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1. ONLINE FEEDBACK/ PATIENT OPINION 

9  stories – viewed at Feb 4th 549 times 

 Poor physical access to chiropody services in Maltby  

 Posting about satisfaction with addiction services (RDaSH) 

 Positive feedback on cardiac rehabilitation classes 

 Positive posting about general medical services (inpatient) 

 Positive feedback on maternity services 

 4 experiences of the ‘Options’ and ‘Livewell’ services through South Yorkshire Housing 
Association 

The CCG currently has unallocated resources banked with Patient Opinion;   there is therefore the 
capacity to work with service providers to use these resources to generate postings if a useful 
service area can be identified 

2. FRIENDS AND FAMILY TEST (FFT) 

2.1 Regional data 

 Rotherham Hospital is maintaining a very positive net promoter score, especially in A&E, 
which is among the highest in the region; there does not seem to be a correlation between 
response rate and NPS. 

 There was a drop in responses of 3.3% across the region in December, with a significant 
number of trusts who achieved 15% seeing a drop in rates.   

 Rotherham combined NPS of 78 sits in the top quartile of the region, well above the 
regional NPS of 64 

 There is a 70 point range between the highest and the lowest combined NPS 

 October  
2013 

November  
2013 

December  
2013 

Jan - not 
ratified 

as of 10/2 

Response rate A&E 16.9% 10.8% 12.5% 16.6% 

NPS A&E 71 74 77 69 

Response rate –inpatients 38.7% 34.2% 27.8% 27% 

NPS - inpatients 77 74 77 73 

Response rate – combined 22.3% 16.6% 16.3% 19.83 

NPS - combined 74 74 78 71 

Maternity – response rate   25% 32% 

Maternity NPS   77 82 

2.2 Key points and issues 

No outstanding or emergent issues; comments are mainly very positive.   

2.3 National issues and feedback 

Concerns have been widely raised that the FFT CQUIN for mental health has been published 
prior to the guidance which is awaited, as are amendments to the A&E/inpatient guidance and 
reports from pilots site. 

2.4 Feedback from regional events 

 Over 1.5 million responses had been received nationally by January 2014 

 A review on FFT is currently taking place, and has involved a wide range of feedback, this 
is due in February 

 There is increasing concern about system capacity to manage the data from  primary and 
community services when these come on line, if the same mechanism is to be used 
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 Concerns also remain about the relevance of the question to some health services 

 There is wide discussion on how the score is worked out; ie ‘likely’ is discounted, and 
‘neither/nor’ is counted as a negative; concerns on this have been fed back  

 The top themes seem to be fairly consistent across the country (parking, food and staff 
attitude) 

 Various techniques have been used to encourage  responses, including extensive use of 
volunteers; SMS messaging in A&E; bedside terminals to order food and with a pop-up 
question facility; champagne draw for staff named in positive comments using any 
feedback system 

 Examples of robust systems to use the data as one meaningful piece of the patient 
experience jigsaw; including  processes for wards hitting low scores; rag rating of 
comments, and sharing these widely; using real time data in staff ‘huddles’ on a daily basis 

3. PRACTICE PARTICIPATION GROUPS NETWORK  

Meeting held 21st Jan; a discussion and feedback on RCCG commissioning plan took place, and 
participants contributed to a table exercise; describing their vision and priorities for services, the 
following are the main themes from this exercise; these will be fed into CCG plans and also used to 
inform further engagement sessions :- 

  Patients in the driving seat (In charge of their own care) 

 Personalised pathways 

 Managed by patients 

 Backed by information (on services and conditions) 

 Backed by support 

 Mobilised and engaged population 

 Informed and educated patients 

 Choice 

 Services designed around patients, not systems or staff 

 Organisations working together 

 Health  (all bodies), LA, 3rd sector 

 Co-funded 

 Backed by IT that works across services and systems 

 Access to diagnostics and care 

 7 days a week 

 Closer to home/at home 

 In GP practices/GPs working together to extend access and choice 

 Signposting and co-ordination (access is smooth) 

 One-stop, thorough assessment and treatment 

 access to community nursing and drop-ins; backed by specialists 

 Barriers 

 Education and information uptake  

 Changing working practices 

 Budgets (LA and NHS)/ funding to 3rd sector 

 Increased demand and capacity 

 Technology 

 Failure of services to work together cohesively 

 Enablers 

 Patient voice 

 Technology 
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 Education and information 

In addition, the network identified priority areas for future meetings, including Mental health, Public 
health, overview of the Health and wellbeing board, and the urgent care centre. The next meeting of 
the network will be  

4. OTHER WORK AND CONTACTS 

4.1 Healthwatch - Liaison over Continuing Health Care; Healthwatch had raised concerns 
about the information provided to some people 

Liaison with Mental health commissioners over issues raised by families around autistic 
spectrum disorders; diagnosis and pathway; this is on-going 

Work to develop a research project around the health needs of care leavers, emergent from 
the looked after children consultation; researcher will be in place in February. The looked after 
children consultation was seen as innovative across the region and has provided some useful 
insights and led to changes in service provision such as extra clinics during school holidays. 

Healthwatch are developed a reporting mechanism to identify themes and issues from 
contacts. 

4.2 Disability Network – the group contacted CCG PPE Manager (Helen Wyatt) personally via 
social media when a news report raised the profile of adult safeguarding.  Following this, 
the group has been given details of online and group training that would be available to 
them 

4.3 Participation in the RMBC scrutiny review of carers services 

4.4 Background (non-contact) 

 Presented a summary of ‘Transforming participation’ to the cross organisation 
engagement and experience staff network,  

 Attended a regional session around the Friends and Family Test; will continue to 
disseminate new information and guidance to existing and future participants, and to 
patient groups 

 On-going work on mapping of organisation achievements and highlighting gaps across the 
issues arising from the safety reports (Francis et al) 

 Working with colleagues on ‘Investors in Excellence’; ensuring that engagement is 
reflected throughout the process 

 Facilitated three applications to the ‘Excellence in Participation’ awards 
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