
 

 

 

Monitoring Reviews and Social Media Feedback with PEP 

Rated ‘Requires Improvement’ by the regulator - Care Quality Commission 
(CQC) – in 2016, Gloucestershire Hospitals NHS Foundation Trust began its 
‘Journey to Outstanding’ programme to drive-up quality and improve its rating. 

Part of this strategy was to enhance patient engagement, identifying what could 
be improved by listening to service users, their friends and carers. Since the 
Francis inquiry in 2008 there has been an increased awareness that patient’s 
feedback can identify failings accurately and be used to drive improvement. 

Gloucester had previously participated in a range of patient feedback 
questionnaires but these were slow to produce insights, were often biased, and 
irregular in timing and were not deemed suitable to drive forward their new 
strategy. 

Gloucestershire Hospitals NHS Foundation Trust is one of the largest in 
England. The trust has two large district general hospitals, as well as maternity 
services through a specialist hospital and outpatient services via community 
hospitals throughout Gloucestershire. 

CASE STUDY 

Customer: Gloucestershire   Hospi-
tals NHS Foundation Trust 

No. of beds: 960 

No. of Employees: 8,000 

No. of annual outpatients: 800,000 

No. of patients in A&E: 125,000 

Country: United Kingdom 

Website: www.gloshospitals.nhs.uk 

 

 

 

 

 The Challenge 

Clinicians at Gloucester read the BMJ Quality & Safety publication “Wisdom of 
Patients - Predicting the Quality of Care Using Aggregated Patient Feedback”.  
The paper proved the patient feedback contained in the ‘Patient Experience 
Platform’ (PEP) tool was an accurate predictor of CQC ratings. The authors were 
contacted to explore if this innovation could help them achieve their goal. 

PEP collects, codes, evaluates and aggregates reviews and comments posted 
across social media. Using Facebook, Twitter, NHS Choices, Care Opinion, 
Google and I Want Great Care, millions of comments across the UK produce 
previously untouched unique insights of what patients genuinely think and 
experience in real-time. 

The comments are tagged not just at trust level but by department and against the 
eight internationally recognised Picker Institute quality domains. 

Easy to track and interpret dashboards were provided from ward to board from 
2017 as well as key comments collected that can reinforce and recognise good 
practice and help drive improvement as well as support the trust’s safeguarding 
responsibilities. 
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Monitoring Reviews and Social Media Feedback with PEP 

“I took my daughter in 
yesterday afternoon for an 
abscess which was 
operated on last night. All 
the staff were brilliant, the 
only downside was that 
my daughter didn't get 
given a dinner today & 
although she'd had 
breakfast she was starving 
due to being nil-by-mouth 
from 4.30 pm yesterday.” 

PEP provided an easy to use, cost effective solution that was rapidly deployed and 
helped to drive improvement at the trust.  

“My grandson had a 
tonsillectomy today. I 
cannot thank the 
wonderful staff in 
paediatric recovery and 
the angels on paediatric 
day unit enough. They 
were all so kind and 
compassionate making us 
all feel at ease.” 

“I’ve been trying to 
reschedule an 
appointment with the 
audiology department.  
I’ve made 14 phone calls, 
the line is always 
engaged . I’ve sent two e-
mails and had no 
response . The missed 
appointment will waste a 
valuable slot another 
patient could use, and 
means I will have go to 
the hassle of being 
referred again through my 
GP wasting even more 
NHS resource!” 

“Admitted to the acute 
ward via A&E, and 
stayed there 36 hours 
before discharge. 
Absolutely first class care 
and, as others have said, 
surprisingly good food!” 

Outcomes 

Contact Us 

If you’d like to see how PEP can help you better understand and improve the 
experience your patients then contact us via Enquiries@StaticaResearch.com or 
visit www.StaticaResearch.com 

Some of the highlights included 

• The trust confidently attained a CQC rating of “good” in 2019 as predicted 
by the PEP overall score. 

• Productivity improvements were driven by identifying key issues with the 
feedback and enabled the trust to come out of financial special measures 
(FSM). 

• Complaints fell to less than 30/month in out-patients (trust target). 

• Level and number of patient harm fell or instances of harm identified and 
acted upon to prevent in future. 

• Positive feedback was routinely shared with staff reinforcing good 
behaviours and supporting engagement and retention of staff. 

• Staff engagement increased by utilising and sharing the positive comments. 

• Staff recruitment and retention improved with staff turnover dropping to less 
than 12%. 

• Training was targeted to areas identified as key areas for improvement. 

• Safeguarding concerns were more rapidly identified and acted upon through 
alerts. 


