NHS

Royal Devon

University Healthcare
NHS Foundation Trust

Friends & family test surveys

Reference Number: RDF2844-24
Date of Response: 07/10/24

Further to your Freedom of Information Act request, please find the Trust's
response(s) below:

| would be most grateful if you could provide me, under the Freedom of Information
Act, details in respect to your contract for Friends and Family Test Surveys.

1.Are you using a 3rd party providers platform to manage the FFT surveys, please
provide the name?
No. We do not use a 3 party provider to manage the FFT surveys.

2.Actual spend on this contract/framework (and any sub lots), from the Start of the
contract to the current date with costs per annum?
N/A

3.0riginal Start date of the contract?
N/A

4. Expiry date of the original contract?
N/A

5. Is there an extension clause in the framework(s)/contract(s) and, if so, what are
the duration of the extensions and what stage of extensions are you currently
on?

N/A

6. Has a decision been made yet on whether the framework(s)/contract(s) are being
either extended or renewed and to what period?
N/A

7. The pay bands of staff and Whole Time Equivalents directly responsible for the
management of the Friends and Family Test?
The collation of results and quantitative data submission to NHS England sits
with the Patient Experience Team. This includes 1xB7, 1xB5, 1xB3, 1xB2(0.6
Whole Time Equivalent). The analysis of FFT qualitative data including themes
and service improvements is completed by services and ward management.

8. Please advise on all the methods of collecting feedback used : ( For example,
online survey,telephone survey, sms, paper forms)?
FFT is not our only method to collect feedback. The Trust has subscribed to Care
Opinion which allows service users to leave feedback via the website, freephone,
freepost, QR code and SMS in some teams. FFT scores can be included within
Care Opinion feedback submissions. Additionally, we collect positive feedback
(compliments received) via Datix (our internal NHS reporting system).
Compliments are reported on a monthly basis.
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We are aware that other teams within the Trust outside of the Patient Experience
team collect feedback to provide assurance and support service improvements.
This includes the tailored surveys and engagement via Patient groups, the

Communication team, the Audit team, the Transformation team and directly via
wards and services.

9.Name & Job Title of the senior officer (outside of procurement) responsible for
this contract?

N/A
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