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Media Release 
 

RUH launches innovative new feedback tool for patients and their 
families 
 

It’s now even easier for patients and their families to give feedback about their experience 

of the Royal United Hospitals Bath NHS Foundation Trust, thanks to new communication 

technology now in place at the hospital. 

 

As part of a pilot project being run in the hospital’s A&E and Orthopaedic departments’ 

waiting rooms, patients can now give real-time feedback about the service they are 

receiving from the RUH by simply scanning a QR code on their mobile device or sending a 

text. 

 

They are able to give feedback on a range of different topics, from their overall experience 

of the waiting room and what could be improved, to the welcome they received from staff 

when they arrived and how well they have been communicated with during their visit. 

 

Within A&E, QR codes and stickers have been installed on the partition screens between 

chairs and in the Orthopaedic department they can be found on display banners and the 

arms of chairs. 

 

This feedback compliments the RUH’s Friends and Family Test, a national NHS survey 

which is a simple and anonymous way for patients, their friends, family and carers to give 

views on the care or treatment they have received at their local Trust. 

 

Jo Miller, Chief Nursing Information Officer, said: “To make visiting the RUH or having a 

stay in hospital the best possible experience, it’s essential to find out from our patients 

what we’re doing well and where improvements could be made. 
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“We always encourage patients and their families to complete the Friends and Family Test 

in person or online via our website, however, we have found that feedback levels have 

dropped during the coronavirus pandemic. 

 

“We’re hopeful that this pilot project will give patients and visitors a quick and convenient 

way to share feedback with us while they wait for their appointment or to see a clinician. If 

it proves a success, we will look to extend it to other areas of the hospital. 

 

“I would like to reassure everyone that takes the time to leave us feedback that we take on 

board all comments and suggestions – whether that’s praise or criticism. 

 

“Our patients are at the heart of everything we do, which is why we are so keen to 

encourage feedback and make sure we take action when improvements are needed.” 

The project is being run in partnership with Hello Lamp Post, an engagement platform 

which uses everyday objects, such as benches, lamp posts, bus stops and information 

points to communicate with people, share information and gather feedback in the moment, 

through a simple text message interaction. 

Tiernan Mines, Chief Executive of Hello Lamp Post, said: “Our technology is playing a 

crucial role in enabling the RUH to gather more feedback from its patients. By automating 

the feedback process, Hello Lamp Post is able to save staff time by gathering patient and 

visitor feedback, and provide it all directly into the hands of the hospital.” 

You can complete the RUH’s Friends and Family Test on the hospital’s website here: 

https://www.ruh.nhs.uk/patients/advice_and_support/patient_experience/friends_and_famil

y_tests.asp 

For more information about Hello Lamp Post go to: https://www.hellolamppost.co.uk/  

 
 

Ends 

 

Notes to Editor: 

 

The Royal United Hospitals Bath NHS Foundation Trust provides acute treatment and care for a catchment 

population of around 500,000 people in Bath, and the surrounding towns and villages in North East 

Somerset and Western Wiltshire. The hospital provides healthcare to the population served by four Clinical 

Commissioning Groups: Bath & North East Somerset CCG, Wiltshire CCG, Somerset CCG and South 

Gloucestershire CCG. 

https://www.ruh.nhs.uk/patients/advice_and_support/patient_experience/friends_and_family_tests.asp
https://www.ruh.nhs.uk/patients/advice_and_support/patient_experience/friends_and_family_tests.asp
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The Trust provides 759 beds and a comprehensive range of acute services including medicine and surgery, 

services for women and children, accident and emergency services, and diagnostic and clinical support 

services.  

 

In 2015 The Royal United Hospitals NHS Foundation Trust acquired the Royal National Hospital for 

Rheumatic Diseases (RNHRD) NHS Foundation Trust. The RNHRD treats patients from across the country 

offering services in rheumatology, chronic pain and chronic fatigue syndrome/ME, cancer related fatigue and 

fatigue linked to other long term conditions such as multiple sclerosis. 

 

The RUH is changing - we have an exciting programme of redevelopment underway transforming our site 

and further improving the services we provide. The Trust has opened the purpose-built RNHRD and 

Brownsword Therapies Centre and is now working towards the new Dyson Cancer Centre. For more details 

visit: www.ruh.nhs.uk/about/fit_for_the_future 

 

For more information about the Royal United Hospitals Bath NHS Foundation Trust visit: www.ruh.nhs.uk 
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