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• Together for Health

− 5 year vision for the NHS in Wales 

• Listening and Learning from Feedback

− 2015 updated following ‘Trusted to Care’ and 

‘Using the Gift of Complaints’

− 2013 Framework for Assuring Service User 

Experience set the foundation for the above 

2015 Framework



The Framework

• Real time - short surveys

• Retrospective – postal surveys

• Proactive/Reactive – permanent and 

temporary surveys

• Balancing – patient stories



Reporting Feedback

� Real time

� Ward to board

� Weekly Friends & Family 
Test

� Direct staff access to 
system 

� Instant triggers on ‘buzz 
words’ & contact details 

� Comparable data

� Transparency

− Ward/clinic 
information boards

� Internet

− ‘You said ...We Did...’

− Hospital reports



Surveys

Within the Health Board the two main patient

experience surveys used are:

1. Friends and Family Test

2. Patient Experience Survey 



Paper     and     Online

1st April 2015 - 31st January 2016

16,964

1st April 2015 - 31st January 2016

10,558



Measuring

• Friends and Family Test

• weekly reporting

• easy to read reports displayed in clinical areas

• Patient Experience Survey

• monthly reporting

• reports sent to delivery unit senior teams



Ward Report



Board Report



You Said We Did



Thank you for listening


