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Background 
 

1. Each year the Care Quality Commission undertakes a number of surveys for all 
NHS Trusts in England.   Picker Institute Europe was commissioned to undertake 
the Outpatient Survey in 73 acute trusts in 2010 including West Herts Hospitals 
NHS Trust.  This paper summarises the findings of the survey. 

 
2. 850 patients who had used the Trust‟s outpatient services in July 2010 were sent 

questionnaires in August 2010.  Two reminders were sent during September, with a 
final response rate of 43.3%.  (This is close to the 2009 response rate for the Trust 
and slightly below the national average response rate of 50.1%).  

 
3. The survey results have been analysed by Picker, and the findings compared with 

those for the other 72 acute trusts surveyed by the company.  The company has 
also compared the Trusts results with the interim survey commissioned by us in 
March 2010, and with the national survey undertaken in summer 2009, also 
undertaken by Picker.  

 
4. The overall picture is one of steady and significant improvement, with the most 

recent survey showing the Trust at or better than the national average for 67 out of 
the 73 questions used.   

 
How much have we improved? 

 
5. A total of 73 questions were used in the 2010 survey.  Compared to the 2010 

interim survey  the Trust is: 
 

 Significantly better on  3 questions 

 Significantly worse on 1 question 

 The scores show no significant 
difference on 69 questions 
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6. In the 2009 survey 28 questions scored less than 70%.  Of these same questions in 
the July 2010 survey, 25 show improved scores, 1 is the same, and 2 are 
marginally worse.  The overall average net score improvement for these questions 
is 6.2%. 

 
7. A similar comparison with the results of the interim survey undertaken in March 

2010 shows 25 questions scoring less than 70%.  Of these questions 22 show 
improved scores in July 2010, and 3 worse.  The overall average score 
improvement for these questions is 5.8%.    
 

 
How do we compare to others? 

 
8. The July 2010 survey shows that the Trust is: 

 

 Significantly better than average 
on 4 questions 

 Significantly worse than average 
on 6 questions 

 Average on 63 questions 
 
 
 
 
 

9. In the 2009 survey the Trust was: 
 

 Significantly better than average on one question 

 Significantly worse than average on 41 questions 

 Average on 31 questions  
 

10. In the interim survey undertaken in March 210 the Trust was:  
 

11. Significantly better than average on one question 
12. Significantly worse than average on 22 questions 
13. Average on 50 questions   

 
14. The chart below summarises the trend over the 3 surveys: 
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Where have we seen significant changes compared with where we were? 
 

15. The Trust has improved significantly on the following questions: 
 

 March 
2010 

July 
2010 

Not given choice of appointment time 64% 56% 

Appt started more than 15 mins after the stated time 49% 41% 

Not enough or no info. given about condition or treatment 24% 18% 

Low scores are better 
 

16. The Trust has worsened significantly on the following question: 
 

 March 
2010 

July 
2010 

Appt not with person told it would be with 21% 31% 

Low scores are better 
 
 

What were we better or worse at compared with everyone else? 
 

17. Our results were significantly better than the Picker average for the following 
questions: 

 

 Trust 
July ‘10 

Average 
July ‘10 

Not given choice of appt time 56% 62% 

Could not find a convenient place to park 27% 39% 

Other patients could overhear discussions with 
receptionist 

65% 74% 

Patients unable to get suitable food or drink 13% 19% 
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Low scores are better 
 
 

18. Our results were significantly worse than the Picker average for the following 
questions: 

 

 Trust 
July ‘10 

Average 
July ‘10 

Appt not with person told it would be with 31% 22% 

Not easy to find way to OP dept 24% 19% 

Toilets at the OP Dept not clean 11% 5% 

Dr did not explain reasons for treatment/action in an 
understandable way 

27% 22% 

Patient not given information on who to contact 40% 31% 

Overall – OP Dept not at all/fairly organised 45% 39% 

Low scores are better 
 
 
 
‘Net promoter’ questions 
 

19. The questionnaire used includes a number of „Overall Impression‟ questions.  
These include two „net promoter‟ questions, with results as follows: 

 

 WHHT Average 
all 

trusts 
2009/10 

 2009 2010 

Proportion of pts. who rate their overall care as 
excellent, very good or good 

87.8% 91.8% 93.0% 

Proportion of pts. who would recommend the 
department to their family or friends 

91.8% 93.1% 94.3% 

High scores are better 
 

Conclusions 
 

20. There is no doubt that a significant overall improvement has taken place across a 
wide range of measures.  To quote the Picker Europe assessment of the July 2010 
survey: 

 
These results “…showcase a big improvement since that [the March 2010] survey, with 
only 6 questions now being significantly worse than average, and 4 being better.”1 
 
21. Across the three surveys considered, there is evidence of a steady improvement in 

responses when compared to the other trusts surveyed by Picker.  From the 2009 
position of „worst 4‟ the Trust‟s overall position is now substantially „average‟.   
 

22. The July 2010 report does, however, show that significant areas for improvement 
remain.  Whilst some of these are domestic in nature - signposting / way finding, 

                                            
1
 July Outpatient Survey 2010:West Hertfordshire Hospitals NHS Trust October 2010 Picker Institute Europe 



timing of appointments, general organisation – issues of communication between 
staff and patients remain a concern for many patients. 

 
Work in Progress 
 
Following the survey results last summer an Outpatient steering group was set up by the 
Chief Executive and is chaired by Colin Johnson the Medical Director.  This steering group 
has been instrumental in the reported improvements.  Current work includes a 
management reorganisation that will ensure that the Outpatient Department is an integral 
part of the daily operational management of the Trust service.  Outpatients will be part of 
Elective Medicine and have a Deputy Divisional Manager responsible and accountable for 
Outpatient performance. 
 
A significant review of Outpatient letters has resulted in new templates being consulted on.  
These letters will ensure that information for patients on where to go for their appointment 
and who they will be seeing is clear and easily understood.  The Leadership Academy 
continues to support the development of nursing and clerical staff who recently won a 
“Going for Gold” team award for their commitment to improving the patient experience. 
 
We now plan to merge the outpatient group with the inpatient group in the New Year. 
 
 
 
 
Natalie Forrest 
Director of Nursing 


