On December 1st 2014 all GP Practices in England started to collect feedback from their patients using The Friends & Family Test (F&FT) – based upon a “single standard question” that following the Francis Inquiry into the Mid Staff’s Hospital disaster has already been in use in hospitals for about three years.  
Here is the standard question, together with the 5 possible answers, plus a “don’t know” option:
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Please tell us why you selected the above response





Patients are prompted to respond to the questionnaire after each visit.
Whilst the scores are reportable each month to NHS England, there is an opportunity to use the feedback more proactively – both in real time, and between meetings – to prompt helpfully focused improvement, and to enhance safety. Sunnyside practice in Clevedon is also trialling the same approach. The two practices will report the results of their pilot to all other N. Somerset practices later this year.  The diagram below shows how the outliers are identified in real time. Flags result in a conversation between the PM and the PPG member responsible about what action it may be sensible to take (if any).
	[image: image2.emf]15/12/2014 23/12/2014 07/01/2015 20/01/2015 28/01/2015 23/02/2015 26/02/2015 09/03/2015 24/03/2015 09/04/2015

patient order

1.00

2.00

3.00

4.00

5.00

FFT Score PORTISHEAD - ALL DATA



BaseLine 1.20.010

1 1

1

1 1

1

444444444 1

4444444444




Here is an analysis of the comments made by our patients so far. In our next PPG meeting we will see if and how the comments have changed when compared with these results. 
Just one note of caution:  the Response Rate is currently very low (less than 1%) and so far responses have been overly weighted towards the older age groups.                  Our PPG may have suggestions on how the Response Rate can be increased to nearer the 20% now achieved in hospitals?
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There were just 12/102 comments which were negative – 6 of which related to appointments not running to time and/or the need to offer patients an explanation. 
Should this prompt action e.g. a PPG Subgroup could be set-up to evaluate and propose an improvement to be trialled?
