Diabetic How wanid you rete yaur overail experience? B positive
Eye Screening 28 November 2025 to 13 responses)
January 2026 and has resulted in 1469
responses.

85.00%

* People’s Experience dashboard in
development.

72.62%

0.00% 100.00%

85% Benchmark is taken as an example from the People’s
Experience Framework.
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SMS responses by County

People's Experience Ry

* With the support of SMS (text message) __ / o
feedback for the first time, we’re able to . o
demonstrate that, as a national organisation, V

we have started to collect feedback from all
corners of Wales.

Data from Diabetic Eye Screening People Experience
Survey 28 November 2025 — 14 January 2026.

R

Swansea
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People's Experience

* The development of a People’s Experience intranet page to support cross-organisational standard-
setting and learning.

* In addition, 2 public facing pages are in development for 'You Said We Did' and ‘Wall of Thanks’
information page which will support a culture of openness and sharing feedback about services with
the public.

SERVICE USER EXPERIENCE

Public Health:Wales Wall of Thanks - Celebrating Our People

People's Experience

People's Experience sits as part of the Nursing, Quality and Integrated Governance Directorate, these pages aim to bring together Recognising the contributions of staff across Public Health Wales
everything you need to understand and use people’s experience to shape better services in Public Health Wales. 9 9

Here you will find guidance, tools, and resources to help you collect, understand and use feedback from the people and communities
we serve.
This supports the implementation of the People's Experience Framework, and provides access to key resources such as the CIVICA

survey platform, the People’s Experience Dashboard, and case studies showing how feedback is driving improvement across Public
Health Wales.

Welcome to the Public Health Wales Wall of Thanks

The Wall of Thanks brings together compliments and messages of appreciation shared with Public Health Wales
staff from across our services. This page acts as a central hub, featuring content from existing service and team-

e i e i peuseni By ezl pande i eie s fieeiies led Walls of Thanks or Walls of Appreciation, and highlighting the contributions our people make every day.

Where teams have already set up their own Walls of Thanks, these will continue to be managed locally and will

Every experience counts - helping us learn, improve and make a difference be linked to or featured on this page to support wider organisational learning and recognition.

Teams who would like to share messages of appreciation but do not have a local Wall of Thanks, or who would
like their content featured on this page, can submit entries using the Wall of Thanks submi: n ou can

. Group provides organisational leadership and upload a file - such as a photo of a card, message, email or gift - to help us showcase your appreciation in full.
s experience across Public Health Wales. The
group supports the development and standardisation of practice to ensure that

Click on the tiles below to explore messages of appreciation from across Public Health Wales.

feedback and lived experience are embedded within the design, delivery, and People’s Experience Learning Group.
improvement of services. Meeting Dates for 2026 . . .
o Wednesday 4th February 2026 Selection of messages received from across Public Health Wales
Public Health Wales is committed to being a learning organisation, where e Thursday 2nd July 2026 . e e
people’s experiences and feedback are central to delivering high-quality, safe, e Thursday 1st October 2026 prayetir - - -
and compassionate services. The gfoup oversees the delivery of the People’s STt e | \
i { Plan, gnsuring ali with the NHS Wales People’s S
Experience Framework and the Duty of Quality. =i )
Conversations Viewall | Starta discussion .
THm<K10g
The group’s role includes: Ve bonG

TS SxA%Y

Draft People’s Experience Intranet page
Draft Wall of Thanks (Compliments)
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People's Experience — Diabetic Eye Screening Wales SMS

"parking was awful"

parking was terrible nat least o houss™

. "park not good" “parking is an issue" " T " - "
* Examples of negative "parking a nightmare® _"park was ful]" " *lthough the parking L{,‘g}}}nmg.lalte N
. . "due to parking” "parking is atrocious" "Pakingissvet waited WaTT "Hoftwo houss
feedback received via SMS “no disabled parking” 1k Of parking" ~ “difficult to find parking" waiting e

' . 5 3 " . :
A i arking 1s a nightmare "parking is terrible"
nowhere to park p g mg “parking is awfal” eventually

. . . ' " entu . m stic button®
feedbaCk USIng CIVICa "parking terrible" HO parklng "awful parking" e we o

"facilities are rather tired"
"have to park" 19

"n. "room would" "building was a run down"
"minutes to find a parking” ad tO par ’

trying to park" o m S "
* . . " r " “? \V
"parking is a real problem" ,, . s w "hard to park" "building needs" o ks MUDE ro0M : Ouiq.
parking was difficult waiting room was too small
"parking issues" "

more parking" “difficulty parking" "room was too small"  "waiting room needed" , "limited seating”

" ~ . " . X A ] ) " n llb k b d"
no space for parking "parking was dreadful" “parkinging slight problem" " room needed nroom COUI " roken be

"not enough disabled parking" P ) t ld" : .
"minutes to ﬁndiarking spagewhm%did park" seating would wal lng room gou - “toilets didne
"hard to find parking" "room needs" "signage was poor' access ROt o toilets”
"not helpful" abruptwouldnt "ﬁacilities pOOI"‘" "”nO.t .cnough ScatS" I:?Ou“.ra:iting room:
ot supported® Palronising  1o0M $0 10" "waiting room needs" "lift buses not

Mg n N o " on "
"no help” I'lee "did not wash" toilet I:Ot ... TOOINS WEIe n(,),t " i phOﬂ?. -
"in front of" "not very helpful” Walting area 1s very poor botier faciliten
"without help" - "waiting room so not"
without assistance "cra,mped waiting area"

"hospital building needs updating"

The sentiment word cloud is compiled using Civica (Akumen) from the SMS pilot project between 1 Feb 2025 and 28 November 2025.

lechyd Cyhoeddus

Engagement, Experience and User-Centred Design. A

Public Health
WWEILES




People's Experience — Diabetic Eye Screening Wales SMS

"excellent communication skills”
"amazing service"  knowledgeablestaft
- " - . W . 11}
"exceptional service" staff were fantastic
"

smeiena Well Organised” .
thorough knowledgeable competence

knowledgabl "put one at ease"

knowlr.:-;lgablc pI‘OfeSSlOl‘lal precise "very understanding" approachablc

: pe i “ ange  Hiendliness ‘welcoming
. . competent efficient expert EfﬁCIBHtly SUppPOrtive . "held my hand e .
Positive feedback word e ushea” €XCEllENt SEIVice"sapabte supported ppreassurmg helpfulée P 3omn fl};gé?n‘i,ﬂycﬂ;c}m
excellence friendlyvenue Warm
cloud created from SMS professionalism reassured @lpful helped it Telaxed et wee by
. . L. :10“" lCdgC thl.::p ary "put me at ease” ]:?;;?Iﬁﬂ]nh.d "happy stafl”  friendlyall
"eood communication skills" 1P b =
feedbaCk Wlthln CIVIca- "cxplaincd ‘if'hat WC'Llld happen" helpfulexplained hel fl.l]] "PU‘ at ease" "introduced herself"
"exp[ajning ex-ery(hing" ”ﬁl’lSWCl’Cd a”. my unStiOnS" "pu'( you at ease" pleasantwhen "int:rm[ucu‘d themselves"
"explain everything" "cxplaincd to me" "given the support" "well mannered” COUrteoUs
n h’ 1 M dn cmlr!cs)—'pOl]te pleasantstaff
everyt lng was exp aime courteousness plcasant plcusami‘
" . - w N - " : "fT1 essional’
kept informed Cleal’ly eXplall'led "explaind everything" fi 1Cnd]%-ﬁiﬁ}l{ﬁi&ﬁﬁD]‘nl
" 1 - d h . " duce 5€
) cXplaine e.Veryt" mg ) empathetic  mpsbeiallyi
fully explained informative kept me informed SUPPOItIVE . consideratestaft
" . " . n i . " reassurance "so patient”
explained fully evel‘ythlng e?(plalned reassurlng "\'.'cErcl|mti[cnl"

A "took the time to explain" considerate |(. d .
" " . . I l gentle
gOOd communication "explain what they" consideration 11 kindl Y gentl

compassion Caring "Ve]"y patient"

enthusiastic understandin
. . x At empathy
"explained things thoroughly" accommodating g

. thoughtful "extremely patient”
"advised GXﬁC[l}’ what" h elp fu1 "personal touch”

attentive

tririe -
willing obliging

The sentiment word cloud is compiled using Civica (Akumen) from the SMS pilot project between 1 Feb 2025 and 28 November 2025.
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