
For Care UK, their patients are at the heart of everything they do, which is why they
put so much value on that feedback – utilised by We Love Surveys – in order to report
the results back to the NHS.

CARE UK
CASE STUDY:

“The contact and support from all members
of the team is very pleasing, and overall I
find working with We Love Surveys to be

professional, supportive and informative.”

Patient feedback is a vital source of information for any
healthcare organisation because it helps ensure they are
exceeding expectations. 
 
And if they aren’t, it shows them what action they need to take
and how they can be truly pro-active. 
 
This is no less true for Care UK, the country’s largest
independent provider of NHS-commissioned healthcare, and
We Love Surveys’ longest-serving customer – we have been
managing their patient experience programme for 10 years
 
Care UK was launched in 2003 when they formed a joint venture
to provide elective care to NHS patients. Their healthcare
division is split between primary and secondary care services.
 
 
 
 
 
 
 
 
 
 
 
The secondary care, which employs some 2,500 staff, comprises
of Care UK hospitals, or NHS treatment centres as they are also
called, which provide prompt assessment, diagnosis and
treatment to more than 80,000 NHS patients each year. 
 
Care UK’s drive for quality has led to innovations in procedures
and an improvement in the patient experience, in which We
Love Surveys have played an integral part.

THE TABLETS ARE SO EASY TO USE
Lesley Boler, Chief Nurse and Care UK’s head of quality and
governance for secondary care, has worked with We Love
Surveys for 10 years during her time at Care UK. 
 
She is responsible for clinical and AHP staff across secondary
care, as well as providing assurance to the board via the
medical director. She is also the executive lead for
safeguarding within secondary care.
 
“We utilise We Love Surveys to capture the friends and family
data required to report back to NHS as part of a contractual
agreement,” says Lesley.

“All services utilise one or more of the required question sets
provided. The electronic tablets are very easy to use, and
are able to capture the data which is uploaded to allow
reporting.
 
“It has enabled services to capture required data and
allowed additional questions to be included at the request
of commissioners.
 
“Services are then able to develop local action plans to
ensure they address feedback received, both positive and
negative.”

ENSURING WE STAY INNOVATIVE
By utilising We Love Surveys’ patient feedback tool, Care UK
are constantly learning about their patients and their
experiences, which is a crucial factor of their objective to be
the UK’s leading independent provider of community and
hospital-based health services. 
 
They aim to achieve that vision by supporting people to live
independent and fulfilling lives, as well as being the partner of
choice in the public sector. 
 
Lesley added: “It’s also about differentiating ourselves through
the quality of our services and the engagement of our people,
ensuring we are innovative and patient-focused."

“We are confident that our best practice and expertise will
benefit patients across the country for many years to
come.”  
 
We Love Surveys are playing an integral part in that, which
is further endorsed by Care UK’s satisfaction with the
partnership. 
 
“I wouldn’t hesitate to recommend We Love Surveys to other
organisations,” said Lesley. “And if I had to give any advice,
it would be to allow an open mind in asking for help and
advice when designing new question sets.”


