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� Large Acute Trust  
inpatient, outpatient, A&E, 
maternity, diagnostic and 
specialist cancer services

� 32 wards

� 5,290 staff

East and North Hertfordshire NHS Trust

Lister Hospital, Stevenage
New QEII Hospital, Welwyn Garden City

Mount Vernon Cancer Centre, 
Northwood Hertford County Hospital,  Hertford



� Core ‘standard’ information developed with patients and staff

� Same …. but different 

� Adapted for each department but consistent style

Key information for patients and visitors



� Meridian system – surveys for inpatients, 
outpatients, A&E, maternity etc.

� Offer - E-surveys on i-Pads, paper surveys, 
freepost cards and text messaging.

� Friends and Family Test survey asks ‘if there 
was one thing we could do to improve your 
experience, what would it be?’

Measuring patient experience



Encouraging patient feedback



� Patient experience Board report 

� Monthly FFT report for inpatients/day case, A&E, 
maternity and outpatients (responses & comments)

� Nursing Quality Indicators

� FFT results displayed in ward/departments & website

Reporting patient experience



Board report



Nursing Quality Indicators

Information by Division/Ward

� Staffing

� Patient safety

� Patient experience



Sharing FFT results

� What is the FFT

� % of patients who would/would not 
recommend this ward

� How many patients responded

� Number of compliments

� Number of complaints



Summary of feedback/ 
actions included in 

Board Report

Acting on feedback

Wards/departments 
update poster each 
month.



Information to be 
displayed outside wards:

� Visitors charter

� Customer care pledges

� Visiting times/protected 
mealtimes

Key information for patients and visitors



Patients also wanted to know:




