
 

 

Working with volunteers to promote FFT – guidance 

In order to not blur the lines between FFT feedback and formal complaints it can 

be useful to use volunteers from the Patient Reference Group (PRG) to sit in the 

surgery to tell patients about FFT and to help patients complete the forms.  

The volunteers can also help to take the pressure off the reception and booking 

staff to get patients to complete the surveys, especially in busy periods. It also 

means that the volunteers will be able to feedback at PRG meetings about the 

work they have been doing and the information they have gathered from patients. 

PRG volunteers could also use the opportunity of being in the surgery waiting 

rooms as an opportunity to engage with patients and to recruit more members to 

their groups as they will be able to have meaningful discussions with patients 

about the work of PRG’s, their purpose, the difference they make and how they 

can influence change and decisions about their surgery and the services it provides 

by joining. 

By having PRG volunteers within the practice they can also might up on more 

general concerns patients may have about potential legislative changes or 

feedback that may impact on more than one surgery and can then feed this in the 

Patient Council meetings. 

The volunteers could have a specific day of the week that they attend the surgery 

that is agreed by the volunteers and the staff to ensure that they are attending on 

days when it is busy. This is especially important when working with volunteers as 

they need to feel useful and that their role has a purpose. It is also good practice 

to pay volunteers mileage to attend the surgery and to provide refreshments. 

The volunteers could be involved in the production of the editable posters within 

this toolkit detailing what has changed as a result of the FFT feedback received as 

well as what hasn’t changed and why it hasn’t changed. This would then ensure 

that volunteers were kept up to date with operational developments and decisions 

within a surgery if a patient asked why certain feedback hasn’t been acted upon. 

If PRG members do not want to become involved in this work, or if the surgery 

does not have a PRG, then volunteers could be recruited externally through the 

local Volunteer Centre and advertised as a role on the www.do-it.org website and 

within the local community. If surgeries chose to recruit volunteers externally it is 

good practice for them to have a Volunteer Recruitment Policy in place and again 

your local Volunteer Centre can help with this. 


