
 STOP PRESS! 
Happy tenth Anniversary to Patient Perspective!

Over 2 million patients surveyed – 
 that’s 2 million improvement opportunities in healthcare!

Annual Report 2015-16



It’s been another busy and productive year for the whole team at Patient 
Perspective and we have been interested to see how many Trusts have extended 
their survey programmes, building on the work of the National Patient Survey 
Programme to extend sample sizes, enabling ward level reporting, running 
consultant level surveys to support internal as well as external benchmarking 
and professional practice development and asking for coding and thematic 
analysis of patient written comments to bring alive the statistical analysis 
provided in survey reports. 

We have been delighted with the feedback on our new look reports and service 
improvement workshops and continue to develop other services which we 
believe give added value to all our customers. Many thanks for your custom last 
year and we look forward to continuing to support you in 2016-17.

• We have also made new relationships this year, being 
awarded contracts with York Teaching Hospitals, 
Yorkshire Ambulance Service, Bradford Teaching 
Hospitals, Stoke on Trent Social Services and new 
customers in the independent sector – we look 
forward to a long and productive collaboration with 
our new customers

• We have been really pleased with the positive 
feedback about our new and improved reporting 
systems and designs of reports 

• We have expanded our service to customers of FFT 
surveys including developing new technologies 
to capture real-time feedback (eg SMS surveys), 
new bespoke reports and ward level results poster 
designs, as well as staff 
FFT surveys

• We have developed 
consultant level surveys 
enabling comparison of 
patient feedback on care 
provided by individual 
clinicians across 
specialties/the whole 
organisation 

• We have been developing our partnership working 
with CRT. CRT complement our work as they 
specialise in formats of surveys that we rarely use - 
kiosk, tablet, online, mobile and telephone. 

• We are delighted to 
have been reappointed 
as an approved survey 
contractor by the Care 
Quality Commission –  
10 years now

• Congratulations and 
special thanks to Chris 
Henderson, Steve’s first employee upon setting up 
the company. Chris will this year have been working 
for Patient Perspective alongside Steve for 10 years. 
His hard work, skill and dedication is well known 
to us and has been recognised by many of our 
customers in their positive feedback over the years

• We pride ourselves on building and maintaining 
positive and collaborative working relationships with 
our customers and it shows:

• We’ve now been working with 6 of our 
customers for over 10 years

• We are into the 9th year of large scale surveys  
at Northumbria Healthcare, making a 
measurable improvement to the patient 
experience across the organisation

• We are into the 6th year of large scale surveys at 
University Hospitals Bristol and North Cumbria 

– we truly believe this is because we ‘practice what 
we preach’ and demonstrate our values every day – 
Expertise and quality, Personalised and responsive 
customer service, Value for money 

CONTACT STEVE BRUSTER FOR A DISCUSSION ABOUT HOW WE CAN BEST HELP YOU

call 01865 205100 or email him at surveys@patientperspective.org

2015-16 Highlights

Steve Bruster, Chief Executive Officer

10
YEARS



What customers say about working with us

Why I love working for Patient Perspective 

“I enjoy that no day is ever the same. There are many 
different types of work and the variations keep you on 
your toes. I love testing our surveys – trying to poke 
holes in things and coming up with new ways to 
ensure that all data is accurate and reliable.

Ultimately, the job is all about producing valid and 
reliable data that our customers can trust. So I’m 
always vigilant to look for ways of improving our 
testing processes so that Trusts or services get the 
exact experience of patients or respondents”

Luke Frost, Senior Administrator.

Providing a personalised, flexible and responsive service to our customers is highly 
important to us. We are proud to support your efforts to improve services for patients. 
We asked customers “From your experience of working with us, what was particularly 
good about the service?” Here are a few responses:

We have attained and maintained the 
following accreditations: 

• CQC approval to run the National Patient 
Surveys in England (maintained since 2006)

• NHS Information Governance Toolkit 
(maintained since 2012) 

• ISO 9001 Quality Management (maintained 
since 2013)

• ISO 27001 Information Security Management 
(maintained since 2013)

CONTACT STEVE BRUSTER FOR A DISCUSSION ABOUT HOW WE CAN BEST HELP YOU

call 01865 205100 or email him at surveys@patientperspective.org

“Having worked  
with you for a 

number of years 
we feel confident 

knowing our 
surveys are handled 

efficiently and 
professionally.” “Communication 

is easy, always kept 
informed. Receive 
quick responses 

to queries”

“Approachable  
staff / quick response 
to queries, reminders 

to ensure we meet 
timescales. Listens to 

suggestions and provides 
bespoke feedback  

when needed.”

“Personal , 
friendly service, 

willingness 
to help with 

queries”

Coming shortly, our new report generator will allow 
customers to see results in real time and download 
high quality reports and presentations. The system 
should be ready in May 2016 and we will ask 
customers to help us develop the system by telling 
us which additional reports they would like.

Watch this space

The National Patient Experience 
Survey Programme continues 
this year with inpatient, A&E and 
children and young person’s 
surveys and a community mental 
health survey planned for 2017.



Value for 
money

Personalised 
and responsive 

customer 
service

Expertise
and quality

Our values 

CONTACT STEVE BRUSTER FOR A DISCUSSION ABOUT HOW WE CAN BEST HELP YOU

call 01865 205100 or email him at surveys@patientperspective.org

A recognised expert in patient experience 
surveys, Patient Perspective Ltd is a nationally 
approved survey contractor.

We are an approved contractor 
for both the Care Quality 
Commission National Patient 
Survey Programme in England 
and the Scottish Government 
Better Together survey 
programme.

We are experts in carrying out patient 
experience surveys using proven methods tailor 
made to meet your needs.

We design and run postal, 
telephone and web-based 
surveys, hold focus groups and 
face-to-face interviews to help 
you gather patients’ perspectives 
on their experiences of care.

We use scientifically rigorous methods which 
deliver statistically reliable results.

Patients are enabled to say  
what matters to them and 
staff can be confident they 
have reliable and meaningful 
information.

We are specialists in reliably and accurately 
reporting patient experience survey results to 
services, teams or individuals.

We provide high quality 
information to help healthcare 
teams improve the services 
and care they provide and to 
help individual clinicians in 
their professional practice and 
development.

We help you take action to improve services 
based upon what patients and their families tell 
you about their healthcare experiences.

We can advise you on quality 
improvement approaches and 
help you design and facilitate 
quality improvement activities 
such as workshops to turn your 
patient experience feedback into 
improvement actions.

We offer a personalised, responsive service 
focused on your needs.

Our considerable experience 
and expertise means that we 
can make the same ‘quality 
commitment’ to each of our 
customers: a personalised 
relationship, a tailor made service, 
a focus on quality.

We offer a range of support options that can be fully tailored to meet your specific requirements

In our most recent customer survey, 

of our customers rated the 
service they received from  
us as “Excellent”.

“We have worked 
with Patient Perspective 

since 2007/8 and 
we have had a very 

personalised, efficient 
and professional service 

throughout.”

NHS 
Trust

100%


