
Appendix 7 Research instruments: work
package 3 flash cards for NHS ward staff
using direct quotations from interviews for
work package 2

Change in services 
in response to

patient feedback

Ways of
communicating 

patient experience 

Resources for 
patient experience 

feedback

Understanding 
patient experience 

data

Collecting and using 
patient experience 

feedback

Service user and 
carer involvement
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The national staffing crisis 
makes ‘experience’

feedback difficult to fix 
compared to 

environmental examples 
which are easier to

change

The Friends and Family
Test (FFT) lacks 

qualitative data, but it is
easy and more 

accessible than other
methods

As Friends and Family
Test (FFT) data is 

generally positive, it is not
as useful as

qualitative/complaints 
data 

Environmental factors are 
easier to fix 

Feedback should be a 
loop and not a continuous
process, there should be 
outcomes, end points and 

information that goes
somewhere 

If we concentrate on
building relationships with
service users’ that work

on the ground, we will be 
able to look at ‘how’ 
change is produced 

because service users are 
invested in and care 
about the services 

When asking for 
feedback we need to
consider how well the 
person is and if we are 
giving them a sufficient 
range of ways to feed

back 

If we collect patient
experience feedback on

wards we have a ‘captive
audience’

Staff need to see 
importance/use of doing

something in order to
commit to it and get
survey responses 

Information flows upwards 
and outwards 
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