[image: ]
[bookmark: _Hlk50397656]
Patient survey (PS) guidance

Purpose: to evaluate the pharmacist’s communication and consultation skills from the patient’s perspective 


Introduction

Patient Surveys can be completed in two ways:

1) online through the e-portfolio platform, or 
2) using the word document version.	

You will need to decide how you wish to administer your Patient Surveys in advance. Patients must be able to stay anonymous when giving feedback. Anonymity is automatically guaranteed when using the online form through the e-portfolio. If patients do not have access to a computer, smart phone or the internet, then they can complete the word version of the survey. Consider though how this may impact on the anonymity of the form (e.g. if only 1 or 2 patients can access the survey in a particular format) and use methods to balance this (e.g. ask someone else, like a receptionist or other colleagues, to collate returned forms on your behalf and wait until there are a specified number). 

 

General principles for collecting feedback from patients/service users. 
The following principles have been adapted from the GMC guidance on supporting information for appraisal and revalidation[footnoteRef:1] [1:  https://www.gmc-uk.org/-/media/documents/rt---supporting-information-for-appraisal-and-revalidation---dc5485_pdf-55024594.pdf?la=en&hash=1CA018A10A29AEEA7CDE433E0B901B97DFE96402] 


The purpose of collecting and reflecting on feedback from your patients (or where appropriate their family or carers) is to help you to:
· understand your patients’ experience of the care they receive and your work as a clinician
· demonstrate you are taking account of your patients’ views in developing your practice
· identify areas of strength to build on or maintain, and any changes you can make to improve your practice
· review whether any changes you have made in response to earlier feedback have had a positive impact.

Patient feedback:
· should be from across your whole scope of practice 
· must be sufficient to allow you to effectively reflect on your practice

Patients should be able to: 
· give formal feedback in a way that meets their needs 
· give unsolicited feedback when they have something to say

Patients should be informed of the purpose of the feedback and what it will be used for: 
· Patients should be told; how they can give feedback, what the feedback will be used for, that the feedback will be confidential or anonymous, and that they do not have to take part. 
· It is good practice to tell patients about changes made in light of feedback from patients. This will help them understand the value of giving their feedback and encourage them to take part. This could be done at an individual, team or service level.

You should reflect and, if appropriate, act on the feedback in a timely manner: 
· Reflecting on feedback close to the time when it’s given means results are more likely to remain relevant to your practice and allow you to identify actions to help your professional development. It may also allow you to identify opportunities to improve the quality of care in organisations where you work.
· Your reflection can be across several pieces or types of supporting information and further explored through the discussion at your appraisal, which is documented in the appraisal summary. At formal reviews or appraisals, focus on how the feedback informed your practice, whether the changes you made have helped your professional development, and if there are any further steps to take to develop your practice.


Guidance on completing patient surveys
Feedback should be sought from predetermined groups of patients or service users (e.g. a specified clinic, working day or ward round). Ad hoc selection of people may lead to selection bias and prevent you from collecting robust feedback. 

The request for feedback can be initiated by yourself at the end of your consultation or by an appropriate member of the team (e.g. supervisor, member of reception staff, ward clerk) if they agree to support you. 

Completed surveys must be anonymous and therefore should be returned electronically (via the e-portfolio) or returned to a different team member or appropriate collection area. 

You may wish to arrange to meet your clinical mentor, or other appropriate clinician, to discuss feedback on the patient survey once sufficient responses have been received. If appropriate, they could receive any paper-based surveys before sharing the outcomes with you to support anonymity 

Your Patient Survey reflections and any required action plan should be discussed during the feedback session and recorded on the Patient Survey Reflective form. Your action plan could be adjusted to include these actions. Guidance on how to find and complete the form can be found on page 58 of the e-portfolio user guidance for candidates.


How do send a patient survey electronically through the e-portfolio?

· Detailed guidance on how to send a Patient Survey via the e-portfolio can be found on pages 54-57 of the e-portfolio user guidance for candidates.
· When sending a Patient Survey, please ensure that you ask patients to check their junk mail for the form. The email invitation will be from our e-portfolio platform: noreply@messages.axiadigital.co.uk. The link to the survey will be in the email. 
· Once patients click on the link in the email, they will be redirected to the e-portfolio platform where they can complete the survey. They will not need to register or provide any additional information

How do administer a patient survey using the word template?
	
· Print copies of the Patient Survey form in advance. The word document version can be found here.
· If you need a large print version of the Patient Survey it can be accessed here
· If another person is requesting the feedback on your behalf, leave a supply of survey forms with them and give them clear instructions on the following: 
· Who to give the forms to 
· The importance of receiving the forms back 
· Who they should send the completed forms to  
· Your patients should be informed who they should return the completed survey form to before they leave the premises. N.B. this must not be back to you to maintain anonymity. 
· At the end of each clinic, the completed survey forms should be returned in a sealed envelope either to you or to the named mentor who has agreed to collate the results and provide structured feedback. 
· You can upload the original patient forms onto your e-portfolio using the ‘File Upload’ functionality. We would recommend uploading all Patient Surveys in one file upload and ensure they follow the same naming convention.
· Instructions on how to use the ‘File Upload’ functionality and mapping tool can be found on page 65 of the e-portfolio user guidance for candidates.
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