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Improving the patient 

experience for patients who 

are D/deaf and hard of 

hearing



2021 Focus group hosted by deafPLUS and Barts Health 

revealed that patients felt:

Background



Recommended actions



Accessible Information 

Standard (AIS) Reminder

Making health and social care information accessible



AIS for people who are deaf 

or hard of hearing:
Patients, service users, carers and parents with a disability, impairment or 

sensory loss should:

• Be able to contact, and be contacted by, services in accessible ways: email 

or text message.

• Receive information and correspondence in formats they can read and 

understand: ensuring simple language, have BSL versions of patient 

information leaflets, website materials and patient letters.

• Be supported by a communication professional at appointments: BSL 

interpreters.

• Get support from health and care staff and organisations to communicate, 

for example to lip-read or use a hearing aid.’

NHS England. Accessible Information Standard – Overview 2017/2018



Before a patient visits us

1. Referral

2. Recording

3. Recording

4. No alert system 

to staff when 

booking or prior to 

visits



Before a patient visits us

6. Patient record 

viewing screens are 

different for different 

staff members

5. System unable to 

create easy-read or 

letters in other 

formats



What have we been doing 

since the focus group in 

2021?



1. 1/9/22 new inbox went live

bartshealth.helpfordeafandhoh@nhs.net

2. Added to the SignLive Community 

Directory so patients can communicate 

with us via BSL



3. Launched chatbots for the website – Appointments, Maternity



4. Investigating inserts to outpatient letters



5. Emergency ipad for relay interpreting

6. Introduced 

communication 

(picture) books



7. Created internal Weshare page and external page



8.  Delivered reminder 

posters on how to

download and use 

SignLive

9. Easy read patient surveys



Coming up:
• Due w/c 12/9/22 - BSL videos which interpret our 

external website page and share information 

about the website pilot. 

• Due w/c 12/9/22 – Food and drink keyrings 

for inpatient wards and day-care areas.

• Identify how to use outpatient letters to raise 

awareness of the pilot

• Outpatients have ordered assisted listening 

devices for patients who arrive without their 

hearing aids/devices are broken.



How you can help the project:

• Download SignLive onto your phone and be a champion for 

raising awareness of this technology

• Support the releasing of staff for deaf awareness training

• Think about where we can find budget for the project when 

unexpected costs appear – interpreting videos, extra letters into 

outpatient letters

• Start to think about long term solutions to IT barriers –patient 

record functionality, what our outpatient letter system can do, 

hearing loop technology



What are your questions and comments?



• Deliver spare hearing aid batteries to all wards and 

outpatient/daycase/ed areas

• We have a proposal plan with an estimated cost, 

target staff groups, preferred supplier and are 

waiting for an identified funding source

• Create a more formal patient user group

• Book BSL interpreters to RLH/ME Patient Panel 

meetings 

• Identify BSL interpreters who work for the hospital 

and have a list of names and contact numbers on 

WeShare

• Plan a post-pilot focus group with Deaf Plus

• Sign up to the RAD (Royal Association for Deaf 

People) BSL Charter – In line with Barking, Havering 

and Redbridge University Hospitals NHS Trust



• Look at long term IT investments

1) Hearing loop technology

2) Screens with patient’s names in OPD areas

3) Buy more ipads/tablets so that every area has 

access to one/ replenish those that were lost during 

COVID on the wars

• Apply to the Friends of the Royal London Hospital 

Charity to update and modernise the inpatient 

headboards so that we can share how to meet the 

patient’s needs via writing on the boards

or with magnets


