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	Correspondence Report
For Information  
	15 August 2017

	Corporate Policy and Resources Committee  



	Linkage to Council Strategy (2015-19)

	Strategic Theme
	Leader and Champion 

	Outcome
	Establish key relationships with Government, agencies and potential strategic partners

	Lead Officer
	Director of Performance 

	Cost: (If applicable)
	Nil 


 
	1 
	Lord Chief Justice’s Office – Review of the Listing of Business in the Magistrates Court (28 June 2017) 
	Correspondence

	
	A report has been received on the review of listing of business in the Magistrates’ Courts.  The Chief Justice has made changes to the listing of some business in the Magistrates’ Courts, in particular the venue and frequency of some courts.
	




	
	
	

	2
	Northern Health and Social Care Trust – Outpatient Experience Questionnaire Feedback Paper
	

	
	The Northern Health and Social Care Trust (NHSCT) began a Reform and Modernisation Programme (RAMP) which aims to streamline and improve the services it provides across the Trust.

One of the projects within RAMP is the transformation of Outpatient Services across the Trust.  An Outpatient Patient Experience Questionnaire was launched between 21 February 2017 and 1 April 2017. 
	




Please contact Democratic Services should you require a hard copy. 
CP&R 170815_Correspondence		Page 1 of 1
NHSCT Outpatient Patient Experience Feedback Paper_June 2017_Bhughes.pdf


 


© Northern Health and Social Care Trust 2017.  All rights reserved.  
Not to be reproduced in whole or in part without the permission of the copyright owner. 


 


Northern HSC Trust 


Outpatient Patient Experience 


Questionnaire 


 Feedback Paper 
 


June 2017 


Owner: Blaithnid Hughes 
Service Improvement Manager 
Elective Care 
NHSCT  
 


 


 


 


 


 


 


 


 


 







© Northern Health and Social Care Trust 2017.  All rights reserved.  
Not to be reproduced in whole or in part without the permission of the copyright owner. 


Background 


The Northern Health and Social Care Trust (NHSCT) have begun a Reform and 


Modernisation Programme (RAMP) which aims to streamline and improve the 


services we provide right across our Trust.  


One of the projects within RAMP is the transformation of our Outpatient services 


across the Northern Trust.  Our aim is to develop safe, efficient and effective 


pathways that expedite the patient journey in and out of hospital.   


  


Why do we need to transform our Outpatient Services? 
So that we can: 


 


1) Provide better clinical care and improved patient experience 


2) Reduce waiting times 


3) Better manage demand 


4) Improve efficiency   


 


The NHSCT serves a population of almost 471,000 people.  


In the fiscal year 2016 / 2017  


 182,399 new referrals were made to an Outpatient setting by GPs and 


services within the hospital 


 273,995 outpatient appointments were attended 


 20,101 appointments were booked but the patient did not attend on the day 


 


Getting your views 


In order to make sure we look at the right things we launched an Outpatient Patient 


Experience Questionnaire to seek your views on  


 


a) What is working well within our Outpatients  


b) What we can improve 


 


We invited service users to complete the questionnaire between 21st February and 


1st April 2017.  The questionnaire was given to a random selection of patients who 


attended the 6 Outpatients Departments (listed below).  The questionnaire was also 


accessible via the Internet on Social Media (Facebook and Twitter), NHSCT 


Website, STAFFNET and the Patient Client Council e-zine.   


 Ballymena Health and Care Centre  


 Causeway Hospital  


 Mid-Ulster 


 Moyle 


 Antrim Area Hospital 


 Whiteabbey 


We also advertised the questionnaire in our local Newspapers and at our internal 


Personal and Public Involvement (PPI) Forums. 
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A total of 631 people answered the questionnaire.  Of that 631: 


 243 returned a completed questionnaire after a face to face outpatient 


appointment in March 2017 


 388 were from other people who have used our outpatient services recently 


and completed the questionnaire online 


 


Comments and Feedback 


We are delighted with the level of response and feedback provided by those who 


completed the questionnaire.  Many of the questions allowed the participant to leave 


a comment and these have been extremely rich in value.  As it was not possible to 


include every comment shared with us, where possible we have tried to provide 


illustrative examples where common themes have emerged.    


 


Where additional comments were made by respondents we have included a  


You Say / We Say section where you can review those comments and the Trust 


response.  


 


May we take this opportunity to say Thank You to all of our Patients, Carers 


and Staff who took the time to complete this questionnaire.  Your input will 


help us design a more streamlined Outpatient Service for the Northern Trust 


population.   
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Setting the scene – Demographics  


All 6 of our Outpatient facilities were represented within the questionnaire.  


Facility Number of responders to the 
Questionnaire 


Antrim Area Hospital 223 


Causeway Hospital 220 


Whiteabbey 48 


Moyle 24 


Mid Ulster 47 


Ballymena Health and Care Centre 64 
 


People from all age ranges took part in the questionnaire.   Patients under the age of 


18 were represented by their next of kin.    


The most well represented age ranges were those aged 31 – 50 followed by those 


aged 51 – 64. 


The NHSCT cares for the largest section of older people in Northern Ireland, it is 


therefore encouraging that 24% of responders (149 people) were 65 or older.  


Age Category Percentage (%) of responders 
 


18 - 30 14% 


31 - 50 37% 


51 - 64 24% 


65 - 74 14% 


75 and over 10% 


I prefer not to say 1% 
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Q1.  


 


605 people answered the above question.  Of those 605: 


 412 (68.1%) said their GP had referred them to Outpatients 


 121 (20%) had been referred from another specialty within the Hospital  


 34 (5.6%) had been referred by an allied health professional or the GP practice 


nurse21 (3.5%) said it was someone else - comments included referral 


following an inpatient stay in Northern Trust or referral from another Trust. 


 


The above information tells us that the majority of patients are referred to the 


hospital from their GP surgery.   


We know from our internal information systems that in the fiscal year 2016 / 2017  


 101,211 referrals were received from local GPs  


 81,188 referrals were received from an alternative source including 


internal Consultant initiated referrals 
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Q2.  


 


 


 


 


 


 


 


 


 


 


622 people answered question 2.  Of those 622: 


 443 (71.2%) were either very satisfied or satisfied with the time they waited on 


their appointment letter.  


 113 (18.2%) were either dissatisfied or very dissatisfied with the time they 


waited on their appointment letter.  


 66 (10.6%) people felt neither satisfied nor dissatisfied with the appointment 


waiting time.  


 


You Say..  


 I had appointment much quicker than expected. Would have preferred Antrim 


hospital as I am unfamiliar with roads to causeway.   


 I had been in hospital and waited for an urgent Outpatient appointment but 


this took much longer than anticipated 


 my daughter waited 18 months for an ENT appointment 


 The wait was extremely long. Even though doctor marked it as urgent still had 


to wait 9 months 


 Waiting over 6 months to see a consultant is unacceptable 


 GP advised that I would not have to wait long 


We Say.. 


We agree with you that long waits for new and review appointments for some 


specialties are unacceptable; we don’t want our patients to wait longer than is 


necessary.  We aim to bring all of our waiting lists to within an acceptable timeframe.   


As part of our Outpatient reform we are focusing on the service areas where waiting 


times are unacceptable, we are reviewing our processes to establish if there are 


better and more effective ways to manage our waiting lists, including better utilisation 


of specialist teams.  
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If your appointment letter had specific information 
such as, asking you to fast or bring a urine sample 


with you etc, did you feel this information was clear? 


Yes


No


Don't know


N / A


95.1% 


1.6% 
1.3% 1.9% 


Were the instructions on your confirmation letter 
clear about how to cancel or change your 


appointment? 


Yes


No


Don't know


Not applicable


Q3.  


 


 


Over 95% of respondents who answered this question felt that our confirmation 


letters were clear about how to cancel or change an appointment.  


 


 


Q4.  


 


 


 


 


 


 


354 respondents felt that information within our appointment letters was clear.      


This question was not applicable to a large number of respondents.    
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How would you prefer to receive your appointment 
information? (You may select more than one option) 


Q.5 


 


 


 


 


 


 


 


 


 


 


 


We asked this question because we understand lots of people now prefer to use 


electronic communication such as email and text message for their day to day 


business.  


622 respondents answered this question; however it was possible to select more 


than one answer. There were 902 selects in total.  


 The more traditional letter format was still the most preferred option with 491 


selects;  


 Text messages and emails also prove to be a desirable communication 


channel with a combined select of 369 and many suggestions for a text 


message reminder service.   


 


You Say.. 


 Letters are more easily lost, whereas people will almost always have access 


to their texts, emails 


 Letter is the best way but texts could be used alongside letters 


 Text message day before may reduce DNA appointments 


 


We Say.. 


Clearly there is a mixture of preferences for those who answered this question.   We 


need to continue to issue letters to confirm appointments, however we do already 


use Text message reminders and we will explore the possibility of email reminders 


also.   
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Very Satisfied 
50% 
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Overall, how satisfied were you with your 
Outpatient visit? 


Very
Satisfied
Satisfied


Neutral


Dissatisfied


Very
Dissatisfied


Q.6  


 


 


 


 


 


 


 


 


 


 


623 respondents answered this question, of those: 


 85% were either very satisfied or satisfied with their experience 


 9% were either very dissatisfied or dissatisfied 


 6% were neither satisfied nor dissatisfied (neutral) 


   


You say.. 


 Dr was excellent and staff were so very helpful  


 Being seen by different doctors each time is very frustrating!!! I have been on 


numerous times and had to explain my case every single time!! Not nice to 


have to go over it once let alone numerous times  


 Very thorough nurses and friendly staff  


 Waiting time at clinic over 1hour and no information from staff to explain this 


 An electronic information board with estimated waiting time to see your 


consultant would be an advantage  


 Recent scan results not yet received by consultant, wasted visit 


 All the staff were friendly and clear in the instructions and guidance they gave 


me 


 Using the self-check-in is not clear, my letter didn’t say I had to so I didn’t 


know, then it wasn’t working!   


 


We say..  


 We recognise that waiting times at some clinics are excessive and we are 


reviewing how we can address this, including how best to keep you informed 


of the current clinic running time.   


 We are also reviewing alternatives to attending for an outpatient appointment, 


for example telephone contacts, where patients can stay in their own home 


without the need to attend the hospital.   
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Regarding this Outpatient visit, did you need to 
have further tests carried out? 


Yes


No


Don't
know


 We have learned from your comments that there are problems with the self-


check-in and are looking at ways to make it more user friendly and reliable.   


 We are going to make sure that patients are aware from the information in 


their appointment letter, when they need to use the self-check in system. 


 Some patients advised that their experience with our Reception staff was not 


what we would have expected.  When we are made aware of complaints of 


this nature we will talk to our staff and ensure they have the necessary 


customer service training.   


 We are looking at alternative ways to ensure your results are reviewed in a 


timely fashion so that when you attend an outpatient appointment, staff have 


the most recent and up to date information on your care.   


  


 


Q 7. 


 


 


 


 


 


 


 


 


 


 


 


612 respondents answered this question.   


 344 reported that they required further tests to be carried out as a result of 


their outpatient appointment.   


Of those: 


 148 required a blood test  


 151 required a scan or an X-ray 
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Others required: 


 Endoscopy 


 Urine tests 


 ECG 


 Hearing tests 


 Biopsy 


 Lung Function tests 


 Needle aspiration 


 


We asked our service users if they had been able to have the above tests done on 


the same day as their outpatient appointment. 


 52% responded that they had. 


 48% responded that they had not and had to return for another appointment  


 


 


You say.. 


 Having the necessary test there and then was very helpful as the doctor had 


immediate results to help decide next steps  


 I had to wait another 3 months down the line to have the tests 


 


 


We say.. 


We recognise that sometimes patients do not receive their appointments in the right 


order.  On review of the information and comments provided for this question;  


 Some of the tests mentioned are not possible to perform on the same day; 


however some could be done earlier in the patient journey, often by a 


specialist nurse or other health care professional prior to an outpatient 


consultation 


 We are exploring, where suitable, the option for patients to attend for the test 


first, with the results available in time for your outpatient appointment 


 We are looking at relevant tests including diagnostic imaging which may help 


the clinician identify the most suitable treatment, earlier in the patient journey 


 We are also considering expanding ‘One stop’ clinics so that patients can 


receive all they need at one clinic appointment.       
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Q 8.  


As we have seen at question 7, lots of patients who visit outpatients need to have 


blood tests taken.  In some specialities patients are reviewed more than once per 


year and will need new blood tests for each appointment, E.g. Diabetic patients.  


With this in mind we want to improve access to phlebotomy services, (taking blood) 


so we wanted to know where our patients might consider having their bloods taken 


before their outpatient appointment. 


 


 


 


 


 


 


 


599 respondents answered this question; however it was possible to select more 


than one answer.  There were 740 selects in total. 


 Having bloods taken at your local GP surgery was selected 511 times (69%) 


 Having bloods taken at a location in your local town centre was selected 139 


times (19%) 


 


You say..  


 Local Pharmacy / Chemist as a possibility  


 Elderly patients should have their bloods taken at home by the district nurse  


 GP practices are too busy to deal with this so keep the same as at present 


 


We say.. 


You have asked for alternative options regarding the facilities where you can have 


bloods taken.   


 We are exploring what options are available to increase access for this, whilst 


ensuring that all proposed facilities can provide a safe and sterile 


environment.   
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If you have to come back to the hospital for a test, E.g. a 
blood test, an X-ray or a scan, when would you prefer to 


attend?   


Q.9  


As you can see from question 8, some people think it is better to have tests done at 


the hospital.  As part of improving access to diagnostic tests we must also consider 


the times that these services are available.   


598 respondents answered this question; however it was possible to select more 


than one option.  There were 812 selects in total. 


 Access to tests in the evening (after 5pm)  was the most selected option at 


229  


 Access to tests during normal working hours (9am – 5pm) is still desirable 


with 226 selects 


 Many respondents did not have a preference for timings, with 210 selects 


 At the weekend was also a popular option with 142 selects. 


As you can see there is quite a variety in when our patients would like these 


diagnostic services to be available.  


 


You say.. 


 Considering I work full time evening appointments are a good option  
 Additional times would make it easier for carers/next of kin to bring their loved 


ones to appointments especially when they work  
 Evening or weekends are better for working people 


 I would attend at any time  
 
We say.. 
Clearly our diagnostic services need to be accessible at a variety of times throughout 
the week, in order to best suit the working patterns, shifts and social responsibilities 
that our patients have.   


 We will improve accessibility to these services and increase the options to 
attend outside of normal working hours (9am – 5pm).   


 Some imaging services are already extending to provide a service 7 days per 
week.        
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Q 10.  


Many service users who attend for an outpatient Appointment and have tests, 


receive results that are within normal limits, however we recognise that a normal 


result does not necessarily mean the patient is symptom-free and he or she may still 


require follow up.  


 


591 respondents answered this question, however it was possible to select more 


than one option, there were 847 selects in total.  


 Receiving a normal result by letter was the most popular option with 402 


selects 


 By telephone call was also popular with 273 selects  


 A more traditional review appointment at the hospital was still popular with 


141 selects 


 To not have any contact was selected 7 times  


 


You say.. 


 Person to person contact is important I think  


 Via email would be much more efficient and save on expenses like paper, 


envelopes and postage 


 Text / Email is adequate if result is normal  


 Clarity is important 


 


We say.. 


Whilst using email and text message to share results would be quick and convenient, 


unfortunately due to governance and confidentiality issues this is not a secure option 


at this time, however; 


 We are continuing to explore and encourage the writing of letters directly to 


patients explaining results and advising of plans, if any, for review.       
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Q 11.    


In NHSCT we know that that in order to keep up with the demand for outpatient 


appointments, we need to change how we work, with an increased focus on 


delivering excellent services whilst using our resources in the most effective way.  


                              


 


613 respondents answered this question; however they were encouraged to select 


more than one option.  In total there were 1679 selects.  


 An appointment with a consultant received 561 selects 


 An appointment with another doctor from the consultant’s team received 426 


selects 


 Being seen by a specialist nurse received 424 selects 


 Being seen by an allied health professional received 261 selects 


You say.. 


 Any competent medical practitioner  


 Anyone who knows what they are talking about  


 I prefer consistency, same person when possible  


 I don’t mind seeing a (Junior) Dr, as long as the consultant is involved also 


 If I need an outpatient referral I feel a consultant opinion could prevent 


unnecessary tests and re-attendance  


 The most relevant clinician to the problem, I have normally dealt with the 


specialist nurse  


 


We say.. 


We agree that consistency in your care is very important and we also understand 


that our patients want to be seen as early as possible by the person who has the 


most expertise and understanding of their health concern.  We also know from our 


indicators that often a patient can be seen quicker by our junior Doctors, allied health 
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professionals and specialist nurses, who are trained and highly skilled in providing 


care.   


 We are committed to providing safe and effective care as soon as possible  


 We are committed to training or staff for the future 


 We are exploring better utilisation of these enhanced services in order that 


patient journeys can start sooner and where appropriate, patients who need to 


see a Consultant can do so in a more timely way. 


 


Finally, we asked our patients if there was anything additional they would like 


to tell us about the Outpatient Service we are currently providing: 


 


You said.. 


 The service is excellent in every department, and the staff excellent, in spite 


of being short staffed. 


 Results-- given very vaguely and matter-of-fact, without proper explanation, 


care, and guidance for what was to follow 


 Nurses all very efficient, made you feel at ease. waiting rooms a lot cleaner 


 Although clinic was running late, Consultant and nursing staff very pleasant 


and helpful 


 The waiting time to be seen at clinic was unacceptable  


 Staff were excellent and patient care was very good. very grateful to them 


 All members of the team work really well together and put me the patient 


totally at ease. Well done, couldn’t be better 


 Have been attending several consultants recently, one does not appear to 


know what is happening with the other.  Consultant may not need to know but 


as a patient it would be helpful to know what overall plan of action is 


 All the professionals involved in my care are excellent in what they do 


 


We say.. 


We are continuously evaluating how our Outpatient Services are delivered and 


exploring ways for you to be seen by the most suitable person in a timely way.   


Lots of our patients told us that they are waiting too long to be seen. 


 We are reviewing how we set up our clinics so that patients who require 


procedures can be managed effectively without impacting on the waiting time 


for patients still to be seen.   


 We aim to establish dedicated clinics for patients who require a minor 


procedure on the day of their outpatient appointment.   


 


Lots of patients commended our staff.   


 We know that our Outpatient staff work in extremely pressurised 


environments every day, yet they continue to give 100% effort, dedication and 


commitment to providing the best care for our patients.   
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If you have any questions regarding this feedback paper please do not hesitate to 


get in touch using any of the methods below. 


Project Manager 


Blaithnid Hughes  


Service Improvement Manager, Elective Care 


Fern House, Antrim Area Hospital  


45 Bush Rd 


Antrim  


BT41 2RL 


 


Telephone: 028 9442 4000 


Email: Blaithnid.Hughes@Northerntrust.hscni.net   


 


Follow the Northern Trust on: 


 
Facebook: Northern Health and Social Care Trust 


 


Twitter:  @NHSCTrust 
 
 
Website: www.northerntrust.hscni.net 



http://www.northerntrust.hscni.net/
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