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Enabling service users to choose how to 
give feedback on their care 

Friends and Family Test

Footprints – teaching and learning tool

Providing opportunities to give feedback in a 
way which the service user is comfortable with 

- in a venue and service specific way, 
anonymously or identifiably, using self-filmed 

video footage and voice-recording 



The NHS national patient survey programme was extended to 

maternity services in 2007 and has historically been completed by 

providers every three years, although this was brought forward by 

one year for the 2015 survey (Care Quality Commission 2015b). 

The 2015 survey was completed by more than 20,000 people, 

representing a response rate of 41 per cent. 

The Friends and Family Test was rolled out to maternity services in 

October 2013. Providers are required to seek views from women at 

four ‘touch-points’ on the patient pathway: 

antenatal care 

care at birth 

care on the postnatal ward 

postnatal community care. 

Collecting feedback in maternity services 

https://www.kingsfund.org.uk/sites/files/kf/field/field_publicatio

n_file/User_feedback_maternity_Kings_Fund_Oct_2016.pdf

https://www.kingsfund.org.uk/sites/files/kf/field/field_publication_file/User_feedback_maternity_Kings_Fund_Oct_2016.pdf




Enabling service users to choose how to give feedback on their 
care 

Friends and Family Test
Maternity Responses Summary

Positive responses over 90%; Response rate over 15%



Footprints project 



Film refection's our next steps



This is our aim

The best-performing organisations described using various methods and 
have adopted a number of direct tools. By enabling organisations to target 

particular user groups or issues, these methods are key in helping to ensure 
that feedback is as representative and actionable as possible. 

They adopt a multi-method approach, including a range of direct methods. 
Evidence shows that combining a range of approaches that capture the 

views of different women, at different times and in different formats, offers 
providers of maternity services the fullest picture of the experience of their 

service users (LaVela and Gallan 2014). Triangulating the data generated 
from each of the tools used (quantitative and qualitative information) helps 
organisations to identify areas of convergence and offers some insight into 

the reasons behind them. 


