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1. Introduction 
 
1.1. The national Inpatient and Outpatient Surveys have recently been published and for the first 

time have been conducted in tandem with Inpatient and Outpatient surveys being undertaken 
at a local level. 

 
1.2. In reviewing the findings of both the national surveys in conjunction with local surveys we are 

in a unique position to corroborate results and evaluate any discrepancies between the results 
at a national and local level. 

 
1.3. The internal Patient Experience Project was established in January 2009 and the subsequent 

deployment of thirty electronic devices has been rolled out throughout 2009/2010 in order to 
capture real time patient feedback.  

 
1.4. This report will outline the highlights of each national survey and cross tabulate them with 

local findings to inform the discussion for improving Patient Experience for the coming year.  
 

2. Care Quality Commission (CQC) Outpatient Department Survey 2009 
 
2.1. The Survey was carried out between March – April 2009 coupled with additional fieldwork 

carried out between July – October 2009. 
 
2.2. The difficulty in benchmarking historical trends regarding the survey findings were difficult as 

last time a survey of this nature was carried out was the Outpatient Survey 2004/05, carried 
out by the then titled Healthcare Commission. 

 
2.3. There were 834 surveys despatched with 367 completed surveys returned giving a response 

rate of 44%. 
 
2.4. Of these responses 62% were Female and 74% from White respondents reflecting a 

respective national response of 57% and 93%. 
 
2.5. In general the results were disappointing in that the majority of responses appeared towards 

the lower confidence interval. This reflected the performance of London trusts across the 
locality and as highlighted in Appendix 1 results are comparable to that of neighbouring 
trusts. 

 
2.6. The survey was broken down into seven key themes 
 

2.4.1  Before the Appointment 
2.4.2  Waiting 
2.4.3  Hospital environment and facilities 
2.4.4  Seeing a Doctor 
2.4.5  Seeing another Professional 
2.4.6  Overall about the appointment 
2.4.7  Test and treatment 
2.4.8  Leaving the Outpatients department 
2.4.9  Overall Impressions  

 
 

2.5 Before the Appointment The Whittington’s score increased or remained the same 
throughout this series of questions.  
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2.5.1 The Whittington performed in the top 20% of Trusts for offering a choice of 
appointment times. In many cases this is reflected in the trusts performance 
surrounding the usage of Choose & Book. 

 
2.5.2 Compared to the Royal Free, UCLH and the NMUH the Whittington results around 

these were similar. 
 
2.5.3 The only exception was around a new question added to the survey – ‘Do you see 

the same doctor or other member of staff whenever you go to the Outpatients 
Department?’ The Whittington was in the lower 20% for this question. 

 
 
2.6 Waiting The Whittington performed comparably against local trusts but nationally 

performed poorly.  
 

2.6.1 Particularly poor was the low score regarding the question, ‘Were you told you would 
have to wait?’ Here the trust gained a score of 21/100. 

 
2.7 Hospital environment and facilities The trust performed reasonably well regarding the 

cleanliness of the Outpatient Department and the Outpatient Department toilets. This was 
in the context of a high national performance 

 
2.8 Seeing a Doctor The results in this category were similar to that of the previous Outpatient 

Survey 
 
2.8.1 Compared to local trusts the trust performed particularly well in regard to the 

following questions ‘Did you have confidence in and trust in the doctor examining 
and treating you?’ and ‘Did the doctor listen to what you had to say?’  

 
2.9 Seeing another Professional In regard to these two questions the Whittington performed 

poorly especially in regard to the following question ‘If you had important questions to ask 
him/her did you get answers you could understand?’ 

 
2.10 Overall about the appointment The Whittington did not improve upon historical 

performance.  
 

2.10.1 Although the trust scored similarly in most categories to local trusts the trust 
performed significantly worse regarding privacy around the discussion of treatment. 
Interestingly the trust performed far better in the subsequent question regarding privacy 
when being examined. 
 
2.10.2 Nationally this was a high performing category with all seven questions scoring 
between 72-95 out of 100. 

 
2.10 Tests and Treatment Another nationally high performing category the Whittington did well 

compared with local neighbouring trusts and outperformed both the RFH and NMUH in 
regard to discussing results with patients. 

 
2.11 Leaving the Outpatients department This series of questions varied in the quality of 

responses suggesting a polarised view of the leaving process 
 

2.11.1 The Trust scored highly in informing patients on how and why to take medication 
and saw an improvement in results surrounding the purpose of medication 

 
2.11.2 In regard to explaining the side effects of medicine, the trust performed poorly 
against local trusts although nationally the responses were generally poor. 
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2.11.3 The trust also performed significantly lower than the RFH and UCLH in regard to 
patients and GP’s receiving copies of letters. Again the national performance regarding this 
was poor. 
 

2.12 Overall Impressions. The trust performed comparably well against local trusts but struggled 
nationally appearing in the lower confidence interval for all questions. 

 
2.12.1In particular the trust performed lower in regard to the level of perceived organisation 
within the department. 
 
2.12.2 Two of the four questions within this section have formed part of the Patient Survey 
being run internally for the past number of months. 
 
Overall how would you rate the care in the Outpatients Dept? 
Overall do you feel you were treated with respect and dignity in the Outpatients Dept? 
 
 

3. CQC National Inpatient Survey 2009/Quality Health National Inpatient Survey 2009 
 
3.1 The Inpatient Survey took place between September 2009 and January 2010 
 
3.2 A sample size of 850 patients discharged during June, July or August 2009 who had at 

least one night in hospital excluding maternity and psychiatric patients. 
 
3.3 The number of responses was 329 (40% response rate) 
 
3.4 Of these responses 56% were Female and 59% from White respondents 
 
3.5 The overall performance within the survey was a slight improvement upon 2008 results. 

This slight improvement was across most areas, notably in regard to the mixed sex 
accommodation and results regarding discharge overall care and treatment 

 
3.6 Two different reports were conducted using the findings of this survey, the first published by 

Quality Health and the second published by the CQC, this was broken down into eight 
individual sections. 

 
3.6.1 Admission 
3.6.2 The Hospital and Ward 
3.6.3 Doctors 
3.6.4 Nurses 
3.6.5 Care and Treatment 
3.6.6 Operations and Procedures 
3.6.7 Leaving Hospital 
3.6.8 Overall 

 
3.7 Admissions The trust performed better than last year in regard to admissions and 

performed higher than other trusts in this area. Areas of concern highlighted were around 
 

3.7.1 Waiting times and verbal communications in ED and MAU 
 
3.7.2 The trust performed comparatively well in the provision of choice for admission 
dates and subsequent information 

 
3.7.3 The trust performed poorly in regard to subsequent changes in admission dates. 
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3.8 The Hospital and Ward The trust improved upon last year but remained significantly lower 
than other trusts in regard to responses in this category. Areas of note were  

 
3.8.1 Although an improvement in performance there were still some mixed gender issues 
to resolve 

 
3.8.2 Some issues regarding  the cleanliness in both wards and some bathroom facilities 

 
3.8.2.1 The food was considered to be only fair or poor and poor results in regard to the 
feeding of patients and the choice of food. 
 
3.8.2.2 The trust performed well in regard to the provision of and information regarding 
hand-wash gels 
 

3.9 Doctors Performance here was considered to be mixed but similar to that of 2008. 
 

3.9.1 Issues were highlighted regarding the communication between clinicians and 
patients and the level of confidence patients had in doctors. 

 
3.9.2 The trust performed poorly in regard to Doctors talking to patients ‘as if they weren’t 
there’. 

 
3.10 Nurses Although still generally lower than the national benchmark there was a slight 

improvement in performance in this area. 
 

3.10.1 As with doctors issues surrounding communication levels between nurses and 
patients were noted. 

 
3.11 Care and Treatment Again an improvement upon last year’s results and generally the 

same as other trusts. Areas highlighted were. 
 

3.11.1 Inconsistent messages from staff and a lack of patient engagement and involvement 
in discussing decisions 

 
3.11.2 Some criticism of privacy regarding these discussions 

 
3.12 Operations and Procedures The trust performed the same as last year and was generally 

the same as other trusts. 
 

3.12.1 The only issue highlighted was around communication regarding anaesthesia and 
post-operative outcomes could be improved. 

 
3.13 Leaving Hospital Again an improvement upon last year but overall the results were mixed. 
 

3.13.1 The main reason for delay in discharge was due to the wait for medications. 
 

3.13.2 A lack of communication regarding the side effects of medication and what to look 
for in regard to danger signals relating to their condition or illness. 

 
3.13.3 A lack of clarity relating to who patients should contact if their condition worsens. 

 
3.13.4 There was a significant improvement in responses regarding the patients receiving 
letters sent between trust and the GP 

 
3.14 Overall Trust scores have stayed about the same but the overview of their stay has 

improved. 
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3.15 A table can be found in Appendix 2 showing the local trust results in comparison to that of 
the Whittington. Coupled with this is the aggregated results that are placed upon the CQC 
website for public information, each area is given an individual rating out of 10. 

 

4. Patient Experience Survey Project 
 
4.1 Thirty electronic devices capturing realtime patient experience data deployed throughout 
2009/10 in the following areas. 
 
 4.1.1 Outpatient Clinics 
 4.1.2 Inpatient Wards 
 4.1.3 Day Treatment Centre 
 4.1.4 Emergency Department 
 
4.2 Currently delivering feedback on a monthly basis asking six questions plus a supplementary 

two questions regarding mixed sex accomodation for the Inpatient surveys 
 

4.2.1 Overall, how would you rate the care you received? 
 
4.2.2 "I feel I was treated with dignity and respect" Do you......." 

 
4.2.3 "I was involved as much as I wanted to be in the decisions about my care" Do 
you...... 

 
4.2.4 Did you have confidence and trust in the nurses treating you? 

 
4.2.5 Did you ever use the same bathroom or shower area as patients of the opposite 
sex? 

 
4.2.6 Did you ever share a sleeping area with patients of the opposite sex?  

 
4.3 There is also a supplementary question where we ask the net promoter recommendation 

question, which asks the patient to rate the trust on a scale of 1-10. The net promoter score is 
calculated using the following formula; 

 

 
 
4.4 The internal surveys also ask a number of demographic questions such as. 
 

4.4.1 Please specify your gender 
 

4.4.2 Which age group are you?  
 

4.4.3 Please state your ethnic group 
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4.5 Plus the opportunity for patients to add any further free text comments. 
 
 

5. Internal Patient Experience Survey Results 2009/2010 
 
5.1  The major challenge the trust faces regarding internal Patient Experience Surveys is 

increasing the response rates, enclosed is the response rates for the last six months by 
area. 

 
 
5.2.1 It is proposed that reporting will move to a quarterly basis in order to generate a significant 

volume of responses to report to individual areas. 
 
5.2.2 Areas will be monitored on a monthly basis in regard to the response rate and performance 

managed against targets around footfall in clinics and patient discharge volumes on the 
wards 

 
5.2.3 It is also proposed that quarterly review sessions will be established facilitated by the 

Director of Primary Care and the Director of Nursing to discuss survey results and 
proposed service changes in forums based upon the geographical area. 

 
5.2.4 It is also proposed that we look at methods of capturing individual clinician level detail. A 

trial is currently being carried out in Clinic 3A as part of the Cardiology CSE (Customer 
Service Excellence) review. 

 

6. Results September 2009 – March 2010 
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6.1 In this six month period we had 4,977 validated responses. By area this was;  
 

2835 Outpatient Responses 
1048 Inpatient Responses 
795 Emergency Department Responses 
299 Day Treatment Centre Responses 

 
6.2 The Demographic split of these responses was far more diverse that both national patient 

surveys as outlined below. 
 

White or White British
1,857 patients

52%

Mixed
455 patients

13%

Chinese or other Ethnic 
Groups

298 patients
8%

Black or Black British
594 patients

16%

Asian or Asian British
409 patients

11%

Demographic Split of Whittington Patient Surveys 
 

6.3 The age groups represented were also of a wider range than those received by the annual 
Inpatient and Outpatient Surveys as displayed below. 
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45 - 54
463 patients

12%

35 - 44
654 patients

18%

25 - 34
656 patients

17%

65 and over
590 patients

16%

Under 16
526 patients

14%

16 - 24
439 patients

12%
55 - 64

400 patients
11%

 
Demographic Split of Whittington Patient Surveys 

 
 
6.4 Below are the results for the questions aligned to those asked in the national patient survey for 

the same seven month period. 
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6.5 As expected ED was the worst performing area in regard to most questions 
 
6.6  The performance of the internal IP surveys was similar to those from the national survey. 
 
6.7 The question, - Overall, how would you rate the care you received? Had a positive 

response rate of 8/10 for the national survey, echoing the 83% positive response rate at a local 
level. Similarly this was reflected in questions regarding dignity and respect 

 
6.8 Both IP and OP performed significantly better in regard to questions relating to the 

environment. 
 
6.9 Where the trust performed poorly at a national level was in regard to Patients' views and not 

being asked to give their views about the quality of the care they received during their stay in 
hospital. This reflects the poor response rate in some areas and indicates further 
communication work needs to be done to promote this. 

 
6.10 To improve performance and provide public/staff information, each clinical area now 

receives a poster with their historical results displayed (Appendix 3). 
 
6.11  For service managers and divisional leads we are also producing comparative data based 

upon individual areas as displayed below. 
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7. Multiple Language/Iconography 
 
7.1 In order to appeal to a wider demographic the surveys will be using both icon driven questions 

for paediatric patients and those with learning difficulties 
 
7.2  We have also begun the process of translating the questions into multiple languages with a 

mobile Turkish device recently being deployed within the trust. 
 

 
 
 
7.3 We are looking to deploy iconography upon devices in the forthcoming months in paediatric 

areas using similar designs to the one below. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
Appendix 1 
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Appendix 2 cont.. 
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Appendix 2 cont 
 
Inpatient Survey Summary Scores (Out of 10) http://healthdirectory.cqc.org.uk/findcareservices/informationabouthealthcareservices/summaryinformation  
 
 

 

21/06/2010  

http://healthdirectory.cqc.org.uk/findcareservices/informationabouthealthcareservices/summaryinformation
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Appendix 3  
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