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Agenda for today

1. Introduction from CQC 

2. 2019 Inpatients Pilot 

3. Timetable and key dates

4. COVID-19 

5. Materials and questionnaire

6. Sampling approach 

7. Accessibility

8. Reporting redevelopment

9. Questions 



Introduction 
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Changes to the Survey Programme

NHS Patient Survey Programme

Ipsos MORI 
(Coordination Centre 

Mixed Methods)

Adult Inpatient 
Survey

Maternity 
Survey

Picker Institute
(Coordination Centre 

Existing Methods)

Children & 
Young People’s 

Survey

Community 
Mental Health 

Survey

Urgent and 
Emergency 
Care Survey



2019 
Inpatients 
Pilot 
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Background

▪ Strategic direction for the NHS Patient Survey Programme sets out CQC’s 

ambitions to create a digital method of survey delivery. 

▪ Ipsos MORI commissioned to advise and transform the NHS Adult Inpatient 

Survey from paper-based to a mixed-mode solution.

▪ A pilot was conducted to analyse feasibility of transitioning the survey to 

push-to-web.

▪ Potential benefits of cost-effectiveness, improved data quality and reduced 

non-response bias. 
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▪ Experimental approach taken – two variants of push-to-web approach tested alongside a control 

group (current mainstage protocol). 

▪ Offers opportunities to complete online, alongside the current postal approach.

▪ Includes SMS reminders.
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Pilot mixed-methods approach

Mailing Control Experiment 1 Experiment 2

M1 (Week 1) Letter with paper questionnaire Letter with URL Letter with URL

SMS1 (+3 days) N/A SMS after M1 SMS after M1

M2 (Week 2) Letter Letter with URL Letter with URL

SMS2 (+3 days) N/A SMS after M2 SMS after M2

M3 (Week 4) Letter with paper questionnaire
Letter with URL and paper 

questionnaire

Letter with URL and paper 

questionnaire

M4 (Week 6) N/A Letter with URL
Letter with URL and paper 

questionnaire

SMS3 (+3 days) N/A SMS after M4 N/A
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Pilot mixed-methods results

Response rate:

42.8% 
Taking part online:

0.0%

Response rate:

42.5%
Taking part online:

60.6%

Response rate:

45.1%
Taking part online:

51.0%

Control

- 3 mailings

- 2 questionnaires

- No URL/SMS

Experiment 1

- 4 mailings 

- 1 questionnaire

- 3 SMS 

Experiment 2

- 4 mailings 

- 2 questionnaires 

- 2 SMS

Analysis also conducted to determine whether trends could be maintained following a move to mixed-

methods. Review of demographic profile and question responses showed consistently more negative 

experiences described by experiment groups.
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Approved Contractors cost variation three – four mailings

Consulted with selection of trusts who requested maintenance of costs

Longer term benefits of switching to online first, increase over time

Plan further piloting to encourage earlier response from patients, and perhaps 

targeting by mode
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Maintain 3 mailings: IP20

Experiment response rate = 

36% (3 mailings) vs 43%+ (4 mailings)
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Mailing approach for Inpatients 2020

Contact Content Day

Contact 1 Postal – Letter only 1

Contact 1.1 SMS 4

Contact 2 Postal – Letter only 8

Contact 2.2 SMS 11

Contact 3 Postal – Letter + Questionnaire 22

Contact 4 Postal – Letter only OR Letter + Questionnaire 36

Contact 4.4 SMS 40

To confirm: we will not be sending the contacts in red for 2020.



Timetable & 
key dates
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Key dates

Task Responsibility Date

Ensure project team (including Caldicott Guardian 

and person drawing sample) are aware of project 

timings

Trust October 2020

Provide CCMM with contact details of project team 

and contractor
Trust 1 October 2020

Display dissent posters within Trust Trust
1 November 2020 – 30 

November 2020

The following tasks should have already been done/ be in progress:
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Upcoming dates

Task Responsibility Date

Sample to be drawn, checked and signed 

off by contractor
Trust 1st – 17th December

Submit sample data to the CCMM
Contractor/ in 

house trust
By 18th December

Fieldwork
Approved 

contractor
18 January – 4 May

Timetables for submission of declaration forms and samples to contractors 

should be agreed with contractors.



Poll
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Poll: Will COVID-19 prevent your Trust 
from drawing a sample? (In 
December)…
(Include your trust name in response, one response per trust – primary survey lead)



Questionnaire 
& materials
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Questionnaire changes

• Loss of trends presented opportunity to review 

questionnaire.

• Reviewed with the dual aims of: 

▪ Reducing the length (57 questions; 8 pages)

▪ Ensuring content is in line with policy and 

practice 

• Changes informed by feedback from 

stakeholders, Trusts and patients.

• All revisions cognitively tested. 

Inpatients 20 consultation

Depth interviews & focus group with inpatients 

to explore the patient journey 

A full day workshop & ongoing engagement with 

stakeholders specialising in patient care

Online survey sent to all NHS Trusts 

An opportunity for contractors and in-house 

trusts to review the materials 

Input from CQC and NHSE policy colleagues

Cognitive interviews with inpatients 



© Ipsos | CQC IP20 NHS Trust Webinar – 16th Oct 2020 | V1 | Internal Use18

Gender question

• Sex and gender questions reviewed to:

• Measure the protected characteristics 

sex and gender reassignment and 

identify inequalities. 

• Inclusivity in terms of gender identity 

and how people want to describe 

themselves. 
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Letters and SMS reminders

SMS1

SMS2

Letter
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Other survey materials

+ Sampling declaration form & 

construction spreadsheet 



Sampling 
approach
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Sampling documents

22

Sampling handbook Declaration form Construction 

spreadsheet

All spreadsheets have in-house trust/contractor versions
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Sample deadlines 

The key deadlines are:

• 1st-17th December – Trusts draw samples and contractors conduct initial 

checks.

• 18th December – Deadline for submitting samples via the upload portal. If the 

samples are ready earlier, they can be uploaded from 1st December.

Please work with your contractor to ensure you are ready to submit the 

samples to them as soon as possible after the end of November. 
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Sample criteria and inclusion
• Generally similar to previous years

• Mobile numbers (and mobile indicators) have 

been added this year.

• Additional COVID variables (and associated 

instructions) have been included:

• cover treatment and diagnosis

• one based on ICD-10 codes 

• one based on additional data collected at 

a trust level
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Submission of ICD-10/11 Chapter 
Codes and COVID variables

ICD-10/11 Chapter Codes and COVID variables can 

be submitted at two potential stages:

• they can be submitted with the main sample 

submission; or

• they can be submitted after the main sample 

submission.

If submitted after the main sample submission, a date must be provided for 

when these should be expected. Also, all additional variables must be 

passed directly to contractors, for upload via the IP20 sample portal.
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Avoiding errors
• Please read instructions in detail – even if you’ve done it before

• Check out the list of historical errors

• Do extra checks your end before sending to CCMM/contractor:
• Are you missing 16 year olds?

• Are there any errors in the query used to extract the patient list?

• Are there any missing or incomplete data in your initial database?

• Be aware of system migrations

• Check that patients were not incorrectly excluded by specialty code

• Make sure you have sampled by consecutive discharge

• Check there are no patients both admitted and discharged from a community hospital

• Check for any reasons why there might be differences in sample demographics from 

previous waves – has your trust merged? opened or closed a site?



Accessibility
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Via online survey:

• Change font size

• Change background colour

• Screen-reader compatible

• Language options

• British Sign Language

28

Accessibility

Via contractors on request: 

• Helpline (including 

Language Line)

• Large-print questionnaires

• Easy Read 

• Braille 



Reporting 
redevelopment
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Reporting redevelopment

The benchmark reports will be redeveloped this year to ensure they are as useful as 

possible for you and other data users. 

We will be consulting with trusts on how they currently use the data and reports early 

next year. If you have any feedback please do email InpatientCoordination@ipsos.com.

mailto:InpatientCoordination@ipsos.com


Questions?



Thank 
you.


