National NHS patient survey programme

Outpatient department survey 2009

Full national results tables

About the Care Quality Commission

The Care Quality Commission is the independent regulator of health and adult social care services in England. We also protect the interests of people whose rights are restricted under the Mental Health Act.

Whether services are provided by the NHS, local authorities, private companies or voluntary organisations, we make sure that people get better care. We do this by:

· Driving improvement across health and adult social care.
· Putting people first and championing their rights.
· Acting swiftly to remedy bad practice.
· Gathering and using knowledge and expertise, and working with others.

The outpatient department survey 2009

To improve the quality of services that the NHS delivers, it is important to understand what patients think about their care and treatment. One way of doing this is by asking patients who have recently used their local health services to tell us about their experiences.

The survey of acute outpatient services involved 163 acute and specialist NHS trusts. We received responses from more than 72,000 people who used services, 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. 

Similar surveys of outpatients were carried out in 2003 and 2004. They are part of a wider programme of NHS patient surveys, which covers a range of topics including mental health services, adult (non-mental health) inpatient services and non-emergency ambulance services (category ‘C’ calls). To find out more about our programme of surveys, please visit our website (see ‘Further information’ section).

Interpreting the tables

This document provides tables showing national results
 for outpatient surveys carried out in 2003, 2004 and 2009.  The tables present the national percentage results 2 for each question. The survey years are shown across the top of the table, with the responses for each question down the side. The bottom row shows the ‘number of respondents’ ( that is the number of people that the results are based on. 

The tables show all specific responses to a question. Responses such as “don’t know” or “can’t remember” are not shown, as these do not help to evaluate performance. 

Please also note 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?") excludes patients who have not been referred for an appointment by an English Commissioner. This is because waiting time policies differ outside of England.

Filter questions

Not all of the questions in the survey were designed to be answered by everybody. Some questions are not applicable to everyone. For example, if a respondent did not have any treatment for their condition at their most recent appointment (Q35), then they are instructed to skip past Q36 and Q37 (which asks about the treatment) and go straight to Q38 (about medications).

Statistical significance

We carried out statistical tests on the data to determine whether there had been any statistically significant changes in the results for 2009 compared with other years. A statistically significant difference means that the change in the results is very unlikely to have occurred by chance3
The final two columns of the tables use ‘up’ and ‘down’ arrows to indicate whether there has been a ‘statistically significant’ change between 2009 and 2004 (the last time the survey was carried out), and also between 2004 and 2003 (when the first survey was carried out):

↑ shows that there has been a statistically significant increase in results 

↓ shows that there has been a statistically significant decrease in results. 

Where a cell in the final two columns is blank, there has been no statistically significant change. 

For example, in the table for question 6 it can be seen that between 2004 and 2009, there has been a significant increase in the proportion of respondents who said they always saw the same doctor or other member of staff when visiting the outpatients department – as indicated by an ‘up’ arrow. There have been corresponding decreases for all other response options relating to question 6. Each of these response options are shown in the table to be significantly greater in the 2009 results than those from 2004, by an arrow pointing downward. 

In some of the tables, the arrows suggest that there has been a significant change but the results look the same. An example of this can be seen in the table for question 3 where the ‘No’ percentage is the same for 2004 and for 2009 (16%) but there is a downward arrow to show there has been a significant decrease. This is because results presented in the tables have been rounded up or down to a whole number. If the results were presented to a number of decimal places, a small observable difference would be shown. Some of the changes in the survey results are very small, but because of the large number of respondents that took part, they are statistically significant.

Further information

Full details of the methodology of the survey:

http://www.nhssurveys.org/surveys/403
More information on the programme of NHS patient surveys is available on the patient survey section of the website at:

http://www.cqc.org.uk/nationalfindings/surveys.cfm   

The results, questionnaire and scoring for the 2009 Outpatients survey can be found at:

http://www.cqc.org.uk/PatientSurveyOutpatients2009
The results for the 2004 Outpatient survey can be found at:

http://www.cqc.org.uk/PatientSurveyOutpatients2004
The results for the 2003 Outpatient survey can be found at:

http://www.cqc.org.uk/PatientSurveyOutpatients2003
1. 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?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Up to 1 month
	35%
	47%
	↑

	1 month to 6 weeks
	22%
	26%
	↑

	More than 6 weeks but no more than 3 months
	23%
	17%
	↓

	More than 3 months but no more than 5 months
	10%
	5%
	↓

	More than 5 months but no more than 12 months
	8%
	4%
	↓

	More than 12 months but no more than 18 months
	1%
	1%
	↓

	More than 18 months
	0%
	0%
	↓

	Total specific responses
	73642
	64072
	


Answered by all
1. 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?

	
	Survey Year

	
	2009

	Up to 1 month
	47%

	1 month to 6 weeks
	26%

	More than 6 weeks but no more than 3 months
	17%

	More than 3 months but no more than 5 months
	5%

	More than 5 months but no more than 12 months
	4%

	More than 12 months but no more than 18 months
	1%

	More than 18 months
	0%

	Total specific responses
	63693


Answered by patients referred by English PCTs only
*In the above table, for 2009 ONLY, survey respondents to Q1 exclude patients who have not been referred for an appointment by an English Commissioner. 
2. Were you given a choice of appointment times?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Yes
	30%
	34%
	↑

	No, but I did not need/want a choice
	54%
	51%
	↓

	No, but I would have liked a choice
	16%
	15%
	↓

	Total specific responses
	81161
	69307
	


Answered by all
3. Before your appointment, did you know what would happen to you during the appointment?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Yes, definitely
	40%
	38%
	↓

	Yes, to some extent
	44%
	46%
	↑

	No
	16%
	16%
	↓

	Total specific responses
	83072
	71308
	


Answered by all
4. Was your appointment changed to a later date by the hospital?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	No
	79%
	79%
	

	Yes, once
	16%
	17%
	

	Yes, 2 or 3 times
	4%
	4%
	

	Yes, 4 times or more
	0%
	0%
	

	Total specific responses
	82619
	71159
	


Answered by all
5. Have you ever visited this Outpatients Department before, for the same condition?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes
	63%
	64%
	58%
	↓
	↓

	No
	37%
	36%
	42%
	↑
	↑

	Total specific responses
	87254
	81967
	69971
	
	


Answered by all
6. Do you see the same doctor or other member of staff whenever you go to the Outpatients Department?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Yes, always
	35%
	38%
	↑

	Yes, sometimes
	48%
	47%
	↓

	No, never
	17%
	14%
	↓

	Total specific responses
	50529
	40929
	


Answered by all who had visited the Outpatients Department before, for the same condition
7. How long after the stated appointment time did the appointment start?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Seen on time, or early
	19%
	20%
	19%
	
	↑

	Waited up to 5 minutes
	10%
	10%
	11%
	↑
	↑

	Waited 6 - 15 minutes
	25%
	25%
	26%
	
	↑

	Waited 16 - 30 minutes
	23%
	21%
	21%
	↓
	↓

	Waited 31- 60 minutes
	14%
	14%
	14%
	↓
	↓

	Waited more than 1 hours but no more than 2 hours
	8%
	7%
	7%
	↓
	↓

	Waited more than 2 hours
	2%
	2%
	3%
	
	↑

	Total specific responses
	86811
	80763
	69468
	
	


Answered by all
8. Were you told how long you would have to wait?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, but the wait was shorter
	5%
	5%
	6%
	↑
	↑

	Yes, and I had to wait about as long as I was told
	19%
	19%
	21%
	↑
	↑

	Yes, but the wait was longer
	12%
	12%
	13%
	↑
	↑

	No, I was not told
	64%
	65%
	60%
	↓
	↓

	Total specific responses
	40500
	36222
	30746
	
	

	Answered by all whose appointment started more than 15 minutes after the stated appointment time


9. Were you told why you had to wait?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes
	25%
	25%
	27%
	↑
	↑

	No, but I would have liked an explanation
	31%
	32%
	33%
	
	↑

	No, but I did not mind
	43%
	43%
	40%
	↓
	↓

	Total specific responses
	39331
	35513
	30089
	
	


Answered by all whose appointment started more than 15 minutes after the stated appointment time
10. in your opinion, how clean was the Outpatients Department?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Very clean
	60%
	53%
	61%
	↑
	↑

	Fairly clean
	38%
	43%
	37%
	↓
	↓

	Not very clean
	2%
	3%
	2%
	↓
	↓

	Not at all clean
	0%
	0%
	0%
	↓
	↓

	Total specific responses
	88604
	81931
	71079
	
	


Answered by all
11. How clean were the toilets at the Outpatients Department?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Very clean
	55%
	50%
	57%
	↑
	↑

	Fairly clean
	38%
	41%
	37%
	↓
	

	Not very clean
	5%
	7%
	5%
	↓
	↓

	Not at all clean
	1%
	2%
	1%
	↓
	↓

	Total specific responses
	61751
	56556
	50044
	
	


Answered by all
12. Was all or part of your outpatient appointment with a doctor?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes
	84%
	82%
	80%
	↓
	↓

	No
	16%
	18%
	20%
	↑
	↑

	Total specific responses
	88291
	82228
	70904
	
	


Answered by all
13. Did you have enough time to discuss your health or medical problem with the doctor?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	74%
	75%
	77%
	↑
	↑

	Yes, to some extent
	22%
	22%
	21%
	↓
	↓

	No
	3%
	3%
	3%
	↓
	↓

	Total specific responses
	74120
	67191
	56709
	
	


Answered by all who had all or part of their outpatient appointment with a doctor
14. How long were you with the doctor?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Up to 5 minutes
	10%
	10%
	8%
	↓
	↓

	6 – 10 minutes
	40%
	41%
	41%
	↓
	

	11 – 20 minutes
	37%
	37%
	39%
	↑
	↑

	21 – 30 minutes
	9%
	8%
	9%
	
	

	More than 30 minutes
	3%
	3%
	3%
	↑
	

	Total specific responses
	72022
	65236
	54850
	
	


Answered by all who had all or part of their outpatient appointment with a doctor
15. Did the doctor explain the reasons for any treatment or action in a way that you could understand?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, completely
	76%
	76%
	77%
	↑
	↑

	Yes, to some extent
	22%
	21%
	21%
	↓
	↓

	No
	3%
	3%
	2%
	↓
	↓

	Total specific responses
	69746
	64048
	54806
	
	


Answered by all who had all or part of their outpatient appointment with a doctor
16. Did the doctor listen to what you had to say?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	79%
	79%
	81%
	↑
	↑

	Yes, to some extent
	19%
	19%
	18%
	↓
	↓

	No
	2%
	2%
	2%
	↓
	↓

	Total specific responses
	74180
	67320
	56852
	
	


Answered by all who had all or part of their outpatient appointment with a doctor
17. If you had important questions to ask the doctor, did you get answers that you could understand?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	69%
	69%
	71%
	↑
	↑

	Yes, to some extent
	26%
	26%
	25%
	↓
	↓

	No
	3%
	3%
	3%
	↓
	↓

	I did not have an opportunity to ask
	2%
	2%
	1%
	↓
	↓

	Total specific responses
	61787
	56647
	50389
	
	

	Answered by all who had all or part of their outpatient appointment with a doctor


18. Did you have confidence and trust in the doctor examining and treating you?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	82%
	81%
	82%
	↑
	↑

	Yes, to some extent
	16%
	16%
	15%
	↓
	↓

	No
	2%
	3%
	2%
	↓
	


	Total specific responses
	74381
	67381
	56886
	
	


Answered by all who had all or part of their outpatient appointment with a doctor
19. Did the doctor seem aware of your medical history?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	He / she knew enough
	82%
	81%
	82%
	↑
	

	He / she knew something but not enough
	13%
	13%
	13%
	
	

	He / she knew little or nothing
	6%
	6%
	5%
	
	

	Total specific responses
	67809
	61784
	52494
	
	


Answered by all who had all or part of their outpatient appointment with a doctor
20. Was all or part of your outpatient appointment with any member of staff, other than a doctor?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes
	54%
	55%
	59%
	↑
	↑

	No
	46%
	45%
	41%
	↓
	↓

	Total specific responses
	86101
	80374
	69602
	
	


Answered by all
21. Who was the main other person you saw? (Tick one only)

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	A nurse
	62%
	61%
	64%
	↑
	↑

	A physiotherapist
	6%
	6%
	7%
	↑
	↑

	A radiographer
	18%
	19%
	18%
	↓
	

	Someone else
	14%
	14%
	11%
	↓
	↓

	Total specific responses
	42035
	40177
	37652
	
	


Answered by all who had all or part of the outpatient appointment with any member of staff other than a doctor
22. If you had important questions to ask him/her, did you get answers that you could understand?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	71%
	72%
	73%
	↑
	↑

	Yes, to some extent
	23%
	22%
	23%
	
	

	No
	3%
	3%
	3%
	↓
	↓

	I did not have an opportunity to ask
	2%
	2%
	2%
	↓
	↓

	Total specific responses
	34831
	32827
	33494
	
	


Answered by all who had all or part of the outpatient appointment with any member of staff other than a doctor
23. Did you have confidence and trust in him/her?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	82%
	82%
	81%
	
	↓

	Yes, to some extent
	16%
	16%
	17%
	↑
	↑

	No
	2%
	2%
	2%
	↓
	

	Total specific responses
	47036
	43631
	41817
	
	


Answered by all who had all or part of the outpatient appointment with any member of staff other than a doctor

24. Did doctors and/or other staff talk in front of you as if you weren’t there?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	3%
	3%
	4%
	↑
	↑

	Yes, to some extent
	9%
	9%
	8%
	↓
	↓

	No
	88%
	88%
	88%
	
	

	Total specific responses
	86201
	82026
	70724
	
	


Answered by all
25. While you were in the Outpatients Department, how much information about your condition or treatment was given to you?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Not enough
	12%
	12%
	11%
	↓
	

	Right amount
	80%
	80%
	82%
	↑
	↑

	Too much
	0%
	0%
	0%
	↑
	

	I was not given any information about my treatment or condition
	7%
	8%
	6%
	↓
	↓

	Total specific responses
	86159
	81734
	70526
	
	


Answered by all

26. Were you given enough privacy when discussing your condition or treatment?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Yes, definitely
	87%
	87%
	↑

	Yes, to some extent
	12%
	11%
	↓

	No
	1%
	1%
	

	Total specific responses
	82465
	70950
	


Answered by all
27. Were you given enough privacy when being examined or treated?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Yes, definitely
	90%
	91%
	↑

	Yes, to some extent
	8%
	8%
	↓

	No
	1%
	1%
	↓

	Total specific responses
	82116
	70628
	


Answered by all
28. Sometimes in a hospital or clinic, a member of staff will say one thing and another will say something quite different. Did this happen to you?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	4%
	4%
	4%
	
	↑

	Yes, to some extent
	7%
	7%
	8%
	↑
	↑

	No
	89%
	88%
	88%
	↓
	↓

	Total specific responses
	87667
	82818
	71191
	
	


Answered by all
29. Were you involved as much as you wanted to be in decisions about your care and treatment?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	70%
	70%
	70%
	↑
	

	Yes, to some extent
	24%
	24%
	24%
	
	

	No
	6%
	6%
	6%
	↓
	↓

	Total specific responses
	86905
	81896
	70613
	
	


Answered by all
30. Did the staff treating and examining you introduce themselves?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Yes, all of the staff introduced themselves
	69%
	73%
	↑

	Some of the staff introduced themselves
	23%
	22%
	↓

	Very few or none of the staff introduced themselves
	8%
	5%
	↓

	Total specific responses
	78048
	68557
	

	Answered by all


31. Did you have any tests (such as x-rays, scans or blood tests) when you visited the Outpatients Department?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes
	62%
	61%
	61%
	↓
	↓

	No
	38%
	39%
	39%
	↑
	↑

	Total specific responses
	86581
	81964
	70576
	
	

	Answered by all


32. Did a member of staff explain why you needed these tests in a way you could understand?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, completely
	72%
	71%
	75%
	↑
	↑

	Yes, to some extent
	19%
	19%
	18%
	↓
	↓

	No
	9%
	10%
	8%
	↓
	↓

	Total specific responses
	52972
	49665
	42515
	
	


Answered by all who had any tests while visiting the Outpatients Department
33. Did a member of staff tell you how you would find out the results of your test(s)?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes
	78%
	76%
	83%
	↑
	↑

	No
	22%
	24%
	17%
	↓
	↓

	Total specific responses
	48580
	46106
	39629
	
	


Answered by all who had any tests while visiting the Outpatients Department
34. Did a member of staff explain the results of the tests in a way you could understand?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	61%
	59%
	64%
	↑
	↑

	Yes, to some extent
	22%
	23%
	22%
	↓
	

	No
	11%
	12%
	9%
	↓
	↓

	I was never told the results of the tests
	6%
	5%
	5%
	↓
	↓

	Total specific responses
	42594
	40433
	34306
	
	


Answered by all who had any tests while visiting the Outpatients Department
35. During your outpatients appointment, did you have treatment for your condition?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes
	29%
	30%
	32%
	↑
	↑

	No
	71%
	70%
	68%
	↓
	↓

	Total specific responses
	86726
	81374
	70053
	
	


Answered by all
36. Before the treatment did a member of staff explain what would happen?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	77%
	77%
	80%
	↑
	↑

	Yes, to some extent
	18%
	19%
	17%
	↓
	

	No
	5%
	5%
	3%
	↓
	↓

	Total specific responses
	24893
	23717
	22215
	
	


Answered by all who had any treatments during their outpatients appointment
37. Before the treatment did a member of staff explain any risks and/or benefits in a way you could understand?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, definitely
	67%
	68%
	72%
	↑
	↑

	Yes, to some extent
	21%
	21%
	20%
	↓
	↓

	No
	12%
	11%
	8%
	↓
	↓

	Total specific responses
	23326
	22572
	21272
	
	

	Answered by all who had any treatments during their outpatients appointment


38. Before you left the Outpatients Department, were any new medications prescribed or ordered for you?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes
	29%
	28%
	28%
	
	↓

	No
	71%
	72%
	72%
	
	↑

	Total specific responses
	87044
	81896
	70664
	
	

	Answered by all


39. Did a member of staff explain to you how to take the new medications?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, completely
	86%
	85%
	84%
	↓
	↓

	Yes, to some extent
	10%
	10%
	12%
	↑
	↑

	No
	5%
	5%
	4%
	
	

	Total specific responses
	23671
	21471
	18380
	
	


Answered by all who had new medications prescribed or ordered for them before leaving the Outpatients Department
40. Did a member of staff explain the purpose of the medications you were to take home in a way you could understand?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, completely
	82%
	82%
	82%
	
	

	Yes, to some extent
	13%
	13%
	14%
	↑
	↑

	No
	5%
	5%
	4%
	↓
	↓

	Total specific responses
	23710
	21527
	18553
	
	

	Answered by all who had new medications prescribed or ordered for them before leaving the Outpatients Department


41. Did a member of staff tell you about medication side effects to watch for?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, completely
	42%
	43%
	45%
	↑
	↑

	Yes, to some extent
	19%
	19%
	20%
	↑
	↑

	No
	39%
	39%
	35%
	↓
	↓

	Total specific responses
	20862
	19357
	16988
	
	


Answered by all who had new medications prescribed or ordered for them before leaving the Outpatients Department
42. Did you receive copies of letters sent between hospital doctors and your family doctor (GP)?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Yes, as far as I know I received copies of all letters
	16%
	35%
	↑

	I received copies of some but not all letters
	6%
	9%
	↑

	No, I did not receive copies of any letters
	78%
	55%
	↓

	Total specific responses
	66165
	58233
	


Answered by all
43. Did a member of staff tell you about what danger signals regarding your illness or treatment to watch for after you went home?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, completely
	44%
	41%
	46%
	↑
	↑

	Yes, to some extent
	20%
	21%
	22%
	
	↑

	No
	36%
	37%
	33%
	↓
	↓

	Total specific responses
	46744
	49276
	45026
	
	


Answered by all
44. Did hospital staff tell you who to contact if you were worried about your condition or treatment after you left hospital?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Yes
	62%
	66%
	↑

	No
	38%
	34%
	↓

	Total specific responses
	74687
	63845
	


Answered by all
45. Was the main reason you went to the Outpatients Department dealt with to your satisfaction?

	
	Survey Year
	Significant change between 04 and 09

	
	2004
	2009
	

	Yes, completely
	72%
	74%
	↑

	Yes, to some extent
	24%
	22%
	↓

	No
	4%
	4%
	↓

	Total specific responses
	82440
	70904
	


Answered by all

46. How well organised was the Outpatients Department you visited?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Not at all organised
	3%
	3%
	3%
	
	↑

	Fairly organised
	38%
	39%
	38%
	↓
	

	Very well organised
	59%
	58%
	59%
	↑
	

	Total specific responses
	88012
	82505
	70890
	
	


Answered by all

47. Overall, did you feel you were treated with respect and dignity while you were at the Outpatients Department?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Yes, all of the time
	87%
	87%
	87%
	↑
	

	Yes, some of the time
	12%
	12%
	12%
	
	

	No
	1%
	1%
	1%
	
	

	Total specific responses
	88353
	82597
	71021
	
	

	Answered by all


48. Overall, how would you rate the care you received at the Outpatients Department?

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Excellent
	37%
	37%
	40%
	↑
	↑

	Very good
	41%
	41%
	41%
	
	

	Good
	16%
	16%
	14%
	↓
	↓

	Fair
	5%
	5%
	4%
	↓
	↓

	Poor
	1%
	1%
	1%
	
	

	Very Poor
	0%
	1%
	0%
	
	

	Total specific responses
	88395
	82568
	71040
	
	

	Answered by all


49. Proportion of those participating in the survey by sex

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	Male
	42%
	41%
	43%
	↑
	↑

	Female
	58%
	59%
	57%
	↓
	↓

	Total specific responses
	90683
	84270
	72446
	
	


Answered by all - data taken from response but if missing taken from sample data

50. Proportion of those participating in the survey by age

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	16-35 years
	11%
	10%
	9%
	↓
	↓

	36-50 years
	17%
	17%
	16%
	↓
	↓

	51-65 years
	28%
	29%
	29%
	
	↑

	66 or older
	44%
	43%
	46%
	↑
	↑

	Total specific responses
	88858
	84278
	72446
	
	


Answered by all - data taken from response but if missing taken from sample data

51. Do you have any of the following long-standing conditions? Tick all that apply

	
	Survey Year

	
	2009

	I have a long-standing condition involving deafness or hearing impairment
	12%

	I have a long-standing condition involving blindness or partially sighted
	5%

	I have a long-standing condition involving a physical condition
	29%

	I have a long-standing condition involving a learning disability
	1%

	I have a long-standing condition involving a mental health condition
	3%

	I have a long-standing condition involving an illness such as cancer, HIV, diabetes, chronic heart disease, or epilepsy
	29%

	I do not have a long-standing condition
	40%

	Total specific responses
	66002


Answered by all

52. Does this condition(s) cause you difficulty with any of the following? Tick all that apply

	
	Survey Year

	
	2009

	This condition causes me difficulty with everyday activities that people of my age can usually do
	49%

	This condition causes me difficulty at work, in education, or training
	14%

	This condition causes me difficulty with access to buildings, streets, or transport vehicles
	20%

	This condition causes me difficulty with reading or writing
	9%

	This condition causes me difficulty with people's attitudes to me because of my condition
	10%

	This condition causes me difficulty with communicating, mixing with others, or socialising
	14%

	This condition causes me difficulty with other activities
	15%

	This condition does not cause me difficulty with any of these
	38%

	Total specific responses
	44470


Answered by those with a long-standing condition

53. Which statement best describes your own health state today regarding mobility?

	
	Survey Year

	
	2009

	I have no problems in walking about
	54%

	I have some problems in walking about
	45%

	I am confined to bed
	0%

	Total specific responses
	69155


Answered by all

54. Which statement best describes your own health state today regarding self-care?

	
	Survey Year

	
	2009

	I have no problems with self-care
	82%

	I have some problems washing or dressing myself
	17%

	I am unable to wash or dress myself
	1%

	Total specific responses
	68289


Answered by all

55. Which statement best describes your own health state today regarding usual activities?

	
	Survey Year

	
	2009

	I have no problems with performing my usual activities
	52%

	I have some problems with performing my usual activities
	42%

	I am unable to perform my usual activities
	6%

	Total specific responses
	69221


Answered by all

56. Which statement best describes your own health state today regarding pain/discomfort?

	
	Survey Year

	
	2009

	I have no pain or discomfort
	37%

	I have moderate pain or discomfort
	51%

	I have extreme pain or discomfort
	11%

	Total specific responses
	69026


Answered by all

57. Which statement best describes your own health state today regarding anxiety/depression?

	
	Survey Year

	
	2009

	I am not anxious or depressed
	70%

	I am moderately anxious or depressed
	27%

	I am extremely anxious or depressed
	3%

	Total specific responses
	67689


Answered by all

58. Proportions of those participating to the survey by ethnic group

	
	Survey Year
	Significant change between 04 and 09
	Significant change between 03 and 09

	
	2003
	2004
	2009
	
	

	White
	95%
	94%
	94%
	↓
	↓

	Mixed
	1%
	1%
	1%
	
	

	Asian or Asian British
	2%
	3%
	3%
	↑
	↑

	Black or Black British
	2%
	2%
	2%
	
	

	Chinese or Other Ethnic Group
	1%
	0%
	1%
	
	

	Total specific responses
	88551
	83460
	71827
	
	


Answered by all - data taken from response but if missing taken from sample data

� The results from each trust are given equal weight in calculating the England (national) results. Some trusts have a higher response rate than others and would therefore have a greater influence over the England (national) average. To correct this we apply a ‘weight’ to the data. As a result of applying this weight, the responses from each trust have an equal influence over the England average, regardless of


differences in response rates between trusts. 


2. Results presented in the tables have been rounded up or down to whole numbers. If you add two response categories together (such as ‘very good’ and ’good’) you may get a figure which is slightly different to the figures reported elsewhere, because these used results to at least two decimal places. Likewise, columns may not add up to exactly 100%, due to the rounding. 


3 We used z-tests of the column proportions using the Bonferroni method correcting for multiple comparisons only (for questions with three years of comparable data).   








