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The outcome of the study was to identify areas for development within research,
education and practice with the aim of providing a more consistent approach to
person-centred care. Whilst the focus of the study is person-centred care it
must also be acknowledged how the doctoral process, personal beliefs and
relationships within the study setting have had an impact upon the research
process and interpretation of the findings. Therefore the next section of the
introduction will set the research in context with the research training

undertaken as part of the doctorate in professional studies.

The Doctorate in Professional Studies

The DProf is delivered over a 4 year period with each doctoral student having
up to a maximum of 7 years to fully complete their studies. The first year of the
DProf is a taught programme containing two modules - ‘Review of Learning and
Professional Experience’ and ‘Research for the Working World’. The initial
module is designed to encourage the student to critically reflect on their
personal and professional experiences, and consider their readiness for
studying at level 8. The second module builds on this by helping students
develop an understanding of research approaches and processes which form
the theoretical basis for the research activity to be undertaken as part of the
programme. The module also seeks to prepare students for the reality of
research in demanding and ever changing work environments. Each module is
assessed by a 6,000 word assignment which requires critical analysis,
underpinned by epistemological, ethical and philosophical discussions. The

second year of the DProf focuses on project planning with the aim of supporting



students to develop, justify and submit an 8,000 word research proposal to the
University Research Degree Sub Committee. Students must alsb deliver an oral
presentation in support of their proposed research project. This is assessed by
a rapporteur and feedback on the student’'s performance is taken into account
when the Research Degree Sub Committee evaluates the suitability of the

research proposal.

The project planning module also requires doctoral students to obtain approval
from the appropriate ethics committees for the study to proceed. Upon
successful completion of this module, the student moves into the research
phase of the programme.

The final stage of the DProf has four components in its assessment:

1. Submission of a critically reflective account of the personal and
professional learning during the whole doctoral programme (8,000
words).

2. The production of a publishable paper - see Appendix 1
(Ross, Tod and Clarke 2014).

3. The production of a doctoral project report of 50,000 words.

4. Successful defence of the study in an oral examination.

These assessments focus on the impact the work undertaken has had on
practice innovation, and the actual or potential of the study outcomes to
influence change in the researcher's area of practice (Sheffield Hallam

University 2004).
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Impact of the Doctorate in Professional studies

When | began my journey within the DProf | was encouraged to explore my past
learning in depth. This was designed not only to develop critical thinking, but to
acknowledge how past experiences had shaped personal and professional
learning. Recalling early experiences of caring was challenging and sometimes
emotionally upsetting. This raised questions for me about how caring,
knowledge and skills are developed. Reflecting upon experiences of care
contextualised my past learning and allowed me to consider how these
experiences have influenced my persona and the aspirations | had for my

doctoral study.

One of the most memorable sessions in the DProf programme centred on
sharing a seminal moment that we perceived had shaped our personal and
professional learning. My reflection was entitled ‘Where is the person?’ It
recounted the experience of caring for a woman who had been admitted with
advanced cancer. She did not want to be in hospital. As a nursing team we
battled against all odds to get her back home to her remote farmhouse in order
for her wish to die at home to be met (Appendix 2). This incident had an intense
impact upon my way of being as a nurse and will always remind me of the
centrality of the person in care. Although my research ideas were in their
infancy when this session took place the feelings this activity provoked,

continued to be a strong influence in determining the direction of my research.



Making the study a reality

My interest in exploring person-centred care was stimulated further when, as
the Link Lecturer in the study setting, | became involved in discussions with
student nurses and registered nurses about the significance of rehabilitation
nursing and, in particular, person-centred care. The discussions were initiated
following a series of occasions when student nurses had questioned the value
of having a long placement (between 8 and 10 weeks) on the stroke
rehabilitation unit. The rationale for their questions seemed to centre upon them
contrasting their experiences with those of other student nurses who were on
placement in extremely acute care settings such as the Accident and
Emergency department (A&E). During the informal conversations with student
nurses various aspects of nursing care were discussed and, in particular, the
learning opportunities available within the clinical placement related to person-

centred care.

One memorable discussion with a ward sister focused upon the care of a man
who had been admitted to the ward following a stroke and was resisting the
help offered to him by the nurses. We considered whether understanding more
about the man’s life and interests might aid nurses (including student nurses) to
care for him in a more beneficial manner. It was also questioned whether
meeting his needs more effectively would in turn, have a positive impact on
nurses’ sense of fulfilment in their work and enhance their understanding of the
value of person-centred care. These uncertainties about care delivery
resonated with my experiences as a nurse and a nursing lecturer. Follbwing the
discussion | began reviewing some of the published literature in order to
ascertain current perceptions in health care practice around person-centred

care.
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The unpredictable nature of healthcare has to be recognised when conducting
research in the working world. It is likely that paricipants have competing
demands, requiring the researcher to be flexible and work in an supportive

manner within the ever changing climate of healthcare practice.

Please note the following points:

1. Throughout the doctoral project report the person in receipt of care is
referred to as a patient. On first reading, this may appear to contradict
the term person-centred care, as it may be seen as objectifying the
person. The rationale for using the term ‘patient’ is that the participants
used the term patient and it continues to be the term used to denote a
person who is in hospital, particularly in acute care settings.

2. For the purpose of this study the term ‘nurses’ included registered

nurses, student nurses and unqualified health care support workers.



Chapter 2 - The Literature review

Introduction

The aim of this chapter is to present the process and findings from a review of
the literature. The literature review includes literature which provides insight into
the underpinning theories related to the development of the concept of person-
centred care. It also includes national policy and guidelines as well as primary
research studies on person-centred care and related concepts in order to
provide context and background to the study (Grant and Booth 2009). The
review outlines a historical perspective within the literature and considers the
ongoing development of person-centred care with specific emphasis on
healthcare and nursing. It is worth noting that there is a wide range of literature
available that refers to certain aspects of care for example; spirituality or
interpersonal skills, which will have an impact upon person-centred care.
However for the purpose of this literature review the search was focused on
literature which is explicitly about person-centred care and/or practice.

The literature review objectives were to:

e Review and report the background and development of person-
centred care in healthcare and nursing.

o Critically review the quality of primary research on the topic of the
research report.

o Identify emerging themes from the primary research reviewed.

e Use the findings of the review to inform the present study.

10



Searching the literature

In order to prepare for the review several databases were accessed:

Cumulative Index for Nursing and Allied Health Professionals (CINAHL Plus
with full Text), MEDLINE, Psych Info and PubMed Central (search strategy and

matrix are shown in Appendix 16).

The initial literature review was conducted in the early stages of the research
study. Therefore, for completeness literature published after February 2012 is
presented as part of the Discussion Chapter (Chapter 5) in order to ensure the
study findings remain contemporaneous. All databases were searched using
the search terms person-centred (to include patient-centred) covering the time
period January 2000 — February 2012. In CINAHL Plus and MEDLINE this
identified 651 papers. A further search was performed combining the search
terms person-centred (to include American spelling and patient-centred) and
care, this identified 542 papers. By adding in the term hospital this reduced the
number to 47. A separate search was performed using the terms person-
centred and practice and this identified 198 papers. In total the papers reviewed

in this initial stage were 245.

In addition, Pych Info identified 529 papers when using only the term person-
centred (to include patient-centred). When ‘in hospital’ was added this reduced
to 99 papers which were reviewed and a further 9 papers were added.
Repeating this process in Pub Med Central added 11 papers to give a total now
of 67 papers to review in-depth. Furthermore, incremental searching was used

by following up the references from key papers.

11
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2001) for people with learning disabilities. This was designed to fit
services around people rather than the other way around.

o Person-centred support: some service user groups use this term
to describe personalisation, which is aimed at the service user
having some choice and control over the assistance and/or
equipment needed to go about their daily lives; such as having
equal access to housing or transport (Office for Disability Issues,

2008).

Using interchangeable terms may lead to misunderstanding and a mismatch of
expectations related to person-centred care between healthcare professionals

and service users.

In order to enhance understanding of the term, The King’s Fund Point of Care
programme explored the wide range of terminology used to describe patient-
centred care (Goodrich 2009). Data were collected using a combination of focus
groups along with paired and single in-depth interviews. The sample consisted
of 30 staff from a mix of professional groups. Participants were asked to define
good care, most struggled with the concept and conclusions were drawn that
good care was not an abstract concept — it was either an attitude or a narrative
and not often discussed at work. The next phase of the study was to explore
reactions to the following words or phrases written on prompt cards:

Personalised care

e Basic care

e Person-centred care Dignity and Respect

e Patient-centred care Humanity

Customer care

13



‘Without exception all the words and phrases on the prompt cards provoked
either mixed or negative reactions’ (Goodrich 2009, page 16). Most participants
felt some of these words were not easy to understand and they preferred words
which were seen as more commonplace or “human”. The words they suggested
included respect, dignity, sensitive, friendly, comfort, smile, compassion and
communication. One phrase that resonated positively with all participants was
‘seeing the person in the patient’ as participants could understand what that
meant to all parties. The findings in this study suggest that the language of
research and policy does not translate well into the everyday language used by
healthcare professionals and support staff in hospitals. An important
recommendation from this study was that the use of academic or technical
language should be avoided, or where it is necessary the meaning should be
clearly explained, in order to engage staff at all levels within healthcare

(Goodrich 2009).

The core theoretical principles underpinning person-centred care

As far back as the 1800s the role of the nurse was conveyed as being focused
on the patient rather than the iliness. Florence Nightingale noted that emotional
wellbeing was as important as meeting the physical needs of the patient
(Nightingale 1860 - unabridged republication, 1969). Aimost one hundred years
later, disciplines, such as psychotherapy regarded person-centred approaches
as crucial to building therapeutic relationships with the client. Carl Rogers
introduced the idea of being person-centred in the 1940s. For Rogers, client-
centred therapy recognises that each person possesses qualities that he or she
can draw strength from. This allows the individual to work through solutions to

his or her problems, providing that they are facilitated to achieve this in a

14



positive environment. Facilitating client-centred therapy requires the therapist to
enter into the client's world and relate to them on a personal level during

therapy.

Being appreciated as a person in therapy is achieved by developing a
professional relationship, built on respect, acceptance, genuineness and
empathy (Rogers 1961). However some may see these elements of therapy as
too simplistic, advocating that the interaction between the client and the
professional should go further by promoting reciprocity. For example Martin
Buber suggests there is an additional need for confirmation of the person not
only from a professional stance, but on a personal level by relating to each
other on an equal level as revealed in the dialogue between Martin Buber and
Carl Rogers in 1957 (Anderson and Cissna 1997). Buber suggests that humans
know they exist as persons only as one is known by the other. This perception
is directly affected by authentic and positive relationships which go beyond
respect and unconditional positive regard, by being transparent, with nothing
hidden (Smith 1958). This challenged Roger’s theory of client-centred therapy
by stating that a relationship between a professional and client can never be
truly reciprocal because of the very fact they are in a professional relationship
where the balance of power remains unequal. Nonetheless, theories such as
Rogers’ client-centred therapy that originate from existential philosophy and
psychology continue to influence current approaches to nursin'g and other
caring professions. As a result of such philosophies there has been a gradual
shift from a medical model of care, based on a scientific approach; to a more

subjective view of care delivery placing value on the experiences and choices of
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Watson considers nurses must pay attention to each aspect of the person in
order for meaningful care to take place. In addition she expresses the need for
nurses to care about themselves as an antecedent to them being able to care
effectively for others (Watson 1985). Watson’s theory has three elements: the
carative factors, the transpersonal caring relationship and the caring

occasion/moment.

Watson uses the term ‘carative’ to describe the humanistic aspect of nursing as
opposed to the curative stance taken in medicine. She describes a
transpersonal caring relationship as being a mutually beneficial relationship
which promotes respect and dignity. Watson describes the caring occasion or
moment as being where the cared for and the care giver (nurse) come together
to share the experience. Therefore the caring occasion or moment becomes
‘transpersonal’ when ‘it conveys a concern for the inner life world and subjective
meaning of another...” (Watson 2008, page 79). Once more the concepts of
reciprocity and authenticity are perceived as essential to the caring relationship.
The caring moment links back to the work of Rogers when he refers to ‘the
effective moment’ in a therapeutic relationship (Anderson and Cissna 1997,
page 29). This occurs through an open and honest approach to care, including
a shift from task orientated work to truly seeing the person; rather than nurses

possessing a purely functional view of care needs.

Watson refers back to Florence Nightingale’s concept that the environment has
a direct impact upon the patient’s wellbeing (Watson 1999). Here the concept of
environment goes beyond the physical and includes human elements, such as

attitudes, relationships and recognition of humanity (Watson 2010). All of these

17



concepts have an impact upon the way nurses view and respond to the needs

of the person in their care.

The work of Kitwood (1997) was also significant in raising awareness about the
impact of person-centred care approaches. He was one of the first authors to
describe personhood in relation to dementia care and defines it as:
‘..a standing or status that is bestowed upon one human being by others, in the
context of relationship and social being. It implies recognition, respect and trust.’
(Kitwood 1997, page 8)
He goes on to ask questions about who is viewed as a person and what that
means in terms of the way a person is treated by others. Kitwood’s (1997) work
provides a theoretical underpinning for dementia care and his legacy remains
evident by continuing to influence current dementia care (Brooker 2007,
Edvardsson et al. 2008, Kirkley et al. 2011). He places an emphasis on how
maximising wellbeing in the person living with dementia can have a positive
impact on their care. Maintaining individual uniqueness is central to this belief
and requires carers to look at the whole of the person’s life not just the

dementia to achieve this.

Kitwood (1997) also explored the care culture and how this may have an effect
upon the care delivered. He applies the term Malignant Social Psychology
(MSP), which has its roots in the way society perceive people who have
dementia. MSP is presented as episodes within care that undermine
personhood, whereby people are: ignored, intimidated, infantilised,
disempowered, overpowered or objectified, although it is emphasised that this is

rarely done with malevolence (Kitwood 1997). The culture of the care

18



environment will influence these malignant elements of care (Kitwood 1997). He
concludes that short training sessions can often sensitise staff in formal care
settings to the presence of MSP. However the most persistent and difficult
behaviour to modify is ‘talking about a person in their presence’, which is a form
of ignoring the person. This has also been recognised in more recent studies of
dementia care (Adams and Gardiner 2007). These observations are also
relevant to research in acute care settings, as shown in the next section of the

review.

Using measurements of patient satisfaction to identify the quality of

person-centred care

Since 2002 it has been the responsibility of the Care Quality Commission
'(CQC) to monitor staff and patient satisfaction surveys in the UK (Coulter,
Fitzpatrick and Cornwell 2009). Prior to the CQC taking on this role, individual
organisations had conducted patient satisfaction surveys to gauge the quality of
care. One such survey investigated patient dissatisfaction and, as a result of the
responses, the author formed the concept of ‘personal identity threat’ (Coyle
1999). This concept was used as a basis for further research, designed to
explore the concept in more depth by investigating the frequency and
distribution of inpatient experiences of ‘personal identity threat (Coyle and
Williams 2001). The research used a cross-sectional survey design. The
findings revealed that when patients felt that their personal identity was
undermined, as it made them feel dehumanised, objectified, stereotyped,
devalued or disempowered. There were differences in responses between men
and women, with women being more critical of the care they received. There

was a suggestion that this was because women had a higher expectation of
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The concerns about approachability and availability of staff originated from
patients not wanting to disturb nurses who looked busy. Possible solutions
gained from previous research are referred to in the recommendations; for
example a suggestion that when nurses spend five minutes with patients at the
bedside (to discuss care), it has a positive impact upon patient satisfaction

(Dingman et al. 1999).

Although the concept of spending short bedside checks was presented during
the 1990’s, it links readily with the more recent initiative of intentional rounding.
This structured way of carrying out and recording regular checks on individual
patients is advocated by the King's Fund Point of Care programme to ensure
patients’ essential care needs are met (Fitzsimons, Bartley and Cornwell 2011).
In addition to being linked with reducing harm to patients, such as pressure
ulcers and falls, there are reports that this type of regular interaction between
nurses and patients can reduce anxiety and improve the care experience for
patients and staff (Meade, Bursell and Ketelson 2006). Some within the nursing
profession may raise objections to intentional rounding, seeing it as a tool which
reduces nurse-patient interaction to a task orientated, tick box approach (Hunt
2012). However it is expected that the skilled nurse will recognise the need for
using intentional rounding as an adjunct to competent and compassionate

person-centred care (Fitzsimons, Bartley and Cornwell 2011).
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Strengthening the body of work on person-centredness

How a patient is treated as a person is vital to their perception of the quality of
their care experience. This connection has been recognised by many working in
healthcare, nevertheless until the last decade there were few empirical studies
which explored the impact of person-centred care on care quality and
outcomes. In order to address this shortfall, McCormack and colleagues have
conducted a series of rigorous research and practice development studies since
the early 2000s. As a foundation for this now substantial and growing body of
work, McCormack (2001a) explored the meaning of autonomy for older people
in a hospital setting. The research was directed by a hermeneutic philosophical
approach. Hermeneutics is recognised as a way of interpreting and interacting
with qualitative data in order to gain an understanding of the world from the
participant's view and to examine underlying (or unspoken) narratives.

(Wiklund, Lindholm and Lindstrom. 2002).

Initially, McCormack (2001a) used conversational analysis to analyse the data
generated from 14 case studies of nurse-patient interactions. The study
highlighted that the way professionals communicate and interact with the
person, their family and carers has an effect upon their ability to remain
autonomous in decision making. The findings relate to issues of power, control,
access to information and professional authority. Some of the conversations
analysed indicated that the nurses or other professional had a predetermined
agenda, thereby holding power and control over the outcome of the
conversations, particularly related to decision making. The impact of
conversations were not viewed in isolation; other aspects of care were also

identified as negatively affecting autonomy, such as the organisation of care,
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fixed care routines together with the prevention of reasonable risk taking

(McCormack 2001b).

The findings from McCormack’s (2001a) study were used to develop a
conceptual framework to overcome the theory-practice gap and promote a
person-centred approach to nursing practice, when caring for older people
(McCormack 2003). Central to the framework is the concept of ‘authenticity’,
where decisions are based upon the personal beliefs and values of the person
receiving care; as opposed to the dominance of traditional ways of working.
Developing ‘authentic consciousness’ as described by McCormack builds upon
the earlier work of Rogers (1961) and Watson (1985) by recognising the
importance of the nurse connecting with the person’s way of ‘being in the world’.
Respect for people is essential to the concept and is described as ‘mutual
respect’ and ‘sympathetic benevolence’. Other crucial elements include listening
to the person and entering their world in a genuine manner. This involves
respecting an individual’s rights, using the perspective of the person and
creating a positive social environment, which is seen as promoting wellbeing for
all. One of the key messages from this work is that person-centredness goes
beyond individualised care. It requires the carer to display such characteristics
as compassion, concern and respect for the person. This awareness promotes
partnership working based on a ‘negotiated relationship’ with the older person

which is seen as paramount to facilitating person-centred practice.

The outcome of the study was not only to develop the framework as a theory,
but to consider how this can then be realised in everyday practice. The paper

presents 29 principles for action with the aim of nurses being able to utilise
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framework identifies the importance of organisational support for person-
centred care alongside the nurse’s interpersonal skills in developing trusting
relationships with the patient in order to provide for the physical and
psychological needs of the patient McCance (2003). These findings link with the
work of McCormack (2001a, 2001b, 2003) and draw comparisons between
Watson’s carative factors (Watson 1985) and the ‘five Cs’ of compassion,
competence, confidence, commitment and conscience defined by Roach

(1984).

McCance’s (2003) study reveals a potential relationship between the structure
and processes of caring with the outcomes of care. The outcomes include
patient satisfaction, wellbeing and a positive impact upon the care environment.
Although this study was conducted in a different manner to Coyle and Williams
(2001), it is worth noting that McCance (2003) also identified the perception that
nurses were very busy, therefore the patients did not want to disturb them.
Within both studies this appeared to have a direct and negative impact upon the
provision of person-centred care. The findings suggest this relates to a
combination of organisational factors such as the shortage of nurses and
inadequate skill mix. In addition personal qualities, such as the nurses’ attitudes
and level of commitment contributed to the outcomes of care. In conclusion to
‘the study McCance (2003) recognises the need to test the usefulness of the

conceptual framework for caring in practice.

McCabe (2004) also identified similar concerns to McCance (2003) when
exploring nurse-patient communication. The aim of McCabe’s study was to

generate a valid and reliable interpretation of the participant's lived experience
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(McCabe 2004). Unstructured interviews were conducted with a purposive
sample of eight patients in a general teaching hospital. Data analysis was
described as being a reflective process involving description & interpretation of

themes and sub themes.

Four main themes were identified: lack of communication, attending, empathy &
friendly nurses. The findings suggest that nurses communicate well when using
a personal approach; which patients found reassuring. Some patients saw
nurses as ‘too busy’, whilst others felt assumptions were made about their
concerns and needs. Many patients felt communication was more task centred
when nurses were busy (seen as out of the nurses’ control), but felt unable to
‘bother’ them. Two patients thought nurses were subservient to managers or
doctors, which led to them being more task orientated. However some particular
nurses always found time to talk with patients for a few minutes even when they
were really busy. Communicating with patients on a personal level did not
appear to relate to the level experience or seniority of the nurses; in fact
McCabe suggested student nurses were able to do this more readily than the
registered nurses as they did not have competing demands or were not fully

socialised into being task orientated.

Being genuine was seen by patients as extremely important and was displayed
both verbally and nonverbally by the nurses. Empathy was also seen as being
vital in adding ‘the human touch’ to the care the patients received. This was
perceived as making the difference between helpful relationships being formed
or not. In connection with the findings from Coyle and Williams (2001) the point

was made that the interaction between the nurse and patient did not necessarily
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need to be lengthy, but the nurse’s attitude and congruent body language was
very important to patients. Despite patients’ criticisms of the nurses all
participants commented on how friendly and happy the nurses were generally.
The use of humour was seen as important and made the patients feel more
able to approach the nurses. A variety of factors were seen to have an impact
upon nurse-patient communication; in common with other studies, the
organisational culture was seen as vital in supporting nurses to become more

person-centred.

McCabe’s (2004) research was guided by hermeneutic phenomenology, where
ideally the researcher should work through the emerging themes with the
participants; thus achieving credibility of the findings (Van der Zalm and Bergum
2000). There is no evidence of this in the paper reviewed. However McCabe
(2004) explains that she included one full transcript along with a ‘thick’
description of the themes in the final report in an attempt to improve the integrity
of the study. Working through the themes with the patients may not have been
feasible if patients had been discharged following the interviews. These
practical problems represent the reality of research in clinical practice. Despite
these limitations and the small sample size, the research indicates the need for
further patient focused studies to identify the type of interpersonal skills and

organisational support that would enhance person-centred care.

In 2004, in order to expand the body of evidence further McCormack conducted
an overview of the literature on person-centredness in gerontological nursing
(McCormack 2004). Initially he went back to examine the meaning of the word

person. After exploring much philosophical writing, he referred to Kitwood’s
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(1997) definition of person-centredness (as shown on page 18), which in turn
was based on the concepts developed by Rogers (1961) and Buber (Smith
1958). The idea of ‘being’ is developed further by McCormack in this review,

forming a foundation for person-centredness:

. Being in Relation - relationships with others
. Being in a social world - respecting the person’s narrative
. Being in place - context / culture of care environment

Being with self - respect for values of person and significant others

Considering these four concepts individually and their interplay with each other
can bring together the specific needs of the person with the overall plan of care.
Within these concepts, central themes of: knowing the person, centrality of
values, biography, relationships, seeing beyond immediate needs and the need
for authenticity were identified (McCormack 2004). Models of care can only
guide practice and everyday care requires motivation from all parties to provide
person-centred care. One way McCormack (2004) suggests we work towards
this is to acquire an understanding of the person’s values and try to work with
these in a beneficial manner within everyday practice. In conclusion the review
states that there was a lack of ‘..robust studies in gérontological nursing
articulating the benefits (or otherwise) of person centred nursing from individual

(patient and nurse) and organizational perspectives.’ (McCormack 2004, p36).

By acknowledging the relationship element of person-centred care there are
natural links with relationship-centred care (Nolan et al. 2004). Nolan describes

person-centred care as a ‘watchword’ for the quality of care. This connection to
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quality has also been acknowledged in more recent studies (Innes, Macpherson
and McCabe 2006, RCN 2009, Lehuluante, Nilsson and Edvardsson 2012).
Once again the principles of person-centred care for people living with
dementia, (Kitwood and Bredin 1992, Kitwood 1997) were used as a basis for
understanding the concept. Nolan et al. (2004) also refer to the work of Packer
(2000) who questions whether person-centred care can ever be achieved in
reality or whether it is a concept zealously pursued by some within healthcare.
She suggests that person-centred care only exists in the language of care and
not in actual care delivery. This mismatch between what professional carers say

and do continues to be a concern (Adams and Gardiner 2007).

Nolan et al. (2004) suggest that person-centred practice is inadequate in itself,
instead there needs to be a vision of the person in relation to a network of social
relationships. Whilst accepting there needs to be respect for personhood, Nolan
et al. (2004) advocate a wider view of the need for relationships than they
perceive McCormack (2001a, 2001b, 2003) represented. However on
examining McCormack and colleague’s ongoing work it becomes clear that the
term ‘person-centred’ relates to all persbns in the relationship, not solely the
person in receipt of care (McCormack and McCance 2006, McCance et al.
2009, McCormack and McCance 2010; McCormack, Dewing and McCance

2011).

Nolan et al. (2004) describe the importance of relationships between nurses,
patients, family and other professionals. Hence Nolan refers back to his original
work (Nolan 1997) which helped develop The Senses Framework in long term

care settings. The underlying belief of this framework is that all parties involved
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in caring for older people should experience relationships which promote ‘six
senses’: a ‘sense’ of security, belonging, continuity, purpose, achievement, and
significance (Nolan et al. 2004). When these are all present it is anticipated that
the care environment will be conducive to providing relationships which are

satisfying for all involved.

The Senses Framework had previously been tested within an acute hospital
setting for older people; by means of interactive focus groups and workshops
with multidisciplinary practitioners, unqualified (paid) carers, family carers and
older people (Davies et al. 1999). The realisation of the framework relies upon
relationships being formed and maintained with the older person and their
family. Since the foundation of the Senses Framework, critics question the
clarity of how this happens in practice and, in particular, with people who have
dementia; when forming relationships may be more challenging (Adams and

Gardiner 2007).

Accepting this limitation the framework is seen as very relevant to the care of
older people and for the carers themselves. A significant proposition from this
body of work is that in order to provide an environment where the framework
would be successful there would need to be inspirational leadership and a

change in working culture in some institutional and community settings.
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Uniting research, theory and practice

The context of person-centredness was set in the early 2000s by researchers
such as McCormack (2003), McCance (2003) and Nolan et al. (2004), however
there remained a disconnection between the outcomes of research (such as
conceptual frameworks) and the practice of person-centredness (McCormack
2003). The translation of the terms and concepts used in conceptual
frarﬁeworks into practice may present a challenge to some nurses; for example
facilitating an enabling relationship may be seen to relate to adva'nced nursing
skills. Therefore it is unclear how the novice nurse acquires these complex skills
(Dewing 2004). One potential solution offered by Dewing is the use of critical
companionship, whereby an experienced practitioner works alongside a novice
practitioner (Titchen 2000). However doubts have been expressed about the
probability of this happening in everyday practice due to the need of
understanding both the practice specialism and the application of the
conceptual framework (Dewing 2004). This concern arises partly because the
facilitation of the critical companionship framework requires high level
professional craft (practice) knowledge within a team (Titchen 2000). The
workload pressures on staff within current healthcare environments may also
lessen the likelihood of success. In many ways this form of coaching is how
nurses learn in practice. However it is likely to be informal and therefore using a
more structured method such as Titchen’s (2000) framework might ensure a
more consistent approach to practice education. Working in such structured
way requires a long-term commitment from the organisation to practice
development in order to support person-centredness. This requires sustained

investment in partnership working within practice settings to foster trusting and
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cared for and their family and can encourage practitioners to see the person
rather than just seeing another patient. The use of life stories also has the
potential of promoting reciprocity as healthcare practitioners tend to develop
closer relationships with individuals and their families making their work more
enjoyable and rewarding, which is likely to improve the quality of person-centred

care (Clarke, Hanson and Ross 2003, Nolan et al. 2006, McKeown et al. 2010).

One of the strengths of this work is the involvement of both registered nurses
and support workers, since this reflects the reality of care giving. During the
study the practicalities of registered nurses being fully engaged with the project
became a problem due to workload pressures. Therefore the research became
more focused on the role of the support workers; this challenge has been
reported in other studies (Thompson 2004). The difficulties experienced in the
study could indicate there may be problems integrating and sustaining a
biographical approach in everyday practice. One of the main challenges for
healthcare professionals is using the time they have with the patient effectively
to develop therapeutic relationships, which recognise and respect what is
unique to that person (Webster 2004). Within more acute care settings in-depth
life stories may not be feasible; however, listening to a person’s story can be
valuable at any point in a person’s life. Although time is often in short supply,
there is value in nurses getting to know something about the patient to allow
them to personalise their care. It is only possible for this to happen if healthcare
staff choose to make the effort and will not happen by chance (Dewing and
Pritchard 2000). Ultimately, person-centred care requires a team approach and
a philosophy of care that underpins this at every level of the organisation

(Webster 2004).
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In order to recognise the changing health care needs of older people in acute
care settings Peek et. al (2007) developed The Older Person Acute Care Model
(OPAC) in Australia. Implementing the model was inspired and informed by the
emerging research on person-centred care from the United Kingdom (Nolan et
al. 2002, Clarke, Hanson and Ross 2003, McCormack 2003). The older person
is at the centre of the OPAC model, keeping in mind the complex nature of care
required by the person as they age and the need for a multidisciplinary team
approach. The basis of the model is the belief that older people make a
valuable contribution to society. They are recognised as a unique individual and
their rights to choice, involvement in care decisions within a therapeutic

relationship are seen as key to the implementation of the OPAC model.

Peek et. al (2007) piloted the use of the model in one combined medical and
surgical ward to determine effective ways of engaging staff in implementing the
model and managing the change process. The initiative was given support from
the head of nursing within the organisation to emphasise the importance of the
project. Nursing staff were supported by the appointment of the first clinical
nurse specialist in the acute care of older people, their role being to model and
lead best practice in this field. In turn they were supported by a clinical nurse
consultant who provided support and acted as a critical companion. Introducing
the model to nursing staff and generating interest and engagement were crucial
in the early stages. This involved gaining the views of staff about what they
valued in relation to their work on flip chart paper left in place for a week on the

staff notice board to encourage discussion.
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Respect for each other and for their patients was shown as a significant factor,
along with care concerns such as pain management and care of the dying.
There was also an expressed need for team building amongst staff. This
process led to nurses approaching the clinical nurse specialist to form several
small groups interested in developing the quality of care on the ward and, as a
result, there were several proposals to improve palliative care including pain
and symptom management from a multidisciplinary team approach. Being
person-centred requires competence as well as compassion in care, therefore
addressing the nurses’ concerns about the quality of palliative care was a
significant first step in realising high quality person-centred care. This small
scale practice development project uses an evidence based model to explore
ways of improving the care of older people in a person-centred manner. It also
adds to the international body of work, which once again highlights the need for
shared values and commitment within the organisation in order to support and

sustain person-centred care.

The link between workplace culture, leadership and person-centred practice is a
recurring theme within the literature (Watson 1985, Kitwood 1997, Davies et al.
1999, McCance, McKenna and Boore 2001, McCormack 2001, 2003, McCance
2003, Nolan et al. 2004, McCormack et al. 2009). In developing a framework for
person-centred nursing McCormack and McCance (2006, 2010) accentuate not
only the relationships with the person and their family but the need for seeing
the broader context of person-centred practice. This includes considering issues
of professional power, locus of control, authenticity, the care environment,
appropriate skill mix, effective staff relationships and the importance of shared

values within the team (McCormack and McCance 2006, 2010). These
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elements present a complex picture of practice, which requires careful thought
regarding how they act and react with each other in a care setting.

Some have criticised the Person-Centred Nursing Framework (McCormack and
McCance 2006, 2010) for being too abstract as it combines two conceptual
frameworks: First, the concept of caring (McCance 2003) and secondly the
concept of person-centred practice (McCormack 2003a). Each concept is
perceived as difficult to define individually therefore to combine the two may be
regarded by critics as unrealistic (Watson 2009, Edvardsson 2010). However
the underlying principles of each framework are focused upon improving the
quality of person-centred care by the use of research, education and practice

development.

Despite these criticisms, the Person-Centred Nursing Framework is being used
as a basis for continued practice development in order to augment the impact of
research into the reality of care (McCormack et al. 2009, Gribben and McCance
cited in McCormack and McCance 2010, McCormack 2011, McCormack
Dewing and McCance 2011). By using a structured approach to practice
development there is a hope that insensitive care will be minimised and person-
centred practice will become embedded in every aspect of care from the
language used in everyday care through to fostering organisational cultures
which hold person-centredness at the centre of their work (McCormack 2011).
Moving practice forward is challenging in current healthcare environments;
however, education and practice development must be continued to facilitate
positive change. Reflections on past experience of mistreatment have
previously been used to advocate high quality person-centred care (McCormack

and McCance 2010, page 10), yet it is still evident that in some cases care
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remains inadequate; for example the abuse of residents at Winterbourne View
(DH 2012a). Such experiences reinforce the need for a structured and

committed approach to education and practice development.

The continuing link between person-centred care and care quality

As referred to earlier in the literature review patients have stated in patient
satisfaction surveys and research studies that it is important to them to have
their healthcare needs considered in a holistic manner (Robert et al. 2011,
Picker Institute Europe 2012). By way of response to these findings, guidelines
have been published which reflect patients’ wishes and guide nurse education
and practice (Nursing and Midwifery Council (NMC) 2007, 2010, The. Royal
College of Nursing (RCN) 2009, National Institute for Health and Clinical

Excellence (NICE) 2012).

The accounts of patient experiences of healthcare are now being considered as
equally important to the measurement of efficiency and outcomes of care, thus
providing a more rounded view of quality (Lewis et al. 2010, Commissioning for
Quality and Innovation (CQUIN) 2010). The findings of exploratory studies are
being acted upon in conjunction with results of patient.satisfaction surveys
(Robert et al. 2011). Patient Reported Experience Measures as well as Patient
Reported Outcome Measures are being examined, therefore linking closely to
the recommendations of NICE (2012). As a result of using these combined
pérspectives of quality measurement, a ‘friends and family’ question has been

introduced to assess the quality of service provision.
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The question is posed as: ‘How likely are you to recommend our
ward/department to friends and family if they needed similar care or treatment?
The remainder of the questions which explore the patient experience cover the
following characteristics of care:

. Compassion, empathy and responsiveness to needs, values and

expressed preferences

. Co-ordination & integration of care

. Information, communication and education

. Physical comfort

. Emotional support, relieving fear and anxiety
. Involvement of family and friends

(Robert et al. 2011, p27)
Such innovations indicate there are increasing efforts across the healthcare
system to avoid a ‘mismatch’ between performance measurements and what
matters most to patients (Robert et al. 2011, NICE 2012, NHS Institute for
Innovation and Improvement 2012). Policy drivers naturally have an impact
upon organisational direction. However, placing emphasis on one question such
as; the family and friends question may not be enough to determine the depth of
somebody’s experience of healthcare (Graham 2013). It is vital that person-
centred care is not only determined by policies, but retains the focus of care on
the person being cared for rather than purely paying lip service to the notion of

person-centred care in order to meet government led targets.
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Person-centredness in differing care settings

Although the present study is based in an acute medical ward it is useful to
consider how the concept of person-centred care is understood in other care
fields, in order to consider the similarities and differences in relation to the

present study.

With the aim of understanding person-centredness in the practice of mental
health care Ruddick (2010) begins by referring to the ‘symbiotic relationship that
spirituality has with person-centred care’. Based on his experience in mental
health care, he proposes that spirituality is often overlooked, or alternatively, if
spirituality is spoken about by the client, it is often seen as a symptom of their

illness.

In connection with the provision of spiritual care and in common with other fields
of nursing, the espoused qualities associated with providing person-centred
care such as acceptance and empathic understanding are not always evident in
the care setting (Ruddick 2010). This often relates to barriers to person-centred
care being formed, potentially caused by staff labelling the client (by diagnosis).
This may cause the nurse to treat the person differently or contribute to
discrimination. Therefore Ruddick asserts that being person-centred requires
nurses to reflect upon their own beliefs and values and act in accordance to
support person-centred care. This places an emphasis on the need for nurses
to possess emotional intelligence, thereby enabling recognition of their own
emotion and those of others in order to care compassionately for others

(Goleman 2006). Emotional intelligence is thought to link closely to the personal
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attributes of the nurse, but can also be enhanced by personal and practice

development.

In a very different setting, Wheeler and Oyebode (2010) gathered opinions and
perspectives from carers in nine nursing homes specialising in dementia care
(36 staff). The aim was to explore the elements of communication from staff to .
staff, staff to resident and staff to family (Wheeler and Oyebode 2010). Findings
show that high quality care is based on positive interactions where carers see
beyond the dementia by really seeing the person. When this happens, staff also
report feeling more satisfied within their job. However, maintaining person-
centred interactions is a challenge as the physical demands of the job often
lead to a task focused approach. Having acknowledged this there is some
recognition that delivering everyday care provides an opportunity for person-

centred interactions (Wheeler and Oyebode 2010).

Understanding the person’s social history can help carers better understand the
resident and their behaviours. Care homes that adopt a person-centred
approach to care are more likely to try harder to involve the resident in care
decisions, support, appreciate and empower staff, residents and family. High
quality care is facilitated by all staff meeting regularly, having shared goals
where everyone's contribution is valued. This enables each staff member to
draw strength from the team and leads to higher levels of job satisfaction.

(Wheeler and Oyebode 2010).

Kirkley et al. (2011) explored person-centred care in a respite care home for

people with dementia, with the aim of developing tools for evaluating its
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application in practice. Five key themes were identified: understanding of
person-centred care, attitude to service development, service priorities, valuing
staff and a solution focused approach. Consistent with other studies,
organisational culture is reported to have an impact on how valued the carers
feel, influencing attitudes throughout the whole establishment. An enabling
management style is perceived as enhancing the approach to care and
encourages the sharing of good practice through group discussions. This, in
turn, fosters a solution focused attitude, allowing for experimentation with new
ideas. Within such a supportive culture, unsuccessful outcomes are viewed as a

learning opportunity rather than a failure.

Kirkley et al's (2011) study also indicates organisational barriers to person-
centred care such as bureaucracy and the concern that being person-centred
may involve an increased risk to the resident. The outcome of such concerns
may mean carers are less likely to allow flexibility in order to meet individual
care needs for fear of repercussions. The researchers show recognition of the
‘public voice’ versus the ‘private voice’ in the responses of the individuals being
interviewed. This may be experienced when interviewing participants in
qualitative research, as some participants may respond as they perceive the
interviewer expects them to. It is a worthwhile concept for all researchers to
consider when reflecting upon similar qualitative data. The findings highlight the
need to investigate the cultural values present in the care home in order to look
beyond the claim of staff being too busy (short staffed) or poorly resourced to

provide person-centred care (Kirkley et al. 2011).

41



This limited view of study findings in mental health care and dementia care
homes show resonance with the findings of the previous studies within this
review by identifying facilitative factors such as the need for an organisational
philosophy of person-centred care, the value of relationships, seeing the person
rather than the diagnosis and maintaining person-centred interactions. The
findings also suggest the need for further research to explore the barriers and

facilitators of person-centred care.

Barriers to person-centred care

Within the literature review, many of the studies have highlighted what facilitates
person-centred care; however, Innes, Macpherson and McCabe (2006)
specifically explored the role of frontline workers within community care services
(older people, disabled people & people from ethnic minorities) to establish the
barriers to and opportunities for the delivery of person-centred support / care.
Discussion groups were held with frontline workers (mainly unqualified, paid
workers) and service users. The findings highlight that the term person-centred
care is mostly used in the literature in relation to the care of older people and
people who have dementia. Service users value the personal qualities of their
carers such as patience, compassion and empathy. The relationships built
between the service users and frontline workers are seen as essential to the

experience of high quality person-centred care.

Barriers are related to a conflict between the bureaucratic management
systems, which focus on budgets and commissioning and the concerns care
givers have about individual care needs. These findings resonate with the

findings of West, Barron and Reeves.(2005) where nurses in acute hospitals
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reported feeling unable to meet a number of patient needs, this included
(amongst others) emotional needs, information giving and effective discharge
planning. There was recognition that in pari, this was related to lack of time;
however, there was also concern about not being able to control the care
environment to meet the personal needs of patients and family for privacy and
dignity. Both studies identify a desire from the nurses and frontline carers for
further training related to social skills, interpersonal relationships and
developing communication skills. The aspects of concern identified by the
nurses in the study relate closely to findings from patient satisfaction surveys
(Picker lnstitute 2005) where one in five patients felt that they were not involved

at all in decisions about their care and treatment while in hospital.

One of the common barriers to person-centred care referred to in the literature
is the translation of theory into practice (McCarthy 2006). McCarthy’'s study
involved participant observation, examination of nursing records and semi-
structured interviews with six registered nurses who were preceptors (mentors)
to student nurses in an acute surgical environment in an Irish hospital. Several
in-depth theoretical propositions related to the practice and teaching of person-
centred care were used to analyse the data generated. These were derived
from the literature and used to explore and explain themes emerging from the
triangulated data (see page 632 of McCarthy 2006).

Two main themes were identified from McCarthy’s data:

. Translating person-centred care into personal practice.
. Translating personal interpretations of person-centred care into student
teaching.
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