MOODNOW OO

An NPS score is

a post-mortem.
Mood NOW
is a pulse.

Surveys land after discharge — the patient's already
home, already upset, already telling everyone. Mood
NOW catches each unhappy or angry mood the
moment it's felt, turns it into an owned issue on an
escalation clock, and drives it to resolution before
they leave the bed. One objective: resolve it now,
not explain it later.

Hear it. Act onit. Resolve it — now.
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LIVE OWNED

Every mood, live on one wall Everyissue, owned on a clock

Group, hospital or single bed Auto-assigned - routed to an owner

® HOW IT CLOSES THE LOOP

01 02

Hear every patient See it land, live

One QR code inside Patient Every mood appears live on the

HEAR - ACT - RESOLVE

Connect. Two taps — pick a
reason, set the mood. Happy,
unhappy or angry, captured the
moment it happens, not weeks
later in a survey.

wall — across the group, the
hospital, the ward, down to the bed
— colour-coded by sentiment, so a
souring ward shows up while the
shift can still turn it around.

REAL-TIME PATIENT SENTIMENT

- MOOD NOW

2,

Catch the unhappy patient
while it still matters.

G

CLOSED
Every fix, told to the patient

SMS sent - logged indaily reports

03

Own it to resolution

Each unhappy or angry mood
opens d numbered issue, routes to
the right department, and climbs
an escalation clock until someone
resolves it — then the patient gets
the message.

ONE MOOD - BEDSIDE TO RESOLVED
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SOPEONOW - MOOD NOW

Feedback you have to chase
is feedback you've already lost.

Most unhappiness never reaches you — patients wait for the survey, then score youa 2 from
home. Mood NOW cuts the friction: one QR code inside Patient Connect, two taps, from
any bed — the moment it happens.

Pick a reason — a service, a person, SETIW.OSTIA RS R ASRIE A SIO/N ST HIEINEASMIOO D

thewalt = set the mood and astar A face a reason — and you're listening,

the note is optional. The tap alone
raises the flag, so even patients

9:41 ol - 9:41 il F - 9:41 ol T -
who'd never touch a survey get
heard. Every mood is stamped to a
. Hey There ! Hey There ! Hey There !
pqt e nt r be d a nd wdad rd — hever Please share your thoughts with us Please share your thoughts with us Please share your thoughts with us
ano nymo us noise. We may have a reason that could match your thought We may have a reason that could match your thought We may have a reason that could match your thought

& Reasons selected

Click View to see selected View (5 ’

@D Reasons selected

: Nursing Care 7
O Click View to see selected (+)

Click to add more reasons reasons or add more reasons. reasons or add more reasons.

5 * 3 * 1 * How areov Jeoling How are you feeling ? How are you feeling ?

v

HAPPY UNHAPPY ANGRY

Do you want us to know any more details? Do you want us to know any more details? Do you want us to know any more details?

ined red for almost an hour

tep and checked in on me
5 to be fixed,

ONE SCREEN, ANY MOOD - A REASON, ASTAR, AN OPTIONAL NOTE

® ONE QR - PATIENT CONNECT

941 il = -

Hello There!

What would you like

The patient is already holding the

Channel. *; Live Tracking
@ Realtime Patient Journey
Mood sits right beside live tracking, check-in and the ER queue in
S _ o Happy / Unhappy / Angry
Patient Connect — the same app families already use. No new o g s
download, no login, no paper card on the meal tray. One scan, and happened
they can speak up the instant something feels off. wma Checkin 25

For my appointment

e Walkin
A To see a doctor without

1 O appointment

A Emergency Room

See a doctor immediately

QR CODE - FROM LOGINS - NOTHING
ANY BED TO INSTALL

powersd | @G0
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SOPEONOW

MOOD NOW

An unhappy or angry mood
isn't a data point.
It's an issue with a clock on it.

The moment a mood comes in unhappy or angry, Mood NOW turns it into anissue —

numbered, assighed to the right department, and put on an escalation clock.

Nothing waits for the morning huddle — the clock does the chasing.

® MOOD LIVE -
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THE ESCALATION BOARD
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Level ], escalated, breached — and angry versus unhappy — every open
issue lined up by how close it is to breaching its threshold. Miss the

window and the issue elimbs the hierarchy on its own until someone
with the authority to fix it has it in front of them.

® OPEN ISSUES -
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L AllMood

SORTED BY AGE

SOPEONOW

MOOD NOW -

Mood

12 Aug 2025

12 Aug 2025

12 Aug 2025

12 Aug 2025

Mood

(1]

Severe pain o rele
after waiting 3 b

No upda
test resuts al day

Call bell ignored for

over 40 rrin.

Reomfreezing, asked
twice for blarkets

Meal cold ard arrved
an hou late

Not told what the
procedure ivolved

Auto

ESCALATION
ON ACLOCK

The oldest grievance
is the loudest.

Openissues sort by age, green to red, so nothing
rots in a queue. The longer one waits, the brighter

% Settings

Acknowledged

Sarah Whitfleld
Consuitant

James Okafor
staff Nurse

Priya Nalr
Reglstrar

Anne Doyle
Ward Sister

Mark Sullivan
Consultant

Lucy Bennett
Staff Nurse

Omar Haddad
Reglstrar

Grace Mensah
Ward Sister

it burns — the eleven-hour complaint is the

loudest thing on the board, so the floor always

knows what to pick up first.

WWW.SOPEONOW.COM
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Acknowledged

12 Aug 2025

12 Aug 2025

12 Aug 2025

12 Aug 2025

I+

ISSUE # PER
UNHAPPY
MOOD



SOPEONOW

MOOD NOW

A tactical board

for the floor.

Escalation decides what matters — the floor tool is where it gets fixed. Every open issue becomes a
card a nurse can act on: filter to the team that owns the queue and clear it card by card, every

action one tap from the bedside.

® MOOD ACTIONS -

THE FLOOR TOOL

L LN J
= aD 4 settings @
Multiple Teams o G
Unhappy Angry Angry Angry
Mood Mood Mood Mood
Bed Bed Submitted ! Bed Submitted Bed Submitted
2A- 35754 5B- 28471 1Hr 9 Mins ago 2D-33908 1Hr 27 Mins ago 1B- 25630 12 Mins ago
e - . e
Cardiology IcU Neurology Sove Stroke SOve
Unhappy Unhappy Angry Angry
5 Mood Mood Mood Mood
= Bed Bed Submitted g Bed Submitted Bed Submitted
4B- 21188 1C-40293 34 mins ago 6A-19044 2 Hrs 4 Mins ago 3D-38255 3 Hrs 18 Mins agd
vt o i i
Maternity Oncology surgery S Renal o
Angry Unhappy Angry Angry
Mood Mood Mood Mood
Bed Bed Submitted ! Bed Submitted Bed Submitted
2B- 31096 3A-17562 52 Mins ago 4C- 42117 41 Mins ago 5A-14872 26 Mins ago
el e 45 .
Neurology Paediatrics Cardiology o Oncology SSole

® Alive alert when it lands
A fresh angry mood pings the floor the

e Work each card to done
Resolve, reassign or set aside — a clear

Only your queue
Filter to the team that owns it, so each
floor sees just the moods it can
actually act on.

next step on every card, nothing left
ambiguous in a queue.

moment it arrives — not at the next
handover.

@ THE OUTCOME

41 min

AVG. RESOLUTION

318

CLEARED TODAY

Issues get cleared on the floor, in the moment —

not piled up for the morning round. Most are
resolved in well under an hour.
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SOPEONOW MOOD NOW

The whole hospital's mood,
from command centre to bedside.

Sentiment isn't one number — it's a hospital full of them, changing by the hour. Mood NOW puts
them on one wall and lets you zoom: a group of hospitals, one hospital, one ward, one bed —
edch ecolour-coded by mood, each updating live.

® THE MOOD COMMAND CENTRE

® ®
= @
12 April 2025
() Angrymocds - Unhappy Moods (7 Happy Moocs Moods Level 1 Escalated Breached Resolved Out of Scope
o = = nProgress nProgress InProgress loods oods
E InP InProg InProg Mood: Mood
(i}
Angry @ — Interval 0
, - B
“an Wards
) .. D (s .. D
Top 10 S © @ ® ©
Current Reasons Angry  Unhappy Happy Angry  Unhappy Happy
staff communication 58% Cardiology 44%
Wait Time 52% Icu 39%
rmfw,m PainManagement = 47%  42% W% L e Oncology 35%
Nursing Care 43% o 7 A&E 31%
Resolve )
Discharge Delay 38% Maternity 28%
Cleanliness 34% Neurology 24%
Food Quality 29% Orthopaedics 20%
Noise at Night 25% Paediatrics 7%
Medication Delay 2% Renal 3%
Bedside Manner 16% o A General surgery 9%
et = . Rt
(o) (o) o) .
1,284 71% 22% 7% 38 41 min
MOODS TODAY HAPPY - 912 UNHAPPY - 283 ANGRY- 89 OPEN ISSUES AVG.RESOLUTION

One wall — moods captured, issues open, escalations running, how fast you resolve, the reasons coming up most and the
wards under strain — live, for the whole hospital or any single unit. Supervisors stop asking "how are we doing?" because

the wall already answers.

¢ Reasons rank themselves
The complaints driving the day sort to
the top on their own — nobody tallies
them by hand.

THE WHOLE PICTURE - ONE WALL

Wards under strain
surface
The units taking the most heat are
flagged the moment the pattern
forms — not at month-end.

* Speed you can defend
Open counts and resolution time sit in
the open, so "how are we doing?" is
dlready answered.

Group to bedside, one live wall — nobody waits for the

monthly report to know how a ward feels.

0

SPREADSHEETS TO CHASE

4 zooms

GROUP - HOSPITAL - WARD - BED

Live

UPDATES BY THE MINUTE
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SOPEONOW

Zoom from every hospital
down to the bedside.

MOOD NOW

It's never one number on a wall. The same colour language runs through every level — start with a whole
group of hospitals and tap inward to a site, a ward, a single bed. The mood follows you all the way

down, and it's live.

® FOUR ZOOM LEVELS - ONE TAP TO DRILL

fospita Happy
P Hoseiat Mood

R ... (D)
N Mood e 6,492 974 1,558 3,960

Unhappy

Unhappy Unhappy

@D

Neutral Neutral

Unhappy

Neutral Neutral

(IRl vRN4189205

Unhappy

R wenssa629

Neutral Neutral Neutral

Bed

THE PATIENT
One more tap reaches the individual —
the moment, the reason, and who is
already on it.

SOPEONOW MOOD NOW

Group

EVERY HOSPITAL

The whole group on one screen — each
site a tile, coloured by its live mood.

Hospital

EVERY WARD

Open a site and its wards fan out, so you
see at a glance which are calm and
which are heating up.

Ward

EVERY BED

Step into a ward and every bed reports in
— a single unhappy patient never hides
inside an average.

4 Live

ZOOM
LEVELS

UPDATED AS
MOODS LAND
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SOPEONOW MOOD NOW

Resolution the patient
actually hears about.

Anissue isn't closed when a manager clicks "done” — it's closed when the patient knows it was
handled. Every action on Mood NOW can send the patient an SMS, so the loop shuts where it

started: at the bedside.

® THREE WAYS TO CLOSE AN ISSUE

Resolve
£ A Mood

Date
14 March 2026

Resolved By
Sarah Whitfield

Team
Ward Nursing

Type of Resolve

Resolution

Resolution Comments ( )

Patient reported a delay to moming pain

relief. The ward s s ter reviewed the chart and
andiges iawas given within fifteen minutes
Patient confime d comfortable and was updated
at the bedside.

Resolve
Y =A Mood

Date
14 March 2026

Resolved By
Omar Haddad

Team
Site Operations

Type of Resolve

Resolution Comments ( )

Compiaint concems vis itor car-park charge s
which s it with the estates contractor rather
than the ward. Logged out of s cope and
forwarde d to PALS, and the patient was told
where it has gone.

Assign Go
M()Od Back

Select the team for Assignment*

Housekeeping

Logged agains t Nurs ing, but this is a's pilage in

Bay 3 that belongs with Hous ekee ping. Reas s igning
with the original note and photo s o the ful

context cares over.

Reassign in a tap.

Wrong team? Hand the issue to the
right one with full context — no detail
lost in the handover.

Mark resolved.

Record who fixed it, the team, and how
— with a mandatory note — then text
the patient that it's sorted.

Out of scope, on record.

Some things aren't yours to fix. Log
why, close it cleanly, and still tell the
patient where it went.

WHAT THE PATIENT SEES
- . . . @ Resolved - SMS sent to patient
Sorry about the wait this morning —

the ward sister has sorted your pain
relief. Thank you for telling us.

e Reassigned - context carried over

Out of scope - reason onrecord

A complaint that ends in a text message is a complaint that
doesn't end in a one-star survey. The patient who felt ignored
now has proof they were heard — before they go home,
before they score you.

Mandatory

EVERY CLOSE CARRIES A REASON
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SOPEONOW - MOOD NOW

What you resolved live,
in writing every morning.

What the wall shows live becomes the record the group runs on — the Moodometer, the
resolution funnel, the slowest issues and the teams behind them — delivered before anyone
asks for it.

® REPORTS - DAILY & MONTHLY

L & ] ]
MeridianHealth Moodometer Inpatient (Exclusive) MeridianHealth Mocdometer Inpatient (Exclusive) dL
[ mH | Daily Report Moodometer 12 Apr 2025 [ mH | Daily Report Moodometer 12 Apr 2025

Top 10 Dissat Moods by time taken for Resolution

Hospital

Top 10 Dissatisfied Moods listed in the order of the time taken for resolution {Yesterday} Moodometer
i Time Escalation 86,000 19,780 55,040
Patient MRN Mood Submitted By Taken il Team Resolved By Ward Name Bed Number 7
Resolved azm Lovel 1 Priya Nair Ward 34 3 A Mood
Out of Scope 3®BTM Level 2 Daniel Wang Ward 58 5B-12
Resolved 318 M Level 1 Sarah Chen Ward 2C .21
Out of Scope 284M Level 1 A. Faizal Ward 6B 6B-15 36%
Hospital Mood
Resolved 24TM Level2 Mei Goh Ward 4A anor Status 86,000 30,960 24,140 2,000
Out of Scope 213 M Level 2 R. Kumar Ward 1A 1A-02
Moods Moods
Resolved 186 M Level 1 Aisha R. Ward 7A TA-03
Resolved 154M Level 1 John M. Ward 28 2B-19
Out of Scope 128M Level 1 Sofia R. Ward 5C 5C-08
Resolved aTMm Level 2 Arjun M Ward 3D 3D-11 SOP Performance
449m
Moods Break Up = Resalved
submitted —. Acknowledged E_
3,703 1433 1200
Totat Coi Out of Scope
Moods d
39M
39%
2%
32%
Total moods and the happy / unhappy / angry split; dissatisfied versus
resolved versus out-of-scope; the ten slowest issues by resolution Dally Monthly Raw
time, with team, ward and escalation level. The Moodometer e L= OLlze
SUMMARY CLICK

emailed daily and monthly — and every row exportable when the EXPORT
analysts want to go deeper.

One objective — resolve it now,
not explain it later.

Mood NOW runs on the same SOPEONOW platform as OR NOW, ER NOW and Patient
Connect — one system underneath, nothing new to maintain. Book a walkthrough and
watch a souring ward turn around in real time.
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