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Background Information: The Friends and Family test forms a part of the Commissioning for Quality and Innovation (CQUIN) framework for 2014/15 which 
aims to secure improvements in quality of services and better outcomes for patients.  The test intends to improve the experience of patients in line with 
Domain 4 of the NHS Outcomes Framework. The Friends and Family Test provides timely, granular feedback from patients about their experience.  

 
CQUIN for 2014/2015: To  Achieve the 2014/2015 patient FFT CQUIN indicators, with a total worth of £440,347, the Trust must meet the following indicators: 
 
• Early Implementation of the FFT into Day case and Outpatients by October 2014 – CQUIN value: £155,745 
• Increase in response rate for Inpatients (IP) and A&E patients by March 2015: 

• Q1: response rate for Inpatients of 25% or more and a response rate for A&E of 15% or more  (this was achieved).  Q4 response rate for In-
Patients of 30% or more and a response rate in A&E of 20% or more – CQUIN value: £155, 745 

• Q4: an additional payment will be made if the Inpatient response rate in March 2015 is 40% - CQUIN value: £128, 857 
• Note: Internal stretch targets have been set at: 50% of discharges for each ward per week. 

 
 
 

Response Categories Classification of Respondents 

Extremely Likely 

Likely 

Recommenders 

Neither Likely nor Unlikely 

Unlikely 

Extremely Unlikely 

Don’t know 

Non Recommenders 

Where is the Trust currently asking the FFT?  The FFT at the Trust has been rolled as follows:  
April 2012: In-patients/April 2013: A&E Attendees/October 2013: Maternity Services/Out-patients, Day Case, Paediatrics: October 2014 
  
How are you asking the FFT?  The Trust uses a variety of methods to ask patients the FFT: text, postcards, paper questionnaires and online which includes the 
provision of a QR code. 
 
What is the FFT question: How likely are you to recommend [the name of the service being asked about e.g. ward, A&E etc] to friends and family should they need 
similar care or treatment? 
 
What are the possible responses?  Extremely Likely, Likely, Neither likely nor unlikely, Unlikely, Extremely Unlikely, Don’t know 
 
How is the score worked out? On its introduction at the Trust, the FFT was a net promoter score question.  This changed from 1st October 2014 and results are now 
presented as a percentage of respondents who are classed as recommenders. Patients who respond that they are extremely likely or likely to recommend us are called 

recommenders.  Patients who respond that they are neither likely nor unlikely, unlikely, extremely unlikely or don’t know if they would recommend us are called non 

recommenders. 

 

Below is shown the FFT scores and response rate across at the Trust as well as trend analysis: 



Excellence in patient experience – standard reporting item 
Friends and Family Test – Inpatients March 2015 

Specialty position Ward position 
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Friends and Family Test – A&E March 2015 



Friends and Family Test- Maternity March 2015 
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Women are surveyed at three touch points: 
i. Antenatal care (question 1) – to be surveyed at the 36 week antenatal appointment 
ii. Birth and care on the postnatal ward (questions 2 and 3) – to be surveyed at discharge from the ward/birth unit/following a home 
birth 
iii. Postnatal community care (question 4) – to be surveyed at discharge from the care of the community midwifery team to the care 
of the health visitor/GP (usually at 10 days postnatal) 

The Friends and Family Test (FFT) aims to provide a simple, headline metric which, when combined with follow-up questions, can be 
used across the maternity pathway to drive a culture change of continuous recognition of good practice and potential improvements in 
the quality of the care received by service users. 

The published guidance states an expectation of a 15% overall response rate at each touchpoint. 

There has been an improvement across all touch points since January 2014 and the Maternity Team have worked very hard in promoting 
and encouraging completion of the postcards. There are still improvements to be made in terms of the postnatal return which is still low. 



Friends and Family Test- Trend Analysis March 2015 
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For any queries regarding the Friends and Family Test at UHCW, please 

contact Julia Flay, Patient Experience Manager: julia.flay@uhcw.nhs.uk 


