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In 2014, this large NHS community services trust needed not only to collect the Friends & Family test across its 
services, but also wanted to improve their engagement with patients.  They used the COM-Q service from 
CoMetrica to plan a comprehensive active measurement programme using multiple methods of collection. This 
included data-driven automated surveys to capture feedback by email, SMS text and paper as well as more 
conventional in-service collection via tablets, paper forms and on-line links. 
 
Through the measurement programme, the trust asked patients if they would like to find out more about the 
Trust or become more involved, perhaps by telling their story.  Over the past 12 months, 800 patients asked to 
be more involved and 1300 asked for more information about the trust.  Using the contact details patients 
securely provided, the Trust was able to build up a database of patients they could invite to engagement events 
and use the feedback from those events to plan service improvements. 

 
 
 

Measuring patient experience and outcomes is more than just collecting the 
NHS Friends & Family test, it is about using those results and the feedback 
from other questions to make a difference.  The following summary case 
study illustrates where a health care organisation has used the COM-Q 
service to measure experience & outcomes to help improve their services 
and engagement with patients. 
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Patient Experience & Outcomes 
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Some organisations 
already using COM-Q 
to collect to measure 

patient experience 
and the FFT 

Gloucestershire Care Services 
NHS Trust 

Royal Cornwall Hospitals NHS 
Trust (Staff FFT) 

Sussex MSK Partnership East 

HCA Hospitals 

Nutricia Enteral Feeding 
Services for the NHS 

RSL Steeper  Prosthetics & 
Orthotic Services to the NHS 

Sussex MSK Partnership 
Central 

Engaging with                                        
patients 
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Setting and monitoring common standards of care 
 

Gloucestershire Care Services NHS Trust uses 
a common set of core questions across all 
services to set and monitor core standards of 
care. In addition, the Trust uses the flexibility 
of the COM-Q service to add service and 
pathway specific questions pertinent to 
individual patients.  
 

By measuring at standardised census points a 
continuous comprehensive view of patient 
experience is available on a weekly and 
monthly basis including the results of the NHS 
Friends & Family test.   
 

This automated reporting includes daily 
ALERT reports where  specified negative 
keywords have been used in patient 
comments or multiple low scores have been 
recorded. This allows services to act quickly 
to investigate and resolve any issues.   
 

An example of change from this feedback was the re-design of an on-line physiotherapy self-referral form for 
patients to ensure they had choice of where to be seen with the lowest wait times. 
 

Listening to all patients 
The Trust has developed pictorial based Easy Read surveys aimed at self completion by children and patients 
with learning disabilities.  The COM-Q service has allowed these to be collected both on paper and on-line and 
incorporate the simpler variation of the NHS FFT question suggested by NHS England. 
By having a data driven survey programme in areas such as Minor Injuries and Sexual Health, the Trust can see 
the true coverage and response rates by demographic and can consider if alternative collection means would be 
more representative. 
 

Engaging staff in feedback 
Having core standard results and 
anonymous patient comments 
automatically emailed to managers of  
departments, services and wards every 
week allows them to discuss their 
feedback and results with their staff on 
a regular basis.   
 

Discussing at a weekly team briefing 
“What patients said about us and scored 
us last week”  has helped engage front 
line staff in improvements in care as it is 
perceived by their own patients. 
 

A word cloud report generated from comments for one service 
 

To find out more about the COM-Q service, contact Stuart.Mathieson@CoMetrica.co.uk or call 
on 07973 212306 
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