
2011 Out Patient Survey

Background

• Last national survey 2009

• Current survey based on patients using services 

in May 2011

• 41% of those sent a questionnaire returned 

them compared to Picker average of 49%

• Care Quality Commission published results in 

February 2012
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Results
Compared to the 74 trusts that ran the 

National Outpatient 2011 survey with 

the Picker Institute
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Results

• 62 questions in survey

• 53 (85%) better than 2009

• 6 (10%) worse than 2009

• 3 (5%) same as 2009

• Improvements achieved in every category of the 

questionnaire
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Results
Doing well on:

- Waiting times and communication about delays (huge improvements, but 

problem scores still high)

- Communication – doctors (improved over time)

- Privacy (when discussing / being treated) 

- Hospital cleanliness 

Could do better on:

- Finding the OPD

- Communication with other HCP – BUT slight improvements over time

- Privacy at reception

- Overall impression & organisation of OPD



Historical: Waiting



Historical: 

Doctors - Communication



Historical: Other HCP
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Site Specific Data

Watford

2009 2011

R68%                              R15%

A21% A47%

G11%                               G38%
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Site Specific Data

St Albans

2009 2011

R38% R38%

A25% A30%

G37% G25%

B3%
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Site Specific Data

Hemel Hempstead

2009 2011

R72% R18%

A12% A49%

G15% G37%

B3%
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Actions

• Identifying a small number of Trust-wise actions

• Identifying site specific issues via site specific 

working groups reporting to the Patient 

Experience Working Group



Was there anything particularly 

good about your hospital care?



Was there anything that could 

have been improved?



Patient Comments: 

Positive Feedback


