SUPPORTING BRIEFING NOTE: ISSUES HIGHLIGHTED BY THE 2009 SURVEY OF PEOPLE ATTENDING NHS OUTPATIENT DEPARTMENTS IN ENGLAND

This briefing provides key findings from the third national survey of adult outpatients in NHS hospitals in England, which follows earlier surveys conducted in 2003 and 2004.  Over 72,000 patients who visited one of 163 acute or specialist NHS trusts during March, April or May 2009 responded to the survey, a response rate of 53%.
The results from the survey are primarily intended for use by NHS trusts to help improve their performance.  The Care Quality Commission will also use the results from the survey in a range of ways, including setting out national findings; informing patients and the public of trusts’ results; and using the results in regulatory activities such as registration, the monitoring of ongoing compliance, and reviews.  The Department of Health will also use the results in measuring performance against a range of indicators.  
The significance of changes

This briefing note provides the percentage results for England as a whole by aggregating responses from patients for each trust that took part in the survey, then calculating the average across all trusts to form the national results for England.  Doing this gives each trust an equal input in the overall result and reflects the experiences of patients in the ‘average’ English NHS Trust.
The scored results for individual NHS trusts are available on the Care Quality Commission website: http://www.cqc.org.uk/PatientSurveyOutpatients2009
This briefing note highlights those aspects of care where there have been statistically significant changes from 2004 (the last time the survey was carried out) and 2003 (the first time the survey was carried out). 
Some of the changes over time may appear small – often around one percentage point or less - but all reported changes are “statistically significant”. This means that we have carried out tests to identify the changes that are unlikely to have occurred by chance. 

Where there has been no “statistically significant” change, differences or comparisons are either not mentioned or we clearly state that there has been no change. In some cases we are unable to present comparisons, either because questions are new to the survey in 2009, or because questions from earlier surveys were not asked in 2009.  

Key findings summary

This section provides a broad outline of the main survey findings, according to whether they show improvements in patient experience, a decline, or show no significant changes. 
The survey results show that there has been significant improvement in most aspects of patients’ experiences of outpatient care and treatment since national surveys were last conducted in 2003 and 2004. 

On a small number of questions performance had worsened. All but one of these were aspects of information-giving, although it is important to note that on other questions about information, patients reported more positive experiences than in previous surveys.

Improvements since the 2004 survey have been identified in the following areas, with increasing proportions of patients reporting that they: 
· waited less than six weeks to get an outpatient appointment from the time they were first told they needed an appointment
· were offered a choice of outpatient appointment times 

· waited fifteen minutes or less after their planned appointment time
· were told why and for how long they would have to wait after their appointment time 
· rated the outpatient department and toilets as being ‘very clean’ 

· spent more than ten minutes with a doctor

· were ‘definitely’ involved as much as they wanted to be in decisions about their care or treatment 

· ‘definitely’ had enough time to discuss their health or medical problem with a doctor

· felt listened to by a doctor

· received good explanations from a doctor 
· received answers they could understand  when they had important questions for doctors or for other members of staff  

· ‘definitely’ had confidence and trust in their doctor 

· felt that their doctor was sufficiently aware of their medical history 

· saw the same doctor or other member of staff on different visits if they had to attend the department more than once
· received the ‘right amount’ of information about their condition or treatment
· felt that staff explained why they needed tests and the results of tests in a way they could understand as well as how to find out the results 

· were given explanations of the risks or benefits of any treatment as well as what would happen during treatment by staff
· felt that staff told them ‘completely’ about possible medication side effects and danger signals to watch for regarding their illness or treatment 
· received copies of all letters sent between the hospital and their family doctor (GP) 

· were told who to contact if they had concerns after they left the hospital
· were not given conflicting messages by staff 

· were always treated with respect and dignity 

· were ‘definitely’ given enough privacy when being examined or treated and when discussing their treatment or condition 
· were treated by staff who introduced themselves

· felt ‘completely’ satisfied that the main reason they went to the outpatients department was dealt with to their satisfaction

· rated the outpatient department as being ‘very well’ organised 

· rated the overall care in the outpatients department as being ‘excellent’
Declining patient experiences since the 2004 survey were found in some areas.  These included increases in the proportion of patients reporting:
· Not ‘definitely’ knowing what would happen during their appointment 
· Staff not ‘completely’ explaining how to take new medication 
· Doctors and/or other staff talking in front of patients as if they weren’t there 

The survey results are discussed in further detail below, examining each element of the patient’s journey from admission to their discharge. 
Before the Appointment
These survey results show improvements in access to outpatients departments in relation to speed of access and whether appointments take place on time.
Getting an appointment
The proportion of patients who reported waiting less than six weeks to get an outpatients appointment rose very substantially from 57% in 2004 to 73% in 2009. Seventeen percent of patients waited between 6 weeks and 3 months; nine percent waited between 3 and 12 months; and one percent waited over a year but less than 18 months. These proportions had all decreased since 2004.
There was no significant change from 2004 in the proportion of respondents saying that their appointment time was changed to a later date by the hospital: 79% reported that this did not happen at all, 17% reported that their appointment was changed once by the hospital, and the remaining 4% stated that their appointment was changed 2 or 3 times. 

Choice of appointment time
Thirty-four percent of patients reported being offered a choice of appointment times in 2009, a substantial increase from 30% in 2004. More than half of all respondents (51%) said that they had not been offered a choice but did not need or want one (compared with 54% in 2004); but 15% said they had not been offered a choice but would have liked one (down from 16% from 2004).
History of outpatient visits

Overall, there has been a decrease in the proportion of patients who reported that they had visited the same outpatients department before, for the same condition: 58% in 2009 compared with 64% in 2004 and 63% in 2003. Of those who had visited the outpatients department before, 38% saw the same doctor or member of staff, up 3% percentage points since 2004.
Advance information about the appointment

Thirty-eight percent of patients reported that they ‘definitely’ knew what would happen during their appointment, down two percentage points since 2004. Just under half (46%) said they knew ‘to some extent’ what to expect, compared with 44% in 2004. 
Waiting

Waiting times
Overall, the proportion of patients reporting that when they arrived at the outpatients department they were seen on time or early is unchanged from 2004 (19%). However, among those waiting there have been improvements in the length of time they had to wait.

There has been an increase in the proportion of patients who said they waited up to five minutes (up one percentage point to 11%) but it was less common for respondents to say they waited more than 15 minutes (44% in 2009), down from 45% of respondents in 2004 and 47% in 2003.  A greater proportion of respondents said they had been told ‘why’ they had to wait, up from 25% in 2004 to 27% in 2009, although one third of respondents said they were not told the reason for the delay but would have liked to know.  Forty percent said they were not told the reason for the delay but that they did not mind not being given this information.
Of those who waited longer than 15 minutes past their appointment time, 60% said they were not told how long they would have to wait, although this is an improvement from 65% in 2004 and 64% in 2003.  Of those patients waiting more than 15 minutes and were told how long they would have to wait, the biggest increase was in the proportion of respondents who said they were accurately told how long they would have to wait, up two percentage points to 21% in 2009.  A further six percent were told but said that the wait was shorter (up one percentage point); and 13% were told, but had to wait longer (up one percentage point).
Cleanliness
This area of patient experience has shown considerable improvement since the 2004 survey with 61% of patients reporting that the outpatients department was ‘very clean’ (compared with 53% in 2004) and 37% saying they thought it was ‘fairly clean’. The remaining 2% thought that it was ‘not very clean’ and less than one percent thought it was ‘not at all clean’. 
There was also a very substantial improvement in patients’ reports of how clean the toilets were, with 57% of patients saying ‘very clean’, compared with 50% in 2004. Another 37% of patients said ‘fairly clean’, 5% said ‘not very clean’ and 1% said ‘not at all clean’.
Seeing a doctor
Eighty percent of patients stated that they saw a doctor at some point during their outpatient appointment, down from 82% in 2004 and 84% in 2003.  
Length of consultation

Of these patients, 77% stated that they had ‘definitely’ had enough time to discuss their health with the doctor, compared with 75% in 2004 and 74% in 2003. Twenty-one percent said that they had enough time ‘to some extent’, a decrease from 2004 (22%) and 3% of patients reported that they did not have enough time to discuss their health, which shows an increase of just under one percentage point from 2004.
The length of time patients report spending with doctors has also increased with 51% saying they spent more than ten minutes with the doctor in 2009, up from 48% in 2004 and 49% in 2003.  Eight percent of patients reported spending no more than five minutes with a doctor (down from 10% in 2004) and 41% said they spent six to ten minutes with them. 
Communication with doctors
Over three quarters of patients (77%) said the doctor had explained the reasons for any treatment or action in a way they could understand, which was an improvement of one percentage point from 2004, and 21% said they received an explanation they understood ‘to some extent’. A smaller proportion of patients said that the doctor did not explain the reason for any treatment or action, down to 2% from 3% in 2004. A greater proportion of patients said that the doctor listened to what they had to say (81%, compared with 79% in 2004). 

Seventy-one percent of patients reported that if they had important questions to ask the doctor they received answers that they could ‘definitely’ understand. This was an increase from 69% in both previous surveys. The percentage of patients who felt they did not have an opportunity to ask important questions fell from 2% in 2003 and 2004 to 1% in this survey. 

Eighty-two percent of patients said the doctor seemed aware of their medical history, compared with 81% in 2004; while 13% said they knew something, but not enough, and 5% said they knew little or nothing.
Seeing another health professional

Fifty-nine percent of respondents stated that all or part of their outpatient appointment was with a member of staff other than a doctor, compared with 55% in 2004 and 54% in 2003. 

Of these patients, 64% reported that the main other person they saw was a nurse, which is a three percentage point increase from 2004. Seven percent saw a physiotherapist (an increase of one percentage point from 2004), 18% said they saw a radiographer (down from 19% in 2004) and 11% said they saw ‘someone else’ (down from 14% in 2004).

Seventy-three percent of patients who had all or part of their appointment with someone other than a doctor, said that they ‘definitely’ received answers to important questions in a way they could understand, up from 72% in 2004 and 71% in 2003.  Another three percent said that they did not get answers they could understand while 2% said they did not have the opportunity to ask questions – both these proportions have decreased since the 2004 survey.
Confidence and trust in staff

High levels of confidence and trust continued to be reported by patients in 2009 with the majority (82%) of patients reporting that they ‘definitely’ had confidence and trust in their doctors, an increase of one percentage point since 2004.  A further 15% of patients said that they had confidence in their doctors ‘to some extent’ (down from 16% in 2004) while 2% reported that they did not have confidence or trust in their doctor, down one percentage point from 2004. 

Of those patients who had all or part of their appointment with someone other than a doctor, 81% reported that they ‘definitely’ had confidence or trust in that person (unchanged from 2004 but down from 82% in 2003). A further 17% reported that they had confidence to ‘some extent’, which was an increase from 16% in 2004. 

Overall about the appointment

Staff acknowledging patients

Patients were asked whether doctors or other staff talked in front of them “as if they were not there”. The majority of respondents (88%) said that doctors and/or other staff did not do so, which was no change from 2004. 
However, there was an increase since 2004 of one percentage point in the proportion of patients who say that doctors or other staff “definitely” talked in front of them in this way (4%); and a decrease of one percentage point in patients who said this happened ‘to some extent’ (8%).  

Seventy-three percent of respondents said that all staff introduced themselves when treating or examining them, up substantially from 69% in 2004, while the proportion of patients who said that very few or no staff introduced themselves fell from 8% in 2004 to 5% in 2009.

Getting the right information 

Overall, 82% of people responding to the survey thought they had received the right amount of information regarding their condition, an improvement of two percent since 2004. Eleven percent said that they had not been given enough information, down from 12% in 2004, and 6% said that they were not given any information, compared with 8% in 2004.  Less than one percent of patients said they received too much information, although this has increased statistically since 2004.
Since 2004 there has been no change in the proportion of patients who said they were ‘definitely’ given conflicting information, with 4% reporting that this was the case.  There was a slight increase in those who stated that ‘yes, to some extent’ this was true, up by one percentage point to 8%, while the proportion of patients who responded ‘no’ to this question decreased by less than one percentage point to 88%.
Involvement in decisions
The NHS Constitution states that patients ‘have the right to be involved in discussions and decisions about [their] healthcare, and to be given information to enable [them] to do this.’ 

Seventy percent of respondents said they were ‘definitely’ involved as much as they wanted to be in decisions about their care and treatment, a statistically significant increase of less than one percentage point since 2004.  Another 24% said they felt involved ‘to some extent’.

Privacy

Eighty-seven percent of respondents reported that they had ‘definitely’ been given enough privacy when discussing their condition or treatment. Although the percentage figure has not changed from 2004, tests show that there is a statistically significant increase from 2004 to 2009. One percent of patients reported that they had not received enough privacy; no change from 2004.

A high proportion of patients stated that they had enough privacy when being examined or treated: 91%, compared with 90% in 2004.  The proportion of patients who said that they had not had enough privacy remained at one percent.
Tests and Treatment
Tests

Sixty-one percent of patients reported that they had had a test when they visited the outpatients department, a decrease of less than one percentage point since 2004. 
Of those patients who had tests, three quarters (75%) reported that a member of staff explained these in a way they could ‘completely’ understand, a substantial increase of 4% points from 2004. Eight percent said that these had not been explained in a way they could understand, compared with 10% in 2004. 

There was an increase in the proportion of patients who stated that a member of staff told them how they would find out the results of their tests, 83% in 2009 compared with 76% in 2004. 

There was also an increase in the percentage of patients who reported that a member of staff had explained the results of the tests in a way which they could ‘definitely’ understand, 64% of patients reported this in 2009 compared with 59% in 2004.  The proportion of patients who said staff did not explain the results in a way they could understand fell from 12% in 2004 to 9% in 2009, and 5% said staff did not ever tell them the results of the tests, a decrease of less than one percentage point from 2004 and down from 6% in 2003.
Treatment

Almost one third of patients (32%) received treatment for their condition during their outpatient appointment, up from 30% in 2004 and 29% in 2003. Eighty percent of those receiving treatment said a member of staff had ‘definitely’ explained what would happen before the treatment, compared with 77% in 2004. 

Of the patients who received treatment during their appointment, 72% said that a member of staff explained the risks and benefits in a way they could understand before treatment began, up from 68% in 2004 and 67% in 2003.  Only 8% of patients said the risks and benefits weren’t explained in a way they could understand, down from 11% in 2004 and 12% in 2003.
Medications
There was no change from 2004 in the proportion of patients who were prescribed new medicines during their appointment (28%). 
Of those patients who were prescribed new medicines, 84% reported that a member of staff explained ‘completely’ how to take the new medication, down from 85% in 2004.  There has been an increase in the percentage of patients who stated that this was explained ‘to some extent’, up two percentage points from 2004 to 12%. 
Eighty-two percent stated that a member of staff explained the purpose of the medications in a way they could understand, unchanged since 2004; while 4% said the purpose was not explained, down from 5% in 2004. 

There has been an increase in the percentage of patients who reported that a member of staff told them ‘completely’ about what medication side effects to watch out for, from 42% in 2003, to 43% in 2004 and 45% in 2009.  There has also been a one percentage point increase in those who said they were told ‘to some extent’, up from 19% in 2004 to 20% in 2009.  The proportion of those who said that they were not told decreased from 39% of respondents in 2004 to 35% in 2009.
Leaving the outpatients department

Information
Forty-six percent of patients reported that a member of staff told them what danger signals regarding their illness to watch out for after their appointment, up five percentage points from 2004, and another 22% said they were told ‘to some extent’.

There was also an increase in the proportion of patients who stated that hospital staff told them who to contact if they were worried about their condition or treatment once leaving hospital, up from 62% in 2004 to 66% in 2009.

Copies of letters
Department of Health guidance states that patients should receive copies of letters between the hospital and the patient’s family doctor
. 

The proportion of patients who reported that, as far as they knew, they received copies of all letters sent between hospital doctors and their GP has more than doubled, up from 16% in 2004 to 35% in 2009. Nine percent of patients said that they had received copies of some but not all letters (up from 6% in 2004) but more than half of patients still say they did not receive copies of any of these letters (55%). 

Overall questions
Problems dealt with

Just under three quarters of patients (74%) felt that the reason that they went to the outpatient department was dealt with to their satisfaction, which was a two percentage point increase from 2004. Twenty two percent of patients felt that this occurred ‘to some extent’ (24% in 2004); four percent felt that the main reason for attending had not been dealt with, less than a percentage point decrease since 2004.
Organisation

Fifty-nine percent of respondents reported that the outpatients department they had visited was ‘very well organised’, compared with 58% in 2004. The proportion of patients who stated that the department was ‘not at all organised’ was the same as 2003 and 2004, at 3%. 
Respect and dignity

The NHS Constitution states that patients ‘have the right to be treated with dignity and respect, in accordance with [their] human rights’.

Eighty-seven percent of patients reported feeling that they were treated with respect and dignity ‘all the time’, an increase of less than one percentage point since 2004. Twelve percent stated that they were ‘sometimes’ treated with respect and dignity while the remaining 1% said that they were not. 

Ratings of care

Ninety-four percent of patients rated their overall care as excellent, very good or good, unchanged from the 2003 and 2004 surveys. However, the percentage of respondents rating their overall care as ‘excellent’ has increased by three percent points from 37% in 2004 to 40% in 2009. 
Notes on the survey

The 2009 adult outpatient survey involved 163 acute NHS trusts. We received responses from over 72,000 patients, a response rate of 53%. People were eligible for the survey if they were aged 16 years or older and attended an outpatient department during any one month period (month chosen by the trust) in March, April or May 2009. This included any outpatient clinics run with the emergency department (A&E/casualty) such as fracture clinics. Fieldwork for the survey took place between July and October 2009. 

Please note that results for Q1 ("Overall, from the time you were first told you needed an appointment to the time you went to the Outpatients Department, how long did you wait for an appointment?") exclude patients from Wales, Scotland and Northern Ireland because NHS waiting time policies differ for those from outside of England. These patients have been included in the reporting for all other questions.
A report for each trust is available on the Care Quality Commission website.  These reports show how each trust performed for every question that measures the quality of patient experience.  The results for each trust are compared against all other trusts which took part.  Because the types of patients at each hospital trust can differ, these reports are standardised for age and gender for each respondent.  This allows trusts, and others, to compare performance, identify areas where they are currently performing well and to show where improvement is needed. http://www.cqc.org.uk/PatientSurveyOutpatients2009
To make the results more accessible to the general public, the results for each trust will also be available under the organisation search tool of the CQC website:

http://2009ratings.cqc.org.uk/findcareservices/informationabouthealthcareservices/overallperformance.cfm
� Department of Health, 2003. Copying letters to patient: good practice guidelines
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