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Background 
 

1. Each year the Care Quality Commission undertakes a number of surveys for all 
NHS Trusts in England.   Picker Institute Europe was commissioned to undertake 
the Maternity Survey in 64 acute trusts in 2010 including West Herts Hospitals NHS 
Trust.  This paper summarises the findings of the survey. 

 
2. 411 women who had used the Trust’s maternity services in February 2010 were 

sent questionnaires in April 2010.  The response rate was 52%, with a national 
average response rate of 50%. 

   
3. The purpose of the survey is to understand what women think of healthcare 

services provided by the Trust.  All trusts use a standard methodology and standard 
questions which cover antenatal, delivery and postnatal services. 

 
4. The overall picture is one of steady improvement, with the most recent survey 

showing the Trust at or better than the national average for 66 out of the 76 
questions used.   

 
How much have we improved? 

 
5. A total of 76 questions were used in the 2010 survey.  Compared to the 2007 

survey  the Trust is: 
 

 Significantly better on  11 questions 

 Significantly worse on 4 question 

 The scores show no significant 
difference on 38 questions 

 
 
 
 

 
 
 
 
 
 
 

 

Better

Worse

No significant 
difference
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How do we compare to others?  
 

 
 
 

6. The February  2010 survey shows that the Trust is: 
 

 Significantly better than average 
on 7 questions 

 Significantly worse than average 
on 10 questions 

 Average on 59 questions 
 
 
 

Where have we seen significant changes compared with where we were? 
 

7. The Trust has improved significantly on the following questions: 
 

 2007 2010 2010 
average 

Care received during pregnancy had 
significantly improved 

15% 6% 7.1% 

Care received during labour and birth 10% 5.7% 6.1% 

Care received after birth 21% 12% 13.8% 

Low scores are better 
 

8. The Trust has worsened significantly on the following question: 
 

 2007  2010 2010 
average 

Examination of the newborn screening test 
before discharge from hospital   

5% 20% 5% 

Low scores are better 
 
 

What were we better or worse at compared with everyone else? 
 

9. Our results were significantly better than the Picker average for the following 
questions: 

 

 Trust Average 

Better

Worse

No significant 
difference
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2010 2010 

Did not see the same midwife every time 37% 44% 

Midwife did not encourage woman to make a birth plan 27% 40% 

Antenatal classes not at a fully convenient time 29% 41% 

Not offered a choice of food 11% 27% 

Not given information or advice on contraception 3% 8% 

Given too much/ too little food 13% 21% 

Mother did not have health checkup 7% 10% 

Low scores are better 
 
 

10. Our results were significantly worse than the Picker average for the following 
questions: 

 

 Trust 
2010 

Average 
2010 

Not given enough information on where to have baby 46% 36% 

Not given choice where to have checkups 79% 73% 

Not offered Downs screening 15% 3% 

Did not have midwives telephone number 18% 11% 

Not treated with kindness and understanding 29% 22% 

Baby did not have a newborn examination before 
discharge 
 

20% 5% 

Postnatal did not have confidence and trust in the 
midwives 

35% 28% 

Postnatal Did not have contact information if worried 10% 5% 

Did not have enough information/ advice about feeding 49% 41% 

Did not have enough information/ advice about baby’s 
health & progress 

50% 42% 

Low scores are better 
 
 
 

‘Net promoter’ questions 
 

11. The questionnaire used includes a number of ‘Overall Impression’ questions.  
These include two ‘net promoter’ questions, with results as follows: 

 

 WHHT Average 
2010   2010 

Proportion of women who rate their overall care 
during pregnancy as excellent, very good or 
good 

 90.5% 92.2% 

Proportion of women who rate their overall care 
during labour and delivery as excellent, very 
good or good 

 93.9% 92.9% 

Proportion of women who rate their overall care 
after birth as excellent, very good or good 

 86.7% 87.3% 

High scores are better 
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Conclusions 
 

12. There is no doubt that an overall improvement has taken place across a wide range 
of measures.  
 

13. Some of the issues have been addressed already, for example the introduction of a 
universal combined screening offered to all women commenced on the 2nd August 
2010 
 

14. Work continues to improve postnatal care working specifically with women and also 
with the PCT. 
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