
 

8 St. Clement Street  ·  Winchester  ·  Hampshire  ·  SO23 9DR 
Telephone (switchboard): 01962 842211  ·  Fax: 01962 840486 

Email (general): info@marketing-sciences.com 

 

Information for NHS Trusts 
 
About Marketing Sciences 
 

Founded in 1977, we are a full-service agency offering expertise in a number of fields, including healthcare and 
social research.  With 26 researchers (including two qualified statisticians) and 19 support staff (mainly in the 
Fieldwork and Data Processing departments) we are large enough to handle over £8 million of commissions per 
year, yet small enough to retain a very client-centred and flexible approach to projects. 
 

Our philosophy is based on talking to clients about their needs, then working in partnership to design and 
implement appropriate research.  The senior researcher assigned to a project retains close contact with the 
client throughout. 

 
Quality control procedures 
 

We are accredited to the ISO 9001:2008 (Quality Management Systems) and ISO 20252:2006 (Market, Opinion 
and Social Research) standards.   We are also a Market Research Society (MRS) Company Partner. 
 

In relation to the NHS patient surveys specific quality measures are: 
 

 Sample check (e.g. all have gender, address in UK, all aged 16/18+, all discharged on or before certain 
date, etc. as specified in guidance)  

 100% check of stuffed envelopes (contain numbered questionnaire that matches address number, covering 
letter, return envelope) 

 Full data verification (i.e. data entered twice) 

 Computer check to highlight any out-of-range codes, etc. 
 

In addition, senior researchers take a “hands-on” approach, closely overseeing fieldwork and data processing in 
order to ensure high quality, reliable results.  

 
Survey experience and confidentiality 
 

We have been an approved agency since 2002 and have worked alongside several Trusts in the 
implementation and analysis of their surveys.   
 

We have also carried out further work with some of these Trusts and research for other NHS organisations.  In 
addition, many of our other projects, for both public and private sector clients, relate to customer experience 
and satisfaction. 
 

It is vital that answers cannot be linked to an individual.  We would never supply data from questionnaires along 
with information that could link the answers to a particular person.  Data collected for a project is never used for 
any other purpose.  Paper questionnaires are securely stored and destroyed after a set period.   
 

We comply with the Data Protection Act and the Market Research Society Code of Conduct. 

 
Cost 
 

Our fee for carrying out a standard survey of 850 patients using an 8-sided questionnaire is £4,875 (exc. VAT).  
Details of what this covers is listed on the next page. 
 

The Trust’s main responsibilities would be: 
 

 Setting up a contract with Marketing Sciences, to allow us access to patient details 

 Selecting and checking the sample as outlined in the guidance document 

 Checking the sample for deaths prior to mailing using both Trust records and the NHS tracing service (DBS) 

 Provision of Trust‟s logo and/or headed notepaper for covering and reminder letters/postcards 



 

 
Our fee covers: 
 

 Printing sufficient copies of the „core‟ questionnaire to form booklet with Trust‟s logo on front 

 Numbering each questionnaire with unique serial number 

 Printing covering letters and reminder letters/postcards on Trust headed paper or using Trust logo 

 Providing advice and support in selecting the sample in accordance with the guidance specification 

 Double checking the sample has been drawn correctly before submitting it to the Co-ordination Centre 

 All packing, outward and return postage for: 
- initial mailout (questionnaire, covering letter & pre-paid return envelope) 
-   1

st
 reminder (reminder letter on its own or postcard for non-responders) 

-   2
nd

 reminder (second copy of questionnaire, reminder letter & pre-paid return envelope for non-responders) 

 Opening and booking-in all returned questionnaires 

 Updating the Trust weekly via email on the rate of return 

 Providing a Freephone helpline for queries 
 - staffed directly by researchers in charge of project 
 - manned 9am to 5pm Monday to Friday with an answerphone outside these hours 

 Providing large print versions of the questionnaire and telephone completion if requested 

 Data entry and 100% validation of responses (i.e. data entered twice by different operators & records 
compared for discrepancies) plus final computer check to ensure all codes are within acceptable ranges etc. 

 Typing up, anonymising and checking all responses to the open questions 

 Preparing the required data spreadsheet and submitting the raw uncleaned data to the Co-ordination Centre 

 Cleaning the raw data (in accordance with the cleaning guidance issued by the Co-ordination Centre, to 
duplicate the published results) 

 Sending the Trust top-line results (of cleaned data) using the standard summary report spreadsheet (in 
Excel) which details the total frequency counts and percentages for each question and answer 

 Providing cross-tabulations (run on cleaned data) showing the total number and proportion of respondents 
giving each answer to each question plus the results broken down by various sub-groups.  These can be 
customised to suit your needs, so can include breakdowns by gender, age, ethnic group, responses to 
certain questions, or by any other information provided in the sample such as hospital site or 
speciality/directorate (for example).  As standard, tables also show any statistically significant differences 
between sub-groups.   

 Providing the Trust with the typed up anonymised responses to open questions 
 

Customising the survey and additional services offered 
 

In addition to the remote advice and support we give on sampling, one of the senior researchers and/or in-
house statisticians could visit your Trust to assist in drawing the sample correctly. 
 

As well as the typed list of comments given at open-ended questions, we can carry out coding of answers into 
appropriate categories.  These coded responses can be entered along with the main data, allowing us to run 
cross-tabulations of these responses (including the results broken down by various sub-groups). 
 

Trusts may wish to customise a survey, for example by adding additional questions (e.g. of local interest from 
the question bank) or increasing the sample to allow more detailed specific sub-group analysis to be carried out 
(e.g. “boosting” the sample with a specific patient type).  We are happy to provide quotes and advice on doing 
this. 
 

In addition, we can carry out further analysis and reporting of the results.   

 We can carry out advanced statistical analyses such as correlation, regression or key driver analysis.  
These are useful tools to highlight areas/issues having most impact on the level of patient satisfaction. 

 We can produce written interpretative reports, if a Trust would like an objective analysis of the survey 
results.  This can be in the form of a summary or a more detailed version.  For example, we can compare 
the results between different sub-groups or against previous years.  The reports include bar/pie charts to 
illustrate results visually and can be tailored to suit your needs. 

 Similarly we can prepare and carry out verbal presentations of the results.  Again this can be a summary 
and/or more detailed debrief and tailored to your needs. 

 

Further details and quotes for customising the survey or having additional services can be provided on request. 
 

If you would like more information or have any questions, please contact: 
 

 Joy Owen or  Eileen Sutherland 
 (Associate Director)  (Research Director) 
 Direct dial telephone:  01962 835419      Direct dial telephone:  01962 835414    
 Email:  jowen@marketing-sciences.com  Email:  esutherland@marketing-sciences.com 


