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	Approved Contractor Information


	Organisation name/s
	Patient Perspective

	Organisation/s website address
	www.patientperspective.org 

	Area of the framework awarded
	Quantitative

	Costs (excl. VAT)
	

	Quantitative Survey 

Total costs for a 60 question questionnaire with 3 reminders being sent to 1,000 patients.   
	£1,912


	Organisation/s overview
	Patient Perspective work with patients and staff in the NHS and independent healthcare sector to help improve healthcare through the patient's eyes.

We carry out surveys by post, telephone, via the web and using handheld PDAs.  We specialise in reliably and accurately reporting surveys results to individual clinical teams - either on a hospital inpatient ward, outpatient clinic or GP Practice. We also carry out surveys that give individual consultants and nurse practitioners reliable feedback from their own patients.

Patient Perspective staff have been carrying out patient surveys in Scotland since 1999. The organisation is an approved survey contractor for the Healthcare Commission National NHS Patient Survey Programme in England and for quantitative surveys in Scotland.

Patient Perspective carry out all survey fieldwork in-house, so sensitive and confidential data is never shared with other organisations. 



	Professional codes of practice /accreditations
	None

	Examples of previous relevant research or improvement work (max 2 per areas of framework awarded – except in the case of a consortium)
	Scotland

In 2008 Patient Perspective undertook a wide range of patient surveys on behalf of NHS Lothian including inpatients, outpatients, emergency, day-surgery, minor injuries and maternity. The organisation carried out surveys on behalf of NHS Lanarkshire in 2008 and 2009. Patient Perspective is currently carrying out an importance study on behalf of the Scottish Government to assess which aspects of their inpatient care were most important to patients.
England

Patient Perspective carried out patient surveys on behalf of 43 NHS Trusts in England in 2008.

	Organisations capacity to undertake work
	As an organisation which solely carries out research with patients and healthcare staff, we have setup the systems and procedures to ensure that additional survey work can be carried out at short notice and well within the capacity of the organisation. As well as small Hospital level surveys we also carry out larger surveys for NHS organisations of up to 80,000 patients and carry out large national surveys.

	Your organisations Quality Assurance procedure (if a consortium please supply one QA procedure)
	Patient Perspective had a detailed QA procedure by which all processes related to survey data, mailing questionnaires, data-entry etc. are documented and followed in detail. Copies are available on request.

	Risk assessment (for consortiums add additional information as appropriate)
	Likelihood / Mitigating Actions

	Fire
	Low risk, our offices have a fire alarm and system.  All our data is backed up and stored on-site in a fire-proof safe and off-site.

	Flood
	Low risk, we have contingency plans to establish an alternative office within one day if necessary.

	Loss of Utilities
	Low risk, we have contingency plans to establish an alternative office within one day if necessary.

	Health and Safety
	Our Health and Safety policy is available on request.

	Access to facility
	Our offices are wheelchair accessible at all times.

	Data Security
	Security of personal data (names and addresses) is a high priority for Patient Perspective.  We stringently adhere to the obligations contained within the Data Protection Act 1998.

All Patient Perspective staff are fully aware of the importance of maintaining confidentiality and the protection of patient confidentiality is written into all staff employment contracts.

Name and address data can be transferred to Patient Perspective via a secure encrypted link.

Name and address data

For every survey carried out by Patient Perspective, name and address data has been provided to the organisation in order that questionnaires can be mailed to patients.  This includes all surveys carried out in Scotland since 2006 and all surveys carried out by Patient Perspective as part of the Healthcare Commission national survey programme in England.

We do not subcontract any processes relating to survey fieldwork, so names and addresses are never shared with outside organisations.

Names and addresses provided to Patient Perspective are stored only on a standalone (not networked) computer. This computer is only accessible by password.  The hard disk containing names and addresses is removed from the computer when it is not in use and locked in a fire-proof safe. 

Data files that include patient names and addresses are stored on the computer as encrypted MS Access Databases. The encryption password is known only to individuals that are authorised to access patient names and addresses. The password is changed each month.

Names and addresses are stored on the computer when the fieldwork period for a survey is open. Once the fieldwork is closed, names and addresses are deleted from the computer.  

Questionnaire response data

Response data from questionnaires are stored on separate computers from the name and address data. The two sources of data are not linked.

Response data does not include names and addresses, only the response data and the Unique Reference Number (URN) related to the patient.

Where patients write their names and addresses on questionnaires or separate letters, these are not recorded at the data-entry stage.

All completed questionnaires and letters are securely shredded once surveys are complete.

At the analysis stage, data is only reported in aggregate form such that individuals could not be identified.

If Trusts request to be sent the raw survey data, the demographic fields ‘age’ and ‘ethnic group’ are aggregated so that individuals cannot be identified.

	Loss of electronic data
	Low risk. All our system data is backed up daily and backups stored on-site in a fire-proof safe and off-site.

	Postal strike
	Medium risk. For local strikes we have contingency plans to allow postal of items from other postal offices. For return postage we also have alternative delivery plans if required. 

	Additional ethical approval e.g. children
	Patient Perspective staff have considerable experience of successfully applying to Ethics Committees in regard to patient surveys.

	Low response rates / Low recruitment levels
	Patient Perspective makes strenuous efforts to maximise response rates.  We use high quality materials and print with colour logos to encourage a good response and address letters to people by name rather than use Dear Patient.  We offer telephone interviews when patients can’t complete paper questionnaires. With every mailing we also include a multi-language information sheet about the survey and offering the help of an interpreter if required.  
As we carry out all of the surveys in-house we are also able to extend the fieldwork as long as possible to allow as many people as possible to respond.

	Upset and distress of participants
	Surveys can cause of distress e.g. when a questionnaire has been sent to someone that recently died. We ensure that all possible checks have been carried out to avoid this from happening and we minimise the gap between receiving patient data and mailing out letters as much as possible.  
We take all of the freephone calls from patients ourselves, rather than subcontracting to a call-centre.  Our staff are all experienced at speaking with upset patients or relatives in a sensitive manner.

	Name of key contact person
	Stephen Bruster or Chris Henderson 

	Key contact persons contact details
	Tel: 01865 205100
stephen.bruster@patientperspective.org
chris.henderson@patientperspective.org



PAGE  
1
v 13 March 2009

