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making patients’ views count




	Approved Contractor Information

	Organisation name
	Picker Institute Europe

	Organisation website address
	www.pickereurope.org

	Area of the framework awarded
	Qualitative / Quantitative / Improvement

	Costs (excl. VAT)
	

	Quantitative Survey
Total costs for a 50 question questionnaire with 3 reminders being sent to 1,000 patients
	£7,348

	Qualitative
	Undertaking work & Supporting NHS Board
	Supporting NHS Boards

	Focus group (including development work)
	£3500
	£5,000

	Depth interview (including development work)
	£1500
	£5,000

	Paired depth interview (including development work) 
	£1500
	£5,000

	A talking mat interview (including development work) 
	£1500
	£5,000

	A discovering interview (including development work) 
	£1500
	£5,000

	A experience based design group
	£10,000
	£5,000

	A case study write up
	£550 per day
	£5,000

	Improvement (day rate)
	£800 per day including travel and overheads

	Organisation overview
	Picker Institute Europe works with patients, professionals and policy makers to promote understanding of the patient's perspective at all levels of healthcare policy and practice.  We undertake a unique combination of research, development and policy activities which together work to make patients' views count.

What we do:

Measurement: researching and evaluating patients experience

Improvement: leading initiatives that make improvements happen

Policy: building evidence to inform health policy

	Professional codes of practice /accreditations
	ISO20252,  Market Research Society’s Code of Conduct


	Examples of previous relevant research or improvement work (max 2 per areas of framework awarded)
	Quantitative:  

1.) National NHS Inpatient Survey 2008 in England.  As an approved survey contractor we are working with 80 trusts helping them with all aspects of the survey process, ie managing mailing processes, data analysis, writing reports with benchmarking information and on site presentation and interpretation of results providing reliable benchmarking, analysis, trust level reports and presentations.

2.)  GP Patient Survey 2002, 2003, 2005, 2008 Primary Care Trusts.  The Picker Institute has been commissioned by the Healthcare Commission to run the PCT Survey Co-ordination Centre for the Local Health Services Survey and in its role as an approved contractor, we were the largest operator, with one in two PCTs using our services.

Qualitative: 

1.)  South Staffordshire Primary Care Trust We have assisted the PCT with the implementation of a Local Health Trainers programme.  A mixed method study, using focus groups to explore the views and expectations of people who are likely to use the service, along with depth interviews with referrers and staff.  

2.)  Safety in maternity care – study funded by the King’s Fund,  Depth interviews with 31 women who had given birth within the previous three months with particular reference to the experiences of women from minority ethic groups, recent immigrants, young mothers and disadvantaged social backgrounds.  
Quality improvement: 

1.)  Action Planning Workshops 

In order to support healthcare organisations in translating their survey results into service improvements we have run action planning workshops for the national NHS Emergency Care and Maternity surveys in 2008.  

2.)  The Picker Institute Good Practice Database .  An online resource to foster the sharing of good practice.  The featured examples are designed to be both practical and easy to implement.

	Organisations capacity to undertake work
	25 members of staff, plus consultants and subcontractors for specialist areas of work.

	Your organisations Quality Assurance procedure
	The Picker Institute follows the quality assurance procedures set out under ISO20252.  The Picker Institute is registered under the  Data Protection Act 1998 (registration Z4942556) and complies with its requirements 

	Risk assessment
	Likelihood / Mitigating Actions

	Fire
	Low risk/ Operate from a secure tenanted building or have trained fire wardens in place with fully integrated fire alarm system backed up by regular fire drills.

	Flood
	Low risk/ We operate from the second floor office located in flood free area

	Loss of Utilities
	Low risk/ Building is fully compliant with Disability Access regulations, is next to highway and within 400 metres of the national rail network.

	Health and Safety
	Low risk/ In-house H&S officer and committee in place and registered with the local Environmental Health Agency. All workstations independently assessed and all portable electrical appliances independently tested.

	Access to facility
	Low risk/.Relocate office

	Data Security
	Low risk/All transfer of records are done through a secure FTP.  Patient records (names & addresses) are not on any networked computer or taken outside of the office.

	Loss of electronic data
	Low risk/ Back up of survey data (not patient records) is conducted daily and held on a server system that is off-site.

	Postal strike
	Low risk/We monitor delivery date of packs to each Board against receipt of questionnaires to ensure they have been despatched inline with the agreed timetable.  If there is a strike we will look to see if there is an impact on the response rate and adjust the timetable to take account of the situation.

	Additional ethical approval e.g. children
	Picker Institute staff have considerable experience of working with LRECs and MRECS to gain approval of research studies.  We are familiar with the issues that are of concern to ethics committees and are experienced in addressing queries.  We will be happy to advise or participate, if required in any LREC applications for commissioned projects.

	Low response rates / Low recruitment levels
	Response rates are calculated and circulated on a daily basis. This ensures that any problems can be addressed at an early stage of the project.

	Upset and distress of participants
	The covering letters and all questionnaires stress that participation is voluntary.  We offer a freephone helpline for patients to ring if they have any concerns,  Our staff answering helpline calls are trained and highly experience in responding to concerns of callers.  We agree a protocol with the healthcare organisation should the caller wish to talk to someone about a clinical matter or make a complaint. 

	Name of key contact person
	Dianna McDonald (Survey Team Manager)

	Key contact persons contact details
	Tel. 01865 208131 
Email.  dianna.mcdonald@pickereurope.ac.uk
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