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Abstract

Background: Patient experience is a key quality outcome for modern health services, but most existing survey methods
are long and setting-specific. We identified the need for a short generic questionnaire for tracking patient experience.

Methods: We describe the development and validation of the howRwe questionnaire. This has two items relating to
clinical care (treat you kindly; listen and explain) and two items relating to the organisation of care (see you promptly; well
organised) as perceived by patients. Each item has four responses (excellent, good, fair and poor). The questionnaire was
trialled in 828 patients in an orthopaedic pre-operative assessment clinic (PAC).

Results: The howRwe questionnaire is shorter (29 words) and more readable (Flesch-Kincaid grade score 2.2) than other
questionnaires with broadly similar objectives. Psychometric properties in this sample are good with Cronbach’s α=0.82.
Following a change to the appointments system in the clinic, howRwe showed improvement in promptness and
organisation, but not in kindness and communication, showing that it can distinguish between the clinical and
organisational aspects of patient experience.

Conclusions: howRwe meets the criteria for a short generic patient experience questionnaire that is suitable for frequent
use. In the validation study of PAC patients, it showed good psychometric properties and concurrent, construct and
discriminant validity.

Keywords: Patient experience questionnaire, howRwe, Patient-reported outcome measures, Patient-reported experience
measures
Background
Patient experience is a key quality outcome for health
services and can be used to improve quality, governance,
public accountability and patient choice [1]. Since the
pioneering work during the 1980s [2,3], the use of pa-
tient experience surveys has grown enormously, but
there is little evidence of their impact on quality im-
provement at the local level [4].
Large-scale national surveys address the needs of pol-

icymakers for accountability and transparency [5], but
there is said to be a “chasm” between the views of senior
managers and clinicians at the front line [6]. Traditional
methods used have been criticised for survey length, in-
frequent sampling frequency, slow feedback and failure
to use results to improve care [7].
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In England the NHS undertakes national surveys of pa-
tient experience for inpatient, outpatient, accident and
emergency, maternity, mental health and general practice
care sectors. Each questionnaire is around 3000 words
long and mailed to several hundred patients from each
provider. Response rates vary from 34% (General Practice
patient survey with one reminder [8]) to 49% for the In-
patient survey (two reminders) [9]. Response rates have
declined over the years from 64% in 2001 [10].
At the opposite extreme from long surveys, the Friends

and Family Test (FFT) is being introduced across all NHS
services [11]. This has a single global question (how likely
are you to recommend this provider to friends of family if
they needed similar care or treatment?) with six possible
responses (from extremely likely to extremely unlikely plus
don’t know) and a free text comment box. A review of
the first year of operation showed that the FFT (and in
particular the free text comments) could be useful for
service improvement by promoting a culture of increased
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responsiveness if patient feedback is provided in near real
time [12]. However, statistical and methodological prob-
lems mean that the FFT should not be regarded as a sur-
vey instrument, is not suitable as a comparator across
organisations [13], or as a basis for incentive payments. As
a single global rating, the FFT cannot show differences be-
tween aspects of patient experience and summary scores
may have advantages [14].
Some providers have invested in survey systems to

support locally designed questionnaires, but these re-
quire substantial local effort in design, data collection,
analysis and interpretation. Unless questions are standar-
dised, the results are of limited value for comparison,
benchmarking and tracking progress. The total costs are
often underestimated or unknown.
There is little consensus about what patient experience

is [15]. Patient experience, satisfaction, perception, en-
gagement, participation, preferences and outcome are
distinct concepts, but only experts appreciate the dis-
tinctions. The Beryl Institute’s broad definition of patient
experience as: “the sum of all interactions, shaped by an
organization’s culture, that influence patient perceptions,
across the continuum of care” [16] does not help much
when it comes to measure it.
Short survey instruments reduce the users’ burden

and various efforts have been made to create short form
versions from longer survey instruments, although the
difficulties are often underestimated [17].
Most patient experience questionnaires are specific to a

particular setting, such as general practice, inpatient, out-
patient, maternity, care home or domiciliary care, which
limits their use in evaluation across different settings. On
the other hand, generic instruments allow comparisons be-
tween settings along the patient pathway. However, the use
of generic patient experience instruments remains rare.
We identified the need for a short generic patient ex-

perience measure to capture patients’ perception of their
experience with minimal effort and to provide rapid
feedback to all stakeholders in a way that is comparable,
scalable and economic.
This paper describes the development and testing of

this new instrument, called howRwe.

Methods
Development of questionnaire
The development of howRwe began in 2009. The design
criteria were similar to those required for patient-reported
quality of life measures [18,19], and in particular that it
should be clear, brief, generic, suitable for frequent use,
support multi-modal data collection, be responsive and
have good psychometric properties.

1. Clear – the wording should be simple and
unambiguous, so that the instrument can be readily
understood by vulnerable people and translated
accurately into other languages.

2. Brief – the instrument should be short and hence
quick to use by patients or their proxies, if patients
are too ill to complete it themselves.

3. Generic – the instrument should be generic,
applicable without change across all patient categories
and care settings, including primary, secondary,
community, emergency, domiciliary and social care.

4. Frequent use – the instrument should be suitable for
frequent and repeated use.

5. Multimodal – data collection modalities should
include paper, touchscreen devices such as kiosks,
smartphones and tablets, web browsers and
telephones including automated interactive voice
response (IVR) systems.

6. Responsive – the instrument should be sensitive to
changes and only include items under the day-to-day
control of local staff and management. It should
exclude aspects, such as location, transport,
car-parking, payments and other regulations that
cannot easily be changed.

7. Psychometrics – the instrument should have good
psychometric properties, including validity and
reliability.

In addition to these criteria, we wanted the instrument
to provide scores for each dimension and a summary
score. Results should be easy to understand and inter-
pret by all stakeholders. Feedback should be provided in
near real time to enable immediate remedial action by
clinicians and managers.
Finally, we wanted the instrument to have a broadly simi-

lar look and feel to that of our howRu patient-reported out-
come measure (PROM) [20].
The core premise of howRwe is that all patients want

high quality service from staff and from the organisation
as a whole. Patient experience can be classified in terms
of relationships with staff and system function [21]. The
EUROPEP project used the terms clinical behaviour and
organisation of care in evaluating general practice care
[22]. Clinical behaviour covers interactions with staff
such as kindness and communication; patients are good
judges of these relationships. Organisation of care covers
access, waiting times, reliability and efficiency; good staff
may be let down by poor systems.
The methods used to develop and test the wording in-

cluded extensive desk research and literature reviews, in-
formal focus groups with patients and staff, and pilot
studies over a five-year period across a range of health
and social care settings including hospitals, GP surgeries,
community services and care homes. Our approach was
influenced by agile software development methods [23].
Prototypes were tested and numerous improvements
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made. This process evolved through more than 50 distinct
versions, with numerous minor changes, testing and
refinements.
One of the challenges was to find short generic

phrases applicable to all types of patient and setting. For
example, we often refer to health and care professionals
using setting-specific terms such as GP, physician, sur-
geon, dentist, nurse, paramedic and social worker. We
avoided this issue by not referring explicitly to any staff.
Building on previous experience with howRu, we

adopted the same pattern of using four short questions,
each with four responses. We began by using the same
responses as howRu (none, a little, quite a lot and ex-
treme) focusing on patient concerns. However, feedback
from patients and clinicians suggested that this seemed
How are we doing? 

See you promptly

Well organised

Listen and explain

Treat you kindly

Excellent

Pick one item on each line to

Previous Add com

Figure 1 Example of howRwe questionnaire configured for use on tou
negative, so we changed the focus to excellence, with
choices excellent, good, fair and poor.
The howRwe questionnaire is shown in Figure 1.
The recall period applies to the present current ser-

vice, because people’s memory is less reliable over longer
periods [24].
The core question – How are we doing? – gives rise to

the name of the instrument.
The descriptive system has four items. The items are

short and inclusive, rather than restrictive. The items are
displayed as in Figure 1 without further guidance, but
we give below the intended coverage of each:

1. Treat you kindly (kindness) covers how you are
treated as a person including compassion, empathy,
Good Fair Poor

 rate our service

Nextment

ch-screen smartphone or tablet.
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emotional support, politeness, dignity, respect and
privacy.

2. Listen and explain (communication) covers all
aspects of communication with health staff including
patient engagement, information, education, choice,
consent, shared decision-making and empowerment.

3. See you promptly (promptness) covers delays, waiting,
access, cancellations and responsiveness, such as the
delay from referral to being seen, waiting to see a
clinician, or the time taken to answer a call bell.

4. Well organised (organisation) covers how well
managed patients perceive the unit to be, including
safety, reliability, efficiency, and whether information
is available when and where needed and acted on
appropriately.

The strength of each item is rated using four levels:

Excellent
Good
Fair
Poor

Each level may be indicated in four mutually support-
ing ways to minimise cognitive effort, for face validity
and avoid the need for training:

Written labels: excellent, good, fair, poor.
Colour: green, yellow, orange and red.
Position: decreasing in excellence from left to right.
Pictographs: based on smiley faces.

Colour, position and pictographs are optional. For ex-
ample, we propose that howRwe can be used in voice-
based systems such as interactive voice response (IVR).
The combination of four items with four levels each

creates a 4 × 4 matrix with 256 (44) combinations, al-
though many of these are likely to be rare.
For analysis and reporting, each response level for

each item is allocated a score on a 0–3 scale:

Excellent: 3
Good: 2
Fair: 1
Poor: 0

The summary howRwe score is calculated for individ-
ual respondents by adding the scores for each item, giv-
ing a scale with 13 possible values from the floor, 0 (4 ×
poor) to the ceiling, 12 (4 × excellent).
When reporting the results for a group comprising

more than one respondent, mean scores are transformed
arithmetically to a 0 to 100 scale, where 100 indicates
that all respondents rated excellent and 0 that all rated
poor. This allows the mean item scores to be compared
with the summary howRwe score on a common scale.
The howRwe questionnaire is generic (i.e. not condition-

or domain-specific) and can be used by all types of pa-
tients and citizen. If the patient is not able to complete the
form personally (e.g. through dementia), a proxy such as a
relative may assist or complete it on their behalf, but this
should be recorded (using categories such as: unaided,
with help from staff, with help from family, completed by
staff as proxy, completed by family as proxy).
The howRwe form usually includes a comment button

or text box, providing a way for respondents to add free-
text comments to expand on their answers.
In this paper, we set out to test:

� Internal consistency: assessed by whether
correlations between the four howRwe items are
moderate to strong, with the strongest correlation
between the pairs of items on clinical behaviour and
organisation of care (convergent validity), and
Cronbach’s α is between 0.7 and 0.9.

� Concurrent validity: assessed by correlation between
the overall howRwe score and the NHS Friends and
Family Test raw question.

� Construct validity: assessed by the measure being
sensitive to system change, and system change
impacting system function more than relational
aspects.

� Discriminant validity: assessed by showing low
correlation with howRu, a patient-reported outcome
measure with a similar format.

The howRwe instrument is a measure of excellence.
We should expect to see a ceiling effect, where service is
excellent and the instrument is not able to detect further
improvement. We should not expect to find a floor ef-
fect, where the service is poor and the measure cannot
detect further deterioration.
Validation
For validation, we used data from a pathfinder study in a
pre-operative assessment clinic (PAC) for patients sched-
uled for major orthopaedic operations. This location was
chosen because there were known issues and a plan was
to be implemented shortly to alleviate these, providing the
opportunity for before and after comparison.
Before their operation patients attend the PAC and see

up to six different members of the team in the course of
a morning. The purpose is to help patients prepare for
their operation, discharge home and recovery. Patients
are assessed for medical fitness for anaesthetic and have
blood, urine and ECG tests. The surgeon explains the
proposed operation. Patients also see a physiotherapist



Figure 2 Image of the form used on iPad in validation study.

Table 1 Length and readability

Instrument No of
items

No of
words

FKG
readability
grade

Reading
age

howRwe 4 29 2.2 7.2

NHS Friends & Family
Test

1 44 6.6 11.6

GS-PEQ* 10 150 8.8 13.8

EUROPEP 2006* 23 214 8.1 13.1

PPE-15 15 467 7.1 12.1

NHS adult inpatient
Survey 2013

76 3,353 7.3 12.3

GP patient survey 2014 62 2,922 6.8 11.8

*Note the word count and readability for GS-PEQ and EUROPEP 2006 are
based on the translations of questions and instructions as presented in the
original papers. For other surveys, we used the text from actual questionnaires,
including instructions.
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and occupational therapist and complete consent and
other paperwork. All this can take several hours.
Data collection was conducted over seven months

from June 2013 to January 2014 as part of routine use of
the instrument. Changes to the appointment scheduling
system and the physical layout of the clinic were made
at the end of the third month (August).
A member of staff asked each patient to compete the

questionnaire using an iPad towards the end of their visit
and recorded which surgical team and subspecialty was
seen. Patients completed the NHS Friends and Family
Test, howRwe, howRu and optional free-text comments.
The system recorded the date and time. Data collection
used a dedicated iPad linked to Optimum Health Technol-
ogy’s Meridian server. An image of the form used is shown
in Figure 2.
Data was exported for analysis using Excel and SPSS.

We used Pearson’s correlations in the analysis.



Table 2 Responses by sub-specialty

Sub-specialty n %

Hip and knee replacement 354 43%

Foot and ankle 137 17%

Spinal 140 17%

Sarcoma 72 9%

Shoulders 45 5%

Other 80 10%

Total 828 100%

Table 4 Distribution of howRwe aggregate scores

howRwe score n %

12 404 48.8%

11 107 12.9%

10 77 9.3%

9 56 6.8%

8 123 14.9%

7 25 3.0%

6 21 2.5%

5 8 1.0%

4 5 0.6%

3 1 0.1%

2 0 0.0%

1 0 0.0%

0 1 0.1%

Total 828 100.0%

Table 5 Mean scores for each item and howRwe score

Item Mean score Mean score 95% St
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Research ethics approval was not required because the
data was collected anonymously as part of routine use of
the instrument for service monitoring. No identification,
demographic or medical information was collected on
individual patients. All participants freely consented to
complete the task.

Readability
Questionnaire readability was measured using the Flesch-
Kincaid Readability Grade (FKG) provided in Microsoft
Word. The applicability of the FKG and other readability
measures to questionnaire items has been questioned, but
it remains a widely used tool [25]. We also offer word
count as a more robust measure. As a general rule, pa-
tients should not be asked to complete questionnaires
with a reading age of more than ten [26], which corre-
sponds roughly to readability grade FKG=5.
We compared the length and readability of howRwe with

the NHS FFT and five other patient experience question-
naires: GS-PEQ [27], EUROPEP 2006 [28], Picker PPE-15
[29], NHS Adult Inpatient Survey 2013 [30] and the GP
Patient Survey 2014 [31]. For GS-PEQ and EUROPEP
2006, we used the English translations of questions and
instructions as presented in original papers, which may
misrepresent their performance in their original language.
For the other questionnaires, we used the full text, includ-
ing instructions, framing statements, questions and re-
sponses as used in surveys.

Results
Table 1 shows the number of items, the number of
words, the FKG readability grade and approximate read-
ing age for the questionnaires assessed. howRwe has
FKG=2.2 (reading age 7.2). The other measures have
Table 3 Distribution of responses for each item (%)

Item Excellent Good Fair Poor

Treat me kindly 671 (81.0%) 148 (17.9%) 7 (0.8%) 2 (0.2%)

Listen and explain 609 (73.6%) 202 (24.4%) 16 (1.9%) 1 (0.1%)

See me promptly 447 (54.0%) 273 (33.0%) 90 (10.9%) 18 (2.2%)

Well organised 530 (64.0%) 233 (28.1%) 51 (6.2%) 14 (1.7%)
FKG in the range 6.6 to 8.8 (reading age 11.6 to 13.8),
each of which is substantially greater than the criterion
of FKG less than 5 (reading age 10).
In total, 828 respondents completed all parts of the

howRwe questionnaire. Five respondents (0.6%) answered
“Don’t know” to the FFT, so their FFT scores were coded
as missing. We do not have a record of how many patients
were asked but declined to participate. The numbers for
each orthopaedic sub-specialty are shown in Table 2.
The distribution of responses for each item is shown

in Table 3. 68% of all item responses were excellent, 26%
good, 5% fair and 1% poor. As expected we found a ceil-
ing effect with a large proportion of responses being ex-
cellent. The differences between items help identify
aspects that need improvement.
The howRwe score is the aggregate of the four howRwe

items. Table 4 shows the distribution of responses. 404
respondents (48.8%) rated the service as excellent in all
respects (ceiling score), while only one (0.1%) rated it as
poor in all respects (floor score).
Table 5 shows the mean patient score (raw data), the

item score on a 0–100 scale, 95% confidence limits and
standard deviation for each item and the aggregate
confidence dev
(raw data) (0–100 scale) limits

Treat me kindly 2.80 93.2 92.2 – 94.2 14.7

Listen and explain 2.72 90.5 89.3 – 91.6 16.7

See me promptly 2.39 79.6 77.9 – 81.3 25.5

Well organised 2.54 84.8 83.3 – 88.1 22.9

howRwe score 10.44 87.0 85.9 – 88.1 16.4



Table 6 Intra-item correlation matrix (95% confidence
intervals)

Listen and
explain

See me
promptly

Well
organised

Treat me kindly 0.71 (0.67, 0.74) 0.39 (0.33, 0.44) 0.51 (0.46, 0.56)

Listen and explain 0.47 (0.42, 0.52) 0.56 (0.51, 0.60)

See me promptly 0.70 (0.66, 0.73)
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howRwe score. Treat me kindly has the highest item
score (93.2) and See me promptly the lowest (79.6).
The inter-item correlation matrix is shown in Table 6.

The correlation between the clinical care items, Treat
me kindly and Listen and explain is high (r= 0.71), as is
the correlation between the two organisation of care
items, See me promptly and Well organised (r= 0.70).
The correlations between the other items are in the
range r= 0.39 to r= 0.56.
A factor analysis of the four items found a single factor

explaining 67% of the variance, demonstrating unidi-
mensionality. The four eigenvalues were 2.67, 0.76, 0.30
and 0.28. The internal consistency reliability was satis-
factory (Cronbach’s α=0.82; 95% CI: 0.79, 0.83).
The correlation between each item and the sum of the

other three items is shown in Table 7. These all lie in the
range r= 0.60 to r= 0.74. The correlation of each item to
the FFT question responses is also shown. These cor-
relations are negative due to the way that the FFT is
marked (good is low). These all lie in the range r= −0.36 to
r= −0.48. The correlation between the aggregate howRwe
score and the FFT question is r= −0.53 (−0.58, −0.48).
The howRwe summary score and the howRu summary

score (a measure of patient health status) show no sig-
nificant correlation (r=0.02; 95% CI: −0.04, 0.09). Table 7
also shows the correlations between the individual
howRwe items and the howRu summary score, which are
also minimal.
Table 8 and Figure 3 show the howRwe item scores

(on 0–100 scale) before and after changes to the ap-
pointments system. There is no significant change to the
clinical care items (Treat me kindly and Listen and ex-
plain), but significant improvements in the organisation
of care items (See me promptly and Well organised).
Table 7 Correlations between each howRwe items and the su
(FFT) question and the howRu summary score

howRwe item Sum of the other three howRwe items

(r)

Treat me kindly 0.60 (0.56, 0.64)

Listen and explain 0.66 (0.62, 0.70)

See me promptly 0.64 (0.60, 0.68)

Well organised 0.74 (0.71, 0.77)

howRwe summary score -
Discussion
howRwe is the first short generic patient experience meas-
ure we know of that has been designed for use across all
health and social care sectors. Its practicality at scale and
in social care was demonstrated in a survey in 360 care
homes in the UK, Australia and New Zealand, completed
by over 10,000 residents [32]. When we began this work,
we were not aware of any other short generic patient
experience questionnaire, but we have since become
aware of the GS-PEQ (Generic Short Patient Experience
Questionnaire), which has been developed in Norway as
a generic short form of the Norwegian national sector-
specific surveys [27].
This is the first published report of the development

of howRwe. We have shown that howRwe is shorter than
other measures, has good readability statistics and in-
ternal validity.
A Cronbach’s α of 0.82 in this sample suggests that it

is appropriate to use the overall howRwe score, as well as
individual item scores [33]. Construct validity and sensi-
tivity were shown by how scores responded to a change
in the appointments system. The instrument shows min-
imal correlation with the howRu measure of quality of
life, despite the shared layout.

Development
The usual method of developing new measures is to set
out a development protocol for a funded piece of work
using a methodology that allows people without specific
domain knowledge to develop instruments within a spe-
cified time scale.
The development of short patient experience question-

naires often start with a long measure or long sets of
statements, which are refined to create a short form with
far fewer items. This is how GS-PEQ and PPE-15 were
developed. A different short form approach, which does
not result in a new questionnaire, is to derive a scale
from secondary analysis of a long form data set. The Ox-
ford Patient Involvement and Experience scale (OxPIE)
was derived in this way from the NHS Inpatient Survey
2011 [34].
Our approach was different, but allowed a new type of

short generic measure to evolve.
m of the other three items, the Friends and Family Test

Item to FFT question Item to howRu summary score

(r) (r)

−0.36 (−0.42, −0.30) 0.08 (0.01, 0.15)

−0.42 (−0.47, −0.36) 0.08 (0.01, 0.15)

−0.44 (−0.49, −0.38) −0.06 (−0.13, 0.01)

−0.48 (−0.53, −0.43) 0.02 (−0.05, 0.09)

−0.53 (−0.58, −0.48) 0.02 (−0.05, 0.09)



Table 8 howRwe item scores before and after changes to appointments system

howRwe Item Before change After change Mann–Whitney test
(95% confidence limits) (95% confidence limits)

Responses (n) 278 550

Treat me kindly 93.9 (92.2 – 95.6) 92.9 (91.7 – 94.1) z=0.9, p=0.4

Listen and explain 89.4 (87.5 – 91.4) 91.0 (89.6 – 92.4) z=1.0, p=0.3

See me promptly 71.5 (68.5 – 74.5) 83.7 (81.6 – 85.8) z=6.1, p<0.0001

Well organised 78.9 (76.2 – 81.6) 87.8 (85.9 – 89.7) z=4.7, p<0.0001
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Study limitations
Without a gold standard for patient experience instru-
ments and with limited consensus about most important
dimensions of patient experience, it is difficult to test
content validity.
The data was collected as part of routine anonymous

use, rather than as a special validation study, so we do
not have additional demographic or clinical data that
could be used for construct validation.
The patients in this sample were undergoing a distinct

episode of care. In other settings, care is extended over
time and multiple healthcare staff, which may make re-
sponses from the questions asked in howRwe more diffi-
cult to interpret. howRwe has also been used successfully
with hospital inpatients, general practice and community
service patients and care home residents.
Although howRwe was designed to be applicable and

comparable across multiple care sectors, this study used a
relatively homogeneous respondent sample of orthopaedic
patients attending a pre-operative assessment clinic, with
more than 40% due to have hip or knee replacements. We
recognise the long-standing debates about the relative
value of generic and specific measures (e.g. [35,36]) and it
is important to test howRwe in further groups.
60 

70 

80 

90 

100 

Kindness Commu

Mean score 

Before (n=278) 

Figure 3 howRwe item scores before and after system change.
The data was collected using a questionnaire on an
iPad, which included the FFT, howRwe and howRu ques-
tions on a single screen (Figure 2). The wording of each
item is identical to that shown in Figure 1, but the order
is different. The reason for changing the order is to put
the items about clinical care and organisation of care to-
gether. We do not consider that this change in order im-
pacts any of the conclusions drawn.
We were not able to measure response rates in the

study. Individual patients were asked to complete the
questionnaire by a member of staff, who tended not to do
this when very busy. We do not know how many patients
declined the offer to take part, or who only completed part
of the survey, because data was only submitted to the
database when the questionnaire was complete. A com-
parable paper-based study using howRu obtained high
completion rates [37].
In the FFT, the mode of administration and patient

demographics has an impact on both response rates and
scores [12]. This study did not provide any way of test-
ing for these effects in howRwe.
It would be valuable to investigate the instrument’s test-

retest reliability and to investigate further discriminant
validity against, for example, measures of personality.
nication Promptness Organisation 

howRwe item 

After (n=550) 
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Implications for practice
The time and effort involved in monitoring patient ex-
perience is a source of concern. Response rates for long
questionnaires are falling. Patients complain of survey
fatigue and the surveys are expensive to administer. For
example the Guidance Manual for the 2013 Inpatient
Survey runs to 34,600 words [38]. Response rates for
NHS national surveys are all below 50%, in spite of up
to two reminders.
The local impact of large national surveys has been

less than might have been hoped. Feedback needs to be
quicker, ward-specific, include patient comments and
offer staff an opportunity to discuss it [39]. Existing pa-
tient experience instruments are also specific to the
mode of care, making it difficult to compare across
modes of treatment.
The correlation between howRwe and the FFT was

r= −0.53, indicating that they are not measuring quite the
same things. The FFT is a global rating of recommenda-
tion, which is related to morale, optimism and loyalty,
while howRwe measures patient perceptions of different
aspects of service. Overall summary scores, such as the
howRwe score, may perform better than global ratings
(such as the FFT) as a way of summarising patients’ expe-
riences [14].

Conclusions
howRwe is a short generic patient experience measure.
The questionnaire is shorter (29 words) and more read-
able (Flesch-Kincaid grade score 2.2) than other widely
used instruments. It minimises respondent burden, allows
rapid feedback and comparisons to be made between dif-
ferent care settings either within an organisation or across
the patient pathway. Psychometric properties are good.
howRwe is being used in the UK in secondary, primary,

community and social care providers. It adds value by
distinguishing between the aspects of patient experience
that relate to clinical care (kindness and communication)
and organisation of care (promptness and organisation).
We hope that future work will investigate further psy-

chometric properties of the instrument and test its role
in promoting change and improvement of quality.

Abbreviations
FFT: Friends and Family Test; GP: General Practice/Practitioner; IVR: Interactive
voice response; NICE: National Institute for Health and Care Excellence;
NHS: National Health Service; PREM: Patient-reported experience measure;
PROM: Patient-reported outcome measure; PAC: Pre-operative assessment clinic.

Competing interests
TB owns the intellectual property rights for howRwe. He is also a director of
R-Outcomes Ltd, which provides quality improvement services using
howRwe. The authors declare that they have no other competing interests.

Authors’ contributions
TB designed the study, collected the data and wrote the first draft of the
paper. TB developed howRwe. Both authors designed the analysis. HWWP
further analysed the data and both authors contributed to the final text.
Both authors read and approved the final manuscript.

Authors’ information
Those wishing to use the howRwe should contact R-Outcomes Ltd (tim.benson@
r-outcomes.com).

Acknowledgement
We are grateful to the management, staff and patients at the Nuffield
Orthopaedic Centre, Oxford University Hospitals, for helping with and
participating in the data collection, and to Optimum Contact Ltd for
supplying the equipment and software used to collect the data. We thank
our reviewers for their useful comments and suggestions.

Received: 8 May 2014 Accepted: 6 October 2014

References
1. Ahmed F, Burt J, Rowland M: Measuring patient experience: concepts and

methods. In The Patient – Patient-Centered Outcomes Research. doi:10.1007/
s40271-014-0060-5. published online: 16 May 2014.

2. Gerteis M, Edgman-Levitan S, Daley J, Delbanco T (Eds): Through the Patient’s
Eyes: Understanding and Promoting Patient-Centered Care. San Francisco:
Jossey-Bass; 1993.

3. Press I: Concern for the patient’s experience comes of age. Patient Exp J
2014, 1:4–6.

4. Haugum M, Danielsen K, Iversen HH, Bjertnaes O: The use of data from
national and other large-scale user experience surveys in local quality
work: a systematic review. International J Qual Health Care 2014:1–14.
doi:10.1093/intqhc/mzu077.

5. Coulter A, Locock L, Ziebland S, Calabrese J: Collecting data on patient
experience is not enough: they must be used to improve care. BMJ 2014,
348:g2225. doi:10.1136/bmj.g2225.

6. Rozenblum R, Lisby M, Hockey P, Levtzion-Korach O, Salzberg C, Efrati N,
Lipsitz S, Bates D: The patient satisfaction chasm: the gap between hospital
management and frontline clinicians. BMJ Qual Saf 2013, 22:242–250.

7. Robert G, Cornwell J: Rethinking policy approaches to measuring and
improving patient experience. J Health Serv Res Policy 2013, 18(2):67–69.

8. Ipsos MORI: The GP Patient Survey: National Summary Report. London: 2014.
http://gp-survey-production.s3.amazonaws.com/archive/2014/July/
1301375001_Y8W2%20National%20Summary%20Report_FINAL%20v1.pdf
accessed 15-9-2014.

9. Care Quality Commission (CQC): Technical Details – Patient Survey
Information 2013 Inpatient Survey. 2014. http://www.cqc.org.uk/sites/default/
files/inpatient_survey_technical_document.pdf accessed 15-9-2014.

10. Department of Health: Acute Inpatient Survey: National Overview 2001/02.
London: 2003. http://webarchive.nationalarchives.gov.uk/+/www.dh.gov.uk/
en/Publicationsandstatistics/Publications/PublicationsStatistics/DH_4066592
accessed 15-9-2014.

11. NHS England: The Friends and Family Test, Publications Gateway Ref No
01787. 2014. http://www.nhs.uk/NHSEngland/AboutNHSservices/
Documents/FFTGuide_Final_1807_FINAL.pdf accessed 15-9-2014.

12. NHS England: Review of the Friends and Family Test. 2014. http://www.
england.nhs.uk/wp-content/uploads/2014/07/fft-rev1.pdf accessed 15-9-2014.

13. Sizmur S, Graham C, Walsh J: Influence of patients’ age and sex and the
mode of administration on results from the NHS Friends and Family Test
of patient experience. J Health Serv Res Policy 2014, doi:10.1177/
1355819614536887. Published online before print.

14. Krol M, de Boer D, Rademakers J, Delnoij D: Overall scores as an
alternative to global ratings in patient experience surveys; a comparison
of four methods. BMC Health Serv Res 2013, 13:479.

15. LaVela S, Gallan A: Evaluation and measurement of patient experience.
Patient Exp J 2014, 1:28–36.

16. Wolf J, Niederhauser V, Marshburn D, LaVela S: Defining patient
experience. Patient Exp J 2014, 1:7–19.

17. Smith G, McCarthy D, Anderson K: On the sins of short-form development.
Psychol Assess 2000, 12(1):102–111.

18. Fitzpatrick R, Fletcher A, Gore S, Jones D, Spiegelhalter D, Cox D: Quality of
life measures in health care. I: Applications and issues in assessment.
BMJ 1992, 305(6861):1074–1077.

http://gp-survey-production.s3.amazonaws.com/archive/2014/July/1301375001_Y8W2%20National%20Summary%20Report_FINAL%20v1.pdf
http://gp-survey-production.s3.amazonaws.com/archive/2014/July/1301375001_Y8W2%20National%20Summary%20Report_FINAL%20v1.pdf
http://www.cqc.org.uk/sites/default/files/inpatient_survey_technical_document.pdf
http://www.cqc.org.uk/sites/default/files/inpatient_survey_technical_document.pdf
http://webarchive.nationalarchives.gov.uk/+/www.dh.gov.uk/en/Publicationsandstatistics/Publications/PublicationsStatistics/DH_4066592
http://webarchive.nationalarchives.gov.uk/+/www.dh.gov.uk/en/Publicationsandstatistics/Publications/PublicationsStatistics/DH_4066592
http://www.nhs.uk/NHSEngland/AboutNHSservices/Documents/FFTGuide_Final_1807_FINAL.pdf
http://www.nhs.uk/NHSEngland/AboutNHSservices/Documents/FFTGuide_Final_1807_FINAL.pdf
http://www.england.nhs.uk/wp-content/uploads/2014/07/fft-rev1.pdf
http://www.england.nhs.uk/wp-content/uploads/2014/07/fft-rev1.pdf


Benson and Potts BMC Health Services Research 2014, 14:499 Page 10 of 10
http://www.biomedcentral.com/1472-6963/14/499
19. Eton D, Beebe T, Hgen P, Halyard M, Montori V, Naessens J, Sloan J,
Thompson C, Wood D: Harmonizing and consolidating the measurement
of patient-reported information at health care institutions: a position
statement of the Mayo Clinic. Patient Relat Outcome Meas 2014, 5:7–15.

20. Benson T, Whatling J, Arikan S, Sizmur S, McDonald D, Ingram D: Evaluation
of a new short generic measure of health status: howRu. Inform Prim Care
2010, 18:89–101.

21. Robert G, Cornwall J, Brearley S, Foot C, Goodrich J, Joule N, Levenson R,
Maben J, Murrells T, Tsianakas V, Waite D: What Matters to Patients;
Developing the Evidence Base for Measuring and Improving the Patient
Experience, A report for the Department of Health and NHS Institute for
Innovation and Improvement. Warwick: NHS Institute for Innovation &
Improvement; 2011. http://www.institute.nhs.uk/images/Patient_Experience/
Final%20Project%20Report%20pdf%20doc%20january%202012.pdf accessed
15-9-2014.

22. Wensing M, Mainz J, Grol R: A standardised instrument for patient
evaluations of general practice care in Europe. Eur J Gen Pract 2000,
6:82–87.

23. Beck K, Beedle M, van Bennekum A, Cockburn A, Cunningham W, Fowler M,
Grenning J, Highsmith J, Hunt A, Jeffries R, Kern J, Marick B, Martin RC, Mellor S,
Schwaber K, Sutherland J, Thomas D: Manifesto for Agile Software Development.
Agile Alliance; 2001. http://agilemanifesto.org/ accessed 13-9-2014.

24. Stull D, Kline Leidy N, Parasuraman B, Chassany O: Optimal recall periods
for patient-reported outcomes: challenges and potential solutions.
Curr Med Res Opin 2009, 25:929–942.

25. Lenzner T: Are readability formulas valid tools for assessing survey
question difficulty? Sociol Methods Res 2013, doi:10.1177/
0049124113513436. Published online before print December 10, 2013.

26. Paz S, Jiu H, Fongwa M, Morales L, Hays R: Readability estimates for
commonly used health-related quality of life surveys. Qual Life Res 2009,
18:889–900.

27. Sjetne I, Bjertnaes O, Olsen R, Iversen H, Bukholm G: The Generic Short
Patient Experiences Questionnaire (GS-PEQ): identification of core items
from a survey in Norway. BMC Health Serv Res 2011, 11:88.

28. Wensing M, Baker R, Vedsted P, Heje H, Klingenberg A, Broge B, Kersnik J,
Seuntjens L, Kunzi B, Milano M, Mola E, Elwyn G, Grol R: EUROPEP 2006
Revised Europep Instrument and User Manual. TOPAS Europe Association;
2006. http://www.topaseurope.eu/files/Europep%202006rapport_0.pdf
accessed 12-9-2014.

29. Jenkinson C, Coulter A, Bruster S: The Picker Patient Experience
Questionnaire: development and validation using data from in-patient
surveys in five countries. International J Qual Health Care 2002, 14:353–358.

30. Picker Institute Europe: NHS Adult Inpatient Survey 2013. Oxford: 2013.
http://www.nhssurveys.org/Filestore//Inpatient_2013/IP13_Core_
Questionnaire_v1.pdf accessed 15-9-2014.

31. Ipsos MORI: The GP Patient Survey. London: 2014. http://gp-survey-
production.s3.amazonaws.com/archive/2014/July/qandletter/1301375001%
20Y8W2%20Questionnaire%20FINAL.pdf accessed 15-9-2014.

32. Benson T, Bowman C: Health-related quality of life, outcome and patient
experience in care homes: a study in three countries. Medicine 20 2013,
http://www.medicine20congress.com/ocs/index.php/med/med2013/paper/
view/1365 accessed 15-9-2014.

33. Streiner D, Norman G: Health Measurement Scales: A Practical Guide to their
Development and Use. 4th edition. Oxford: Oxford University Press; 2008.

34. Hewitson P, Skew A, Graham C, Jenkinson C, Coulter A: People with
limiting long-term conditions report poorer experiences and more
problems with hospital care. BMC Health Serv Res 2014, 14:33.

35. Singh S, Sodergren S, Hyland M, Williams J, Morgan M: A comparison of
three disease-specific and two generic health-status measures to
evaluate the outcome of pulmonary rehabilitation in COPD. Respir Med
2001, 95(1):71–77.

36. Amadio P, Silverstein M, Ilstrup D, Schleck C, Jensen L: Outcome
assessment for carpal tunnel surgery: The relative responsiveness of
generic, arthritis-specific, disease-specific, and physical examination
measures. J Hand Surg 1996, 21(3):338–346.

37. Benson T, Potts HWW, Whatling JM, Patterson D: Comparison of howRU
and EQ-5D measures of health-related quality of life in an outpatient
clinic. Inform Prim Care 2013, 21(1):12–17.
38. Picker Institute Europe: Guidance Manual for the NHS Adult Inpatient Survey
2013. Oxford: 2013. http://www.nhssurveys.org/Filestore//Inpatient_2013/
IP13_Guidance_v12.pdf accessed 15-9-2014.

39. Reeves R, West E, Barron D: Facilitated patient experience feedback can
improve nursing care: a pilot study for a phase III cluster randomised
controlled trial. BMC Health Serv Res 2013, 13:259.

doi:10.1186/s12913-014-0499-z
Cite this article as: Benson and Potts: A short generic patient experience
questionnaire: howRwe development and validation. BMC Health Services
Research 2014 14:499.
Submit your next manuscript to BioMed Central
and take full advantage of: 

• Convenient online submission

• Thorough peer review

• No space constraints or color figure charges

• Immediate publication on acceptance

• Inclusion in PubMed, CAS, Scopus and Google Scholar

• Research which is freely available for redistribution

Submit your manuscript at 
www.biomedcentral.com/submit

http://www.institute.nhs.uk/images/Patient_Experience/Final%20Project%20Report%20pdf%20doc%20january%202012.pdf
http://www.institute.nhs.uk/images/Patient_Experience/Final%20Project%20Report%20pdf%20doc%20january%202012.pdf
http://agilemanifesto.org/
http://www.topaseurope.eu/files/Europep%202006rapport_0.pdf
http://www.nhssurveys.org/Filestore//Inpatient_2013/IP13_Core_Questionnaire_v1.pdf
http://www.nhssurveys.org/Filestore//Inpatient_2013/IP13_Core_Questionnaire_v1.pdf
http://gp-survey-production.s3.amazonaws.com/archive/2014/July/qandletter/1301375001%20Y8W2%20Questionnaire%20FINAL.pdf
http://gp-survey-production.s3.amazonaws.com/archive/2014/July/qandletter/1301375001%20Y8W2%20Questionnaire%20FINAL.pdf
http://gp-survey-production.s3.amazonaws.com/archive/2014/July/qandletter/1301375001%20Y8W2%20Questionnaire%20FINAL.pdf
http://www.medicine20congress.com/ocs/index.php/med/med2013/paper/view/1365
http://www.medicine20congress.com/ocs/index.php/med/med2013/paper/view/1365
http://www.nhssurveys.org/Filestore//Inpatient_2013/IP13_Guidance_v12.pdf
http://www.nhssurveys.org/Filestore//Inpatient_2013/IP13_Guidance_v12.pdf

	Abstract
	Background
	Methods
	Results
	Conclusions

	Background
	Methods
	Development of questionnaire
	Validation
	Readability

	Results
	Discussion
	Development
	Study limitations
	Implications for practice

	Conclusions
	Abbreviations
	Competing interests
	Authors’ contributions
	Authors’ information
	Acknowledgement
	References


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /PageByPage
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails true
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<

    /BGR <>
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /CZE <>
    /DAN <>
    /DEU <>
    /ESP <>
    /ETI <>
    /FRA <>
    /GRE <>

    /HRV <>
    /HUN <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /LTH <>
    /LVI <>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /POL <>
    /PTB <>
    /RUM <>
    /RUS <>
    /SKY <>
    /SLV <>
    /SUO <>
    /SVE <>
    /TUR <>
    /UKR <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [595.440 793.440]
>> setpagedevice


