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	Approved Contractor Information


	Organisation name/s
	Quality Health Ltd

	Organisation/s website address
	www.quality-health.co.uk 

	Area of the framework awarded
	Quantitative

	Costs (excl. VAT)
	

	Quantitative Survey 

Total costs for a 50 question questionnaire with 3 reminders being sent to 1,000 patients.   
	£4,044.70

	Organisation/s overview
	Quality Health runs the PROMs (Patient Reported Outcome Measures) national surveys for the Department of Health working with Northgate Information Solutions in every NHS Trust and independent provider in England. We also run patient and staff surveys under the Healthcare Commission’s National Patient Survey and National Staff Survey Programmes for England, currently working with 320 NHS Trusts in England. We are the largest provider of surveys to the NHS. We also undertake survey work in Northern Ireland and Wales, and have done so extensively in Scotland.

We undertake qualitative and improvement work for Trusts linked to the output from the national surveys, and separately under specific contract. This work can be summarised as process analysis and quality improvement work. We have undertaken major qualitative and improvement works in England, Wales, Scotland and Northern Ireland.

	Professional codes of practice /accreditations
	We are ISO 9001 certified, and are currently undergoing certification with QMS for ISO 27001.

	Examples of previous relevant research or improvement work (max 2 per areas of framework awarded – except in the case of a consortium)
	Have just completed surveys of 42,000 hospital inpatients across 43 acute Hospital Trusts in England, on behalf of the Healthcare Commission and individual Trusts. 
We surveyed 60,000 Mental Health Service Users on CPA for Trusts covering 84% of the Mental Health Services in England, on behalf of the Healthcare Commission and individual Trusts. Survey programme ran from January to May 2008. This programme is just about to be undertaken again with an increased number of Trusts.


	Organisations capacity to undertake work
	Quality Health has the capacity to undertake large volumes of work on multiple surveys. We are currently running the PROMs surveys, the English National Inpatient and National Staff Surveys and a number of smaller bespoke surveys for Trusts and other clients with a total send out of more than 350,000. 

	Your organisations Quality Assurance procedure (if a consortium please supply one QA procedure)
	Quality Health implements a robust quality assurance system which covers the handling of data in the Company, our contact with clients and respondents, the documents we produce for clients, data feed to Survey Centres and clients, and all processes that feed the output of the Company. We rigorously abide by the Data Protection Act and the data protection principles and ensure that all our staff are aware of their obligations under the Act. 

Quality policy is embedded in the organisation, and detailed operational quality implementation is set out overleaf. We are ISO 9001 certified, and currently undergoing certification with QMS for ISO 27001.
To meet these commitments we ensure that: 

· All staff are trained to comply with standards for data handling and contact with both clients and patients / service users.

· Our database is protected and secure; all data is checked and verified; and the functionality of the database is broad enough to meet all the needs of our clients for data analysis.

· Sample information is kept secure and entirely separate from results data to ensure no breach of personal data security.

· The survey send out process is robust and that there is no mismatching between questionnaire codes and patient / service user codes.

· All results data coded manually is double entered to ensure maximum accuracy.

· All results data is checked to ensure that there are no out of range entries; no duplicates; no blank entries; and no ineligible entries. All entries will also be checked for mismatches between sample and respondent information where this is applicable.
Contact with patients / service users by staff through the helpline is monitored and regularly checked to ensure that all calls are dealt with sympathetically, politely, fully and in confidence.

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

	Fire
	Extremely low risk: located in new purpose-built building. All electrical items PAT tested regularly; fire drills held and fire equipment monitored. 

	Flood
	Extremely low risk: on high ground with no local water sources. Disaster recovery and backup facilities in place.

	Loss of Utilities
	Low risk. Alternative power supplies available.

	Health and Safety
	Low risk. Relevant staff given manual handling training, and regular training on equipment usage. Health and Safety officer in post undertaking regular risk assessments. 

	Access to facility
	Low risk: location secured and protected by CCTV, alarms, swipe care entry etc in low crime area. Disaster recovery and backup facilities in place.

	Data Security
	Low risk: location secured and protected by CCTV, alarms, swipe care entry etc in low crime area. All data encrypted and password protected. No data taken off site. Disaster recovery and backup facilities in place.

	Loss of electronic data
	Low risk. Disaster recovery and backup facilities in place.

	Postal strike
	Low risk but high impact. Very little can be done to mitigate this save to extend fieldwork period if disruption is widespread.

	Additional ethical approval e.g. children
	Not required under existing national programmes

	Low response rates / Low recruitment levels
	Response rates vary according to the demographic characteristics of the local NHS population being surveyed, and by the type of survey. Quality Health’s response rates are higher than the norm and we keep open fieldwork periods until the morning of submission.

	Upset and distress of participants
	Low risk. Process used extensively with little complaint in England throughout NHS. QH Staff trained to deal with participants on help line which is run in-house and to pass complaints or problem calls to managers. 

	Name of key contact person
	Hannah Murden, Project Lead

	Key contact persons contact details
	Quality Health, Sutton Manor, Palterton Lane,           Sutton Scarsdale, Chesterfield S44 5UT  
Hannah.murden@quality-health.co.uk
Tel: 01246 856263   Fax: 01246 855644
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