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Emotional touch points

Introduction:

This tool is designed to help you gain information about a patient’s or staff members experience of hospital.  All too often when we speak with people about an experience, then the respondent describes or catalogues the events and does not easily get to what it felt like for them.  Emotional touch points are a tool to help people to get to their feelings and more readily describe how something felt for them. 
In the Dignity in Care project, we used this tool to promote emotional intelligence.  The project’s Lead R&D Nurses: Dignity in Care found it very helpful while working with staff participating in the project.  It requires a substantial amount of facilitation for staff to use it effectively with patients and relatives.  The tool has been used successfully by staff in a different project in NHS Lothian- the Leadership in Compassionate Care programme (for more information see http://www.napier.ac.uk/fhlss/nmsc/compassionatecare/  and Dewar, B., et al. (2010), "Use of emotional touchpoints as a method of tapping into the experience of receiving compassionate care in a hospital setting", Journal of Research in Nursing, 15(1), pp. 29-41.)
Contents:

Emotion words and typical events that happen in hospital written on laminated cards
Suggested method:

The following is designed only as a guide and you may wish to develop your own method of working.  
1. Ask the person if they are happy to discuss with you their experiences
2. Introduce yourself and that you will be using the emotional touch points
3. Prepare the tool kit, open the case and place the emotion words on one side of  the tool kit bag and the event words placed on the other
4. Ideally find a comfortable confidential place to discuss their experience
5. Ask the person to pick out or identify the event/s they wish to describe or if not included in the tool kit, then ask to describe it
6. Ask the person to pick out an event that is important to them (if none then write on blank card)

7. Ask the person to identify the emotion associated with that event, asking how did this feel?
8. Try not to rush, giving people time and space to think and get in contact with those feelings again
9. This process can be repeated through discussing further events and associated feelings
10. When you feel as if you have given the person enough time thank the person and close the interview
11. If you feel action is necessary out of the discussions using the touch points, you may want to make some agreement with the person being interviewed that respects confidentiality, boundaries and their safety
12. Make some notes
13. Identify areas that were both positive and negative
14. Consider what changes and or feedback you may need to give to other members of the team
15. Ask yourself what is the learning here?
16. Formulate a plan as to what you can do with this information
17. Consider that the information shared is one person’s experience. The reality of the event may be perceived very differently by others but, as you are dealing with a person’s feelings, this is how it was for them.  This demands that we ‘try to get into another person’s shoes’, a cornerstone of dignified care.
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