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1. PATIENT OPINION & NHS CHOICES 

What the CCG is hearing……… and what we are doing 

1.1 We specifically asked patients at the RCCG commissioned pain clinic (Mexborough) about 
their experiences, and received a number of responses, the majority being positive about 
the service, reflecting the relief people felt at having an action plan to tackle long standing 
pain.  Some of the issues raised were: 

 Pain relief not lasting and discharge from the service 

 Access issues (telephone and travel) 

The provider has noted the issue around telephone access (answerphone message not being 
responded to); however the other concerns are not easily resolved, but will be used to inform 
additional work around long term conditions. 

1.2 Using Patient Opinion, one patient highlighted an issue with spending a long time on 
uncomfortable chairs in the Clinical Decision Unit (CDU) in A&E; this has been passed by 
the Deputy Chief Nurse to the Matron in that area to resolve. 

1.3 We continue to hear from parents who are dissatisfied with CAMHS Services there has also 
been an example on social media and continue to offer parents opportunities to identify 
specific issues and work with us and the provider to address these. It should be noted that 
despite this, many parents for various reasons choose not to come forward with the 
additional information that would enable us to address specific issues.  However, these 
issues have been passed to contract leads, and the CCG engagement lead continues to 
work with contracting and commissioning officers to ensure that the issues raised by 
parents  will be discussed with providers and will inform future commissioning. 

2. FRIENDS AND FAMILY TEST (FFT) 

As the roll out of FFT continues, from this month, reporting may change, and note exceptions, 
concerns, and highlight good practice. 

 Apr 14 May 14 Jun 14 Jul 14 August  14 

Response rate A&E 22% 21% 20% 16% 21% 

NPS A&E 60 55 59 68 74 

Response rate -inpatients 28% 28.4% 32.76% 31.88% 28% 

NPS - inpatients 76 72 76 70 70 

Maternity – response rate 33% 34.7% 33% 33.2% 30.5% 

Maternity NPS 81 75 85 80 82 

Outpatients 
Responses   73% 68.3% 484 

(actual no.) 

NPS  67 74 79 

Day Cases 
Responses   62.7% 58.6% 496 

(actual no.) 

NPS  83 82 84 

Community services – 
Informal/ indicative  data only 

Responses    1048 
(actual no.) 

NPS    75 

 Community matrons, district nursing and dermatology and some day-cases are live as pilot 
areas, all have good response rates and feedback 

 The following will go live in October 2014; Diabetes & Endocrinology; Gastroenterology 
Haematology; General Medicine; Respiratory; General medicine; Rheumatology; Fracture, 
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Cardiology; Podiatry, Orthopaedic triage; Children’ clinics; Gynaecology; Genito Urinary 
Medicine; Health visitors 

 The following will go live Dec 2014; Primary Ear Care; Care Homes Team; Continence; 
Phlebotomy; Diabetes service; Falls and Fracture; Contraception and Sexual Health; Children’s 
Physio, Speech and Language Team and Occupational Therapy; Community Dental Service: 
Dietetics; Adult Speech and Language; Occupational Therapy; Domiciliary Therapy; Equipment 
Service; Wheelchair Service; Consultant Physicians.  

 Mental Health (RDaSH) have amended  their existing ‘your opinion counts’ leaflet to meet FFT 
criteria, will ensure that this is available in all locations during October, and are considering other 
mechanisms to generate activity and to highlight the test. 

 There is a regional launch event regarding the roll out Oct 9th organised by NHSE 

 NHSE will attend the PPG meeting in December to consider roll out to primary care by April 2015 

3. PARTICIPATION GROUPS NETWORK  

The meeting was held on 3rd September; with the whole meeting dedicated to mental health issues.  

Main themes and actions emerging. 

The meeting planned for Dec 2014 will consider the roll out of FFT to primary care, other agenda 
items to be agreed 

4. OTHER WORK AND CONTACTS 

 Draft Internal Audit report on engagement has been received, offering significant assurance with 
some areas that could be improvement and strengthened;  

o Resolve issues with information on events being accessible through the website 
(resolved) 

o PPE structure, now and in the future. It is noted that the current structure is not exactly as 
described in the Constitution; the latter refers to a Stakeholder forum.   

o Resilience, oversight and succession planning – the report notes that a structure to 
overview and provide assurance in terms of engagement would strengthen engagement 
for the organisation 

An options appraisal is being collated to consider the latter two points. It will also feed into the 
development of a joint communications and engagement strategy for 2015, and highlight 
innovative and stretching mechanisms for engagement in the future. 

 Two mental health related focus groups being planned for October  (dementia and depression) 

 Case management focus group is planned for October 

 The survey on experiences of case management will close at the end of September and a report 
will be produced, and used to inform the focus group 

 A survey on commissioning priorities to go out in September is being planned 

 Road show on the emergency centre development at the Community Health Centre 

 Work completed to develop a stakeholder management resource 

 Attendance and input to police led sessions to consider issues raised by the Roma Slovak 
community, specifically around drugs – no specific actions for the CCG at this stage. 
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