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Executive Summary 
1. This paper describes the experience of three dialysis patients who have received 

treatment during the COVID-19 pandemic.  

2. All the patients reported that they initially felt concerned about catching coronavirus 
when they came into hospital, but felt reassured when they saw the measures that 
had been put in place in the unit and felt that it was a safe place to be.  

3. The accounts from the patients highlight the need for continual promotion and 
awareness of PPE measures used by staff in order to reassure patients.  

4. The accounts also highlight the importance of clearly communicating any changes 
to patients. 

5. The patients report that they appreciate the efforts of the staff to ensure safety on 
the unit. 

6. The kindness and holistic nature of care within the dialysis unit is illustrated.   

 

Recommendations 
7. The Trust Board is asked to: 

• Note the contents of this paper.  
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Patient experience of dialysis during the COVID-19 pandemic 

1. Purpose 
1.1. This paper presents the experience of three patients who attended the 

Churchill Hospital for dialysis in September 2020.  

1.2. The purpose of the paper is to learn from their experience of coming into 
hospital for treatment during the COVID-19 pandemic.  

2. Background 
2.1. In-patient, day case and outpatient services look and feel very different to 

patients, staff and visitors because of the impact of COVID-19.   

2.2. A project was designed by the Patient Experience Team to understand the 
experiences of patients who came into the hospital for care and treatment 
during the COVID-19 pandemic.  

2.3. The aim of the project is to use patient experience to help the Trust 
understand what works well and what could be improved whilst delivering 
services during a pandemic.  

2.4. This project was piloted in the Dialysis unit at the Churchill Hospital.  

2.5. Dialysis is a procedure to remove waste products and excess fluid from the 
blood when the kidneys stop working properly. It requires patients to attend 
the hospital three times a week. Missing more than one session can result 
in death. 

2.6. At the Trust there are currently approximately 500 dialysis patients across 
seven dialysis units.  

2.7. Dialysis patients were given information about the project to understand 
experiences of using hospital services during the COVID-19 pandemic. 

2.8. Patient participation was voluntary. They were assured that their care will 
not be affected by their decision to take part and that their story would be 
anonymous. 

2.9. To provide context, patients were informed of the Trust Board’s interest in 
patient experience particularly of care and treatment during the pandemic.  

2.10. Patients were asked whether they preferred their interview to be conducted 
in-person within the unit, or on the telephone. Assurances were made that 
for the interviews conducted within the unit that the interviewer would 
socially distance and would wear appropriate Personal Protective 
Equipment (PPE). 
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2.11. Three dialysis patients were interviewed. Their accounts have been 
summarised into themes, which are provided below.  

2.12. Their experience provides an initial insight into patient experience of coming 
into hospital for care and treatment during the pandemic and this will feed 
into the next stage of the project.  

 

3. Patient Experience and COVID-19 
3.1. Patients’ thoughts about safety in hospital 

• The patients said they and their families had been worried initially about 
catching coronavirus when they came into hospital.  

• After coming into the unit, they were quickly reassured that it was safe 
place to be and one patient noted that they felt that the dialysis unit was 
safer than anywhere else.  

• The patients reported that changes were introduced quickly to keep 
everyone safe and they felt that there was good communication about any 
changes. 

• The patients felt that staff do their best to ensure everything is sanitised.  

 

3.2. Social Distancing  

• The patients reported that social distancing measures are in place in the 
unit. 

• In the waiting room, chairs are spaced far apart from each other, and the 
staff aim to take patients into the unit as soon as possible after they arrive.  

• Start times are staggered and there are curtains in between the beds.  

 

3.3. Testing for coronavirus (COVID-19) 

• The patients were reassured that other dialysis patients and staff members 
were regularly tested for coronavirus, irrespective of whether they had 
symptoms.  

• The patients reported that the test wasn’t very comfortable but was 
necessary.  

• There was some initial uncertainty about how results were communicated, 
but information about this has been provided in the monthly patient 
newsletter.  
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3.4. Hand hygiene 

• The patients reported that they observed that staff regularly washed their 
hands. 

• They also reported that they all washed their hands on entering the unit, 
but felt that it would be safer if someone checked that everyone had 
washed their hands. 

 

3.5. Personal Protective Equipment (PPE) 

• The patients reported that everyone was wearing masks in the unit from 
February 2020.  

• The patients reported that that it can be hard to communicate with masks, 
however, said that staff are mindful to speak loudly and clearly. They also 
repeat what they have said.  

• One patient commented that it must be very hot for staff to wear masks, 
gloves and aprons all the time. 

 

3.6. Hospital transport 

• Two of the patients were now being driven to hospital by relatives.  

• One patient was using hospital transport. There was concern about who 
else had been in the taxi before, but the patient was reassured that the 
driver changed the seat covers in between journeys. Also, the driver wears 
a mask. 

 

3.7. Travelling from the hospital entrance to the dialysis unit 

• The patients suggested that there should be hand sanitizer outside 
hospital entrances so people don’t touch the doors with un-sanitized 
hands.  

• They noted that there is a need to ensure that sanitizers are refilled.  

• Everyone is respectful of the one way system. 

 

3.8. Information about changes during the pandemic 

• Two patients said they had enough information and one would have liked 
more. 
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• One patient had recently been transferred from another unit. They 
appreciated the personal contact that they had received from the matron 
and receptionist at OUH. It made them feel more at ease with the transfer. 

• The patients reported that the monthly renal and dialysis newsletter is a 
good way to communicate information. 

 

3.9. Staff  

• Patients said they are able talk to staff if they have any concerns.  

• Their first point of contact is their named nurse. If need be the named 
nurse speaks to the consultant, who comes back to the patient with 
answers to any questions. 

• One patient said the staff feel like a second family and they feel that the 
care during the pandemic is even better than before. Staff ask patients 
how they are doing at home and if there is anything they can help with.  

• The patients feel reassured by the protective measures that are being 
used within the unit.  

 
4. Positive themes 

4.1. The patients reported that they felt safe coming into the unit for dialysis. 

4.2. Any adjustments that have been made have been clearly communicated. 

4.3. The patient monthly newsletter is a good communication tool. 

4.4. The patients reported that there is good adherence to PPE, handwashing 
and social distancing on the unit. 

4.5. The unit has worked hard to ensure that there has been no disruption to the 
service during the pandemic. 

4.6. There are good communication channels between patient and the 
healthcare professionals.  

4.7. Patients acknowledge the efforts that the staff to make them feel safe 

4.8. Holistic care is evident with staff asking patients if there is anything that they 
need outside of their dialysis care.  
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5. Negative themes 
5.1. There were no negative themes about the care and treatment that is 

provided on the dialysis unit. 

5.2. There was a suggestion that there could be hand sanitiser at the entrance 
of the hospital to make sure that people arrive with sanitised hands. 

5.3. It was noted that there was a need to ensure that hand sanitisers were 
refilled, which suggests that sometimes these are empty.  

5.4. It was suggested that all dialysis patients should wash their hands on arrival 
at the unit and that this should be checked.  

6. Actions undertaken and to be taken forward 
6.1. The dialysis unit has been fully operational throughout pandemic.  

6.2. Initially dialysis patients over 70 years old reduced their treatment to twice a 
week to reduce their need to come into the unit. They were closely 
monitored.  

6.3. The majority of patients have now returned to receiving dialysis three times 
a week 

6.4. All patients are assessed on arrival to the unit. Any patients who are 
symptomatic (e.g. they have a fever or new cough) are moved to a single 
room, assessed and offered a coronavirus test.  

6.5. In an adjacent clinical area a dedicated isolation section for COVID-19 
positive patients (for positive patients who are well enough not be 
hospitalised).  

6.6. All COVID-19 positive dialysis patients have treatment in the isolation 
section for ten days.  

6.7. From June routine testing was offered for both staff and patients. This is 
offered to those who are asymptomatic fortnightly and for those who are 
symptomatic it is offered on arrival at the unit.  

6.8. Within the unit there have been approximately 42 positive patients- with no 
inter-shift transmission (this means that there has been no known 
transmission between dialysis patients) which in itself is a testament to how 
effective PPE is within the unit.  

6.9. Coronavirus rates in staff are very low- about eight nurses over six dialysis 
units. All of these nurses had family members who were tested as positive. 

6.10. The unit does daily safety huddles and monthly PPE audit. (a safety huddle 
is a is a short multidisciplinary briefing, held at a predictable time and place, 
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and improves communication, shares understanding of the priorities for the 
day and improves awareness of safety concerns). 

 

7. Next Steps 
7.1. These interviews are the initial phase of a project to understand patient 

experience of coming into hospital for care and treatment during a 
pandemic.  

7.2. We need to understand the wider experiences of patients coming into 
hospital.  

7.3. Questionnaires for outpatients and day case are in development. Once 
finalised these will be implemented through the Trust.  

8. Conclusion 
8.1. The patients reported that they felt safe coming into dialysis unit. They were 

very grateful for the holistic care that they had received. 

8.2. Staff have good adherence to PPE, handwashing and social distancing. 

8.3. The dialysis unit were quick to implement adjustments to ensure that patient 
safety is paramount. 

8.4. Continued awareness and visibility of PPE is essential to ensure that 
patients feel safe when they come into the hospital.  

9. Recommendations 
9.1. The Trust Board is asked to: 

• Note the contents of this story.  
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Experiences of coming into hospital during COVID-19: outpatients/day 
cases 

Appendix 1: Topic guide:    

 

This guide will be informed by the topics raised by patients during the interviews 
 

1.  How did you feel about coming into hospital during the Covid-19 pandemic? 
2.  Did anyone else have concerns about coming into hospital? For example, carers, 

family members and other people close to you. 
3.  a. Did you feel protected from Covid-19 when you were in hospital? 

 b. What made you feel safe? 

 c. Was there anything that made you feel unsafe / Was there anything that 
concerned (worried) you? 

 d. What else could have been done?  

4.  What did you think about staff wearing Personal Protective Equipment? This is often 
referred to as ‘PPE’ and includes masks, gloves and aprons. 

5.  What did you think about being tested for Covid-19? 
6.  a. What was in place to help with social distancing? 

 b. Could anything else have been done? 

7.  a. Did you use hospital transport? Did you feel safe when you were travelling to 
hospital?  

 b. Did you feel unsafe? 

8.  a. Did you feel safe while getting from the hospital entrance to the ward? 

 b. Did you feel unsafe? 

9.  a. How were you informed about what was being done to keep you safe from Covid-
19? 

 b. What did you think about the amount of information you were given?  

 c. Too much information/about the right amount/too little? 

10.  a. Was the information easy to understand?  

 b. What would have made it easier to understand? / What made it easy to 
understand? 

 c. Was the language used right for you?  

11.  a. How was the information communicated to you? Format (written/verbal),  

 b. Timing and method of communication (phone/face-to-face/given leaflet in 
hospital/sent leaflet before visit) 

 c. What did you think about the way the information was communicated?  
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Appendix 2: Invitation letter  
(Please note names and contact details have been removed from this version of the 
letter) 

 
 
 
 
 
 

Invitation to take part in patient experience project 
 

 

Dear Patient, 

 

We would like to understand your experience of coming into hospital during the 
COVID-19 pandemic. A member of the Patient Experience Team, X, would like to 
speak with you about your experience. X works in a separate team to the Renal and 
Dialysis team. 

 

The information would be used to help the service to understand your experiences, 
what was good from your perspective, and what could be improved. The Oxford 
University Hospitals NHS Foundation Trust (OUH) Board are interested in patients’ 
experiences of care. The patient experience team present ‘patient stories’ to the 
Trust Board and other committees. We may ask you if we can present your 
experience as a patient story. You can choose whether you would like to do this. 

 

Your involvement is entirely voluntary, and your care will not be affected by your 
decision to take part or not to take part. You can end the interview at any time 
without giving a reason. 

 

Your feedback would be anonymised. This means we would not include your name 
when reporting what you have said. We can also remove any other details that would 
identify you. However, sometimes when people explain their experience, they can be 
identified from the situations described.  

 

Some people may prefer to speak with X when they are in the dialysis unit, as 
dialysis can take up a lot of your time each week. X will wear a mask to protect you 
from COVID-19. Where possible, she will sit two metres away from you. In-person 
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discussions will be voice-recorded on X’s OUH laptop and saved in a secure 
location, accessible only by X, with password protection. X will also make hand-
written notes, which will be stored securely and disposed of after they are written up. 

 

If you would prefer to speak to X when you are not in the dialysis unit, a phone call 
can be arranged. If you prefer to write about your experience, X will send you some 
questions to help to guide you. Notes will be taken for discussions which take place 
over the phone.  

 

You will be sent a copy of the notes from telephone or in-person interviews, and you 
will be given a chance to remove or change information. 

 

If you have any further questions, please contact X and she will be happy to help. 

 

Many thanks, 
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Appendix 3: Consent form 
 
Service improvement: experiences of using hospital services during the 
COVID-19 pandemic 
 Please 

initial box 
1. I have read and understood the letter titled “Invitation to take part in 

patient experience project” (date: xx September 2020) 
 

2. I understand that taking part in this study is voluntary. I am free to 
withdraw from the interview at any time. I do not need to give a reason. 
This will not affect my healthcare. 

 

3. I understand that the interview will be audio-recorded and notes will be 
written up (face to face interviews only) 

 
4. I understand that I will be given the opportunity to review my interview 

notes and make changes. 
 

5. I understand that if I discuss specific details about my treatment, staff 
involved in my care may be able to identify me. I understand that my 
name will not be included in any reports about my experience.  

6. I understand that a summary of my experience will be read by the dialysis 
team and other staff at OUH. 

 
7. I agree to a summary of my experience being presented 

to Trust Board. I understand this is a public meeting and 
my healthcare experience and the supporting paper will 
be available on the OUH website. 

 

8. I agree to a summary of my anonmyised  experience 
being presented to other reports, within OUH.  

9. I agree to a summary of my anonmyised  experience 
being presented in other public reports.  

10. I agree to a summary of my experience being made 
available on the intranet for OUH staff to view  

11. I agree to a summary of my experience being presented 
at teaching events, which may include OUH staff and 
other health and social care staff.   

 
Name of Participant:      Date:           Signature: 
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