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Background

Since the beginning of 2015, St Catherine’s has 
implemented a programme of systems that seek 
to obtain the views of our patients and carers. 

Method

Since creating the role of Service User 
Engagement Co-ordinator and introducing the 
Friends and Family Test (FFT), the hospice has 
committed to asking patients: ‘How likely are 
you to recommend our service to friends and 
family?’ Beginning life on the Inpatient Unit, this 
real-time feedback mechanism is now offered  
to patients and carers in Day Hospice, as well  
as out in the community. 

In addition to the FFT, the nationally validated 
‘VOICES’ surveys are sent to bereaved carers, 
seeking their views on the quality of care 
provided to their loved one. 

results

Friends and Family test:
• 500 responses

• 98% of respondents would recommend  
St Catherine’s (as of September 2015)

• User feedback is contributing to the  
review of the current triage system

• Provides recognition of compassion, 
professionalism and quality care.

VoIces:
• 130 returned surveys in 6 months  

(over 30% response rate)

• Less than two thirds of patients died in  
their preferred place

• 100% of carers whose loved one died in  
the hospice felt they died in the right place

• Identified areas for improvement, such  
as communication of expectations around 
death and dying.

outcoMes

Since undertaking both FFT and VOICES,  
the hospice is now more attuned to the  
forever changing needs of patients and carers. 
Patient experience is now as significant as 
clinical effectiveness and patient safety at  
St Catherine’s. 

challenges 

• Getting beyond service users’ gratitude

• Embedding changes that have been identified 
through feedback

• Ensuring a ‘you said, we did’ approach  
and publicising all feedback and changes.
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“Excellent care and wonderful 
staff, but mum was anxious  
in a ward situation, mainly  
due to noise, her blindness  

and lack of privacy.”

relative

“Nurse was excellent, but found 
her hard to contact. She did not 
always ring back so I think the 
phone system does not always 
work as effectively as it could.”

Patient

“Please do encourage the  
clinical teams to ask families  

if they would like to know what  
to expect leading up to death.  
That would have helped me. 
Overall wonderful team of 

fantastic people. Thank you.”

relative
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