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Background Information: The Friends and Family test forms a part of the Commissioning for Quality and Innovation (CQUIN) framework for 2013/14 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. 

To achieve the Patient Experience CQUIN for 2013/2014, the Trust is required to achieve a baseline response rate of at least 15% in Q1 and by Q4 a response 

rate that is both (a) higher than the response rate for Q1 (a response rate of 20.54 was achieved) and (b) 20% or over. A single response rate for each provider 

will be calculated by combining the response rates from the A&E and acute inpatient areas.  The position for December (i.e. part of Q3) is 19.94% and therefore 

the target is being achieved.  

Not included Don’t know

DetractorsNeither Likely nor Unlikely

Unlikely

Extremely Unlikely

PassivesLikely

PromotersExtremely Likely

Classification of RespondentsResponse Categories

Where is the Trust currently asking the FFT? In line with national policy, to date, the Trust has rolled out FFT to In-patients, A&E Attendees (i.e. patients 

who attended A&E but who were not admitted) and to Maternity Services Users. 

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? The scores are calculated by analysing responses and categorising them into promoters, detractors and neutral (passive) 

responses. The proportion of responses that are promoters and the proportion that are detractors are calculated and the proportion of detractors is 

then subtracted from the proportion of promoters to prove an overall ‘net promoter’ score.

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



Friends and Family Test – Inpatient & A&E

In-Patients & A&E Attendees have to be asked the FFT on discharge (from ward or department) or 48 hours post discharge

Ward position
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A&E position



Friends and Family Test- Maternity
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Women are surveyed at three touch points:

i. Antenatal care (question 1) – to be surveyed at or around 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)



Friends and Family Test- Trend Analysis
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If you require any further information about the Friends and Family Test at UHCW NHS Trust, please contact Julia Flay, Patient Involvement Facilitator:

E: julia.flay@uhcw.nhs.uk

T: 024 7696 5186 

Submit Month AE Score AE Coverage (%) IP Score IP Coverage (%)

Apr 22.28 23.05 61.67 22.24

May 35.41 20.76 56.84 17.38

Jun 50.55 16.01 60.78 25.3

Jul 49.16 15.19 59.1 27.54

Aug 51.75 17.08 66.76 24.03

Sep 51.99 17.79 66.76 25.45

Oct 50.55 17.36 66.2 28.88

Nov 57.57 17.7 63.46 24.28

Dec 62.8 18.35 62.05 23.03

General Notes re FFT – December 2013

Increase in A&E Score: 

The A&E score has seen a month on month 

improvement since July 2013 with December 2013 

recording its highest score to date. The Trust’s 

local ‘Impressions’ information also reports 

patients having a increased satisfaction with the 

Emergency Department (ED). There has not been a 

study conducted yet, however the Getting 

Emergency Care Programme that started in 

Sept/Oct 2013 has been cited as the main reason 

for this improvement, with more patients being 

seen and treated in 4 hours.

Maternity Response rate: In line with national 

guidance, the Trust is striving to achieve a 15% at 

each touch point. The FFT Implementation Team 

has met with representatives from Women’s and 

Children's, namely the Associate Director of 

Nursing, and the Modern Matron who have  been 

tasked to complete an action plan to ensure the 

15% response rate is met going forward. A  weekly 

target has been set within the team. The CQUIN 

for 2013/14 was to roll out FFT to Maternity 

services which UHCW has completed and there is 

no financial risk for non  achievement of the 

response rate this year.


