
Marie Allen – Head of Service User and Carer Experience

FFT and 

Patient 

Insight for 

Improvement



142 Community Integrated 

Health and Adult Social Care 
Teams:

• District nurses 

• Allied Health 
Professionals

• Dental services

• Children's Services

• Social Workers

• Living Independent 
Services

• Sexual Health Services,

• Community Hospitals. 





Governance Process

Internal Assurance

• Trust Board

• Quality and Safety Committee

• Safety and Effectiveness Sub-

Committee

• Divisional Business Meetings

• Operational Team Meetings

External Assurance
• Commissioners Contract Performance 

Review meetings.

• Scrutiny and challenge of monthly and 

quarterly learning from experience 

reports.

• Deep dive on the performance and 

outcomes from service user and carer 

improvement projects.

• Service user and carer Forum.

• Independent Complaints Review Panels

• Service user and carer task and assurance 

groups.



Use feedback to 
design  and implement 
service improvements

The Partnership Trusts Service User & Carer Experience

Feedback cycle

Understand the 
benefits of User 

Experience feedback

Clarify  the purpose 
and the business 

context  for using User 
Feedback

Work with Users and 
staff on methods and 

measurements

Collect data on User 
Experience

Show how the 
feedback has 

transformed the 
service

Evaluate the results 
and  the impact on 

improvements
Analyse feedback to 
provide meaningful 
information on the 
User experience



Methods of Data Collection

http://www.staffordshireandstokeontrent.nhs.uk/Have-

Your-Say/new_page.htm



Trust Wide, Division and Team 

Reporting Dashboards



Service User Friends and Family Test Results

Apr 16 to Dec 16 

The Trust has 

received 22,366 

surveys and is 

achieving an average 

FFT score of 97%
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Carer Friends and Family Test Results

Apr 16 to Dec 16 

The Trust has 

received 5,512 

surveys and is 

achieving an average 

FFT score of 98%
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Feedback from our Service Users and Carers identifying areas were 

we are doing well

Apr 16 to Dec 16

The Trust has 

received 7259 

compliments for our 

health and Adult 

Social Care Teams



Service users and carers monthly suggestions for improvement

Apr 16 to Dec 16. 

The Trust has 

received 649 

suggestions for 

improvements from 

our service user and 

carers,



Learning Actions implemented from our Service users and Carers 

suggestions for improvement.

• Duty of candour  leaflets for service users/carers 
and families.

• Nurse call bell audits. To monitor response times 
within our Community Hospitals.

• Quality visiting Mystery Shopping programme  
to review accessible information in the health 
centre locations.

• A new IT system through a phased approach for 
the scheduling of home visits/ clinic 
appointments.

• Review of appointment letters and patient 
information 

• Opening hours for appointments in Sexual 
Health, Podiatry and Physiotherapy services. 
Extra drop in clinic sessions and a new triage 
process for sexual health  services which is to 
relieve the waiting times for service users 

• Telephone support and guidance to our service 
users in the re-ordering of continence products.

• Health economy  review of the post surgery 
Breast Drainage Pathway and the training  needs 
analysis for district nurses.

• Review of baby changing  and older children 
facilities across the Trust.

• Introduction of  text reminders for patients to 
reduce the number of DNA and waiting times.

• A new reporting handover and communication 
tool for health and adult social care 
professionals to provide clear and concise 
information to our service users and carers.

• Review of the Health Economy Dementia 
Pathway. The introduction of “This is me” care 
plans for our community services. 

• Discussions with Commissioners regarding the 
commissioning intentions and the impact on 
service users and unpaid carers.



Sharing our Learning 

• Service users and Carers attending Trust 

Board.

• Monthly on the Trusts “Have you say” 
website.

• Monthly in the Trusts “The Word” 
communication newsletter.

• Quarterly through the Experience notice 

boards in all health centres, community 

hospitals

• Quarterly through Experience team 

portfolios.

• Social media- SSOTP twitter and face 

book.



Monthly Service User and Carer Team Awards  
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THANK YOU 

Questions and Answers


