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Background

Measuring patient experience is one of the new clinical indicators that all ambulance trusts must implement. Patient experience has tended to receive less attention in recent years than the other two dimensions of quality – clinical effectiveness and patient safety. This is now changing across the whole NHS. The various dimensions of a patient’s experience span physical and emotional aspects – access and waiting times, being treated with respect, feeling involved in their care and being treated in clean surroundings. 

The measurement of patient experience also offers opportunities to demonstrate excellent feedback from patients in a climate of increasing choice and competition.

DH (2009) Putting Patients at the Heart of Care sets out the vision for patient and public engagement and experience in the future. It states that the needs of the people who use services have always been central to health and social care. However, if we are going to transform services, acting on what really matters to patients and the public is essential. 
In the following A&E survey, as well as the PTS survey which runs alongside it, we have tried to capture the various dimensions of a patient’s experience both physical and emotional on access and waiting times, being treated with dignity and respect, feeling involved in their care and being treated in clean surroundings. 

The 2011/12 Operating Framework states that a good ambulance service will undertake frequent research into what its users think of its service and act on this feedback, but it adds that there is no one definitive way of undertaking this. 

High volume surveys with simple questions can be useful in finding out certain information, but tend to measure satisfaction rather than explore areas of improvement. We have tried to give patients the flexibility to say what they think using text boxes for comments and have offered to explore issues in more detail by way of follow up focus groups. In the future we hope to run more focus groups as well as one-to-one interviews in order to more fully explore what can be improved. We are also exploring the possibility of online surveys so that those who prefer to use that method will be encouraged to give us their views. 

There is great value in measuring patient experience. Increasing our measurement of patient experience should lead to continuous improvements in service.

Reports of poor experiences offer an opportunity to act on problems and issues early and good experiences offers us potentially new opportunities in a climate of increasing choice and competition.

Introduction 

This is the first ever systematic survey of accident and emergency patients conducted by an ambulance service in England. Five thousand surveys were given out to patients and of these, as at the end of July, we had received about 72 responses. No deadline date was given however and we were still receiving surveys after all of this information was evaluated for the purpose of ECLIPs. An update to the information collated may therefore be possible by October. 
Methodology
A pilot of about 100 patients was carried out in March 2011 so that any problems or difficulties could be ironed out before it was sent to a larger sample.  Patient names were taken from information pulled from patient record forms (PRFs) which dated back to August 2010. They were then checked against the Patient Demographic Service (PDS) database for deaths. Participants were chosen randomly from an urban (Middlesbrough) and a rural (Northumberland) area in order to compare and judge any differences later on. We received 40 responses altogether. The data was useful in improving the survey and the questions asked. For instance many patients did not understand the last question included on information governance. 
For the larger survey that followed it was decided that it would greatly improve returns if we could capture patients’ views as soon as possible after their contact with us. Rather than rely on patient’s recollections of their experience six months ago we could ask ambulance crews to hand out surveys to patients where appropriate – to conscious and non-critical patients. This would be at the point of handover to hospital or when patients were discharged from our care. 

We designed a patient questionnaire, introductory letter and information leaflet - all contained within an envelope that made it easy to carry on board ambulances and rapid response vehicles. About 100 were sent directly to each station. 

Team leaders were briefed and asked to let us know when their supplies of questionnaires were exhausted so that an evaluation could be made of the response rate to the survey as well as the results. We received few responses to this so we did not have exact figures. However as expected the busier stations ran out of surveys a lot more quickly than others. 
Analysis of responses
Q1 and Q2.  The patients’ date of contact with the ambulance service was within a few days of this survey being sent out via crews. In most cases the ambulance service was called during the morning or early hours.
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Q3. Was your contact with the ambulance service for:

68

3
—

Emergency

Transfer

Nil





The large majority of patients contacted the ambulance service in an emergency. 
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Q4. Did you try calling someone else first?

Yes

No

Nil





Of the patients who tried calling someone else first, most tried calling their gp (9), out of hours services (4) or out of hours services (4) before they called the ambulance service or one of these contacts did so on their behalf. Others called NHS Direct (3),  111 (3) a relative (2), Home alarm/Telecare/warden (3), the police (1) or a medical centre (1). One person was taken to A&E from a walk in centre.
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Q5. Did they ring the ambulance service on your behalf?

33

Yes No Nil
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Q6. If you dialled 999, how do you feel the call operator
handled your call?

37

27

Excellent Very Good Satisfactory Poor Very Poor

Nil





Although the majority of patients (37) felt call handlers were excellent a large number (27) did not respond to this question.
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Q7. How would you rate the length of time it took for the ambulance to
arrive after making the 999 phone call?

51

Excellent Very Good Satisfactory Poor Very Poor Nil





No respondents felt that the ambulance response time was poor or very poor, the large majority rated it as excellent and others rated it as very good or satisfactory.  Seven patients did not respond. 
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Q8. How involved did you feel in the decisions that the
ambulance crew took in your treatment?

55

11
4
2
0 0
Excellent Very Good Satisfactory Poor Very Poor Nil





The result was positive with 55 patients responding that they felt very involved (excellent) in the decision making in their treatment. 
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Q9. Information about my care was clearly and consistently
communicated by the ambulance crew?

58

Excellent Very Good Satisfactory Poor Very Poor Nil





Again, patients felt that they were communicated to very well by the ambulance crew about their care. 
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Q10. My questions were always answered promptly in a way
that my family/carer and | could understand and remember?

54

16

2
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Excellent Very Good Satisfactory Poor Very Poor





The  large majority of patients felt that their questions were answered in an excellent manner. 
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Q11. Did you feel safe under the care of the ambulance crew?

71

Yes No Nil





There was a very positive response to this question with all but one patient responding to state that they felt safe under the care of the ambulance crew. One respondent did not answer. 
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Q12. Were you treated with dignity and respect?

72

Yes No





All patients responded to state they felt they were treated with dignity and respect. 
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Q13. How well did the ambulance crew listen to and act upon my
anxieties and fears?

53

11

1 0 0

Excellent Very Good Satisfactory Poor Very Poor Nil





All but one patient felt that their anxieties and fears were acted upon in an excellent or very good manner.  One patient rated it as satisfactory but no patients stated that this was poor or very poor. Seven patients did not respond to this question. 
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Q14. When you arrived at hospital, what did you think of the
handover of care and the hospital staff knowing about you?

37

0

Excellent Very Good Satisfactory Poor Very Poor

Nil





One patient stated that the handover of care was poor, this person rated us as very good uor satisfactory under other questions and stated that overall experience was satisfactory. No further comments were made in the free text box. 
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Q15. How satisfied were you with the outcome of your
treatment by the ambulance crew?

58

12

Excellent Very Good Satisfactory Poor Very Poor

Nil





Most people rated the outcome of theur treatment by the ambulance crew as excellent or very good. 
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Q16. Was the ambulance clean and did you feel the crew
took appropriate precautions against infection?

63

Yes No Nil





Most felt that the ambulance crew however one patient felt that it was not and eight patients did not respond to the question.
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Q17. Thinking about the care you received from the ambulance

service, how would you rate your overall experience?
57
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2 2

Excellent Very Good Satisfactory Poor Very Poor Nil





The large majority rated their overall experience of the ambulance service as excellent, som e felt it was very good and two felt it was satisfactory. Two patients did not respond to this question. 
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Q18. Are you:

13

Relative





Most of the respondents who filled in this survey were patients, thirteen were relatives and five were carers. Two put themselves down as ‘other’.
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Q19. What is your gender?

44

Male

Female

Nil





Forty four women and twenty seven men responded to this survey. One person did not respond to this question. 
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Q20. How old are you?

17 17
15
I I I 2 2
Under20  20s 60s 70s 80s 90s Nil





Most patients were in their 60s, 70s and 80s and the next highest group were in their 50s. 

Q21. What is your postcode? 

Most respondents were from the North of Tyne area but there was a good mix of responses from across the region.
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Q22. What is your ethnic group?

71
1
—
Astan or Asian British White Mised Black, African, Carbbean

or Blackritish





All but one respondent stated they were white, one respondent stated that she was Black, African, Caribbean or Black British.
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Q23. Where do you live?

31
22
13
5
No fixed address Ownhome with Ownhome with Rented Other

amortgage or NOmortgage or accommodation
loan loan





Most lived in their own home with no mortgage or rented accommodation. 
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Most patients were retired.
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Q25. Do you have access to a car?

48

Yes

No

Nil





Many patients had access to a car (48), eleven did not and four did not respond to the question. 

Additional comments:
Why do ambulance staff not hoist patients? 
All other comments were positive:

Both paramedics treated my mother with great care and gentleness. My wife and I could not praise them highly enough. They were wonderful.
The ambulance staff came to find me in A&E and directed me to where to find my nana, they were lovely, we couldn't wish for better people to help us!

I felt very secure in the care of the crew, they obviously knew their job well and were kind and respectful at all times.

The response time and time getting to hospital in an emergency situation was excellent and the crew was wonderful.

Never met a surly or uncanny paramedic yet!

The staff on the ambulance were very fast and comforting when I was in pain and I think those are two major things a person is in need of after an accident. Their effectiveness and skill was fantastic.

They arrived within minutes.

Both the ambulance personnel were extremely proficient at their job. An excellent team whose focus was delivering patient care to the very highest standards.

The paramedics were efficient, competent, pleasant and helpful. The lady who answered the 999 call was also very pleasant and helpful.
The service my wife received was first class.

On each of the three occasions we have needed the ambulance service we have been very satisfied. Thank you.

Considering the numerous call outs and busy hours, in my experience the ambulance staff are always polite and cheerful. Always a smile.

This was the third time I had to call them for my 86 year old mum.  All the crews were very good and kind to mum and I. They are heros.

Caring ambulance crew.
I thought the two gentlemen who looked after me were very, very attentive.
Conclusions

About five patients have volunteered to take part in a focus group or in future service improvement workshops as part of this survey so far.  We are still hearing from others however and it is hoped that we will have more volunteers within the next month before we hold our first focus group. 
In this survey most respondents were very positive and happy with the service that they received.  In conducting a focus group we will be able to get more in depth information about these patients experiences.  Although we have only received about 72 responses so far, we are still receiving completed surveys. All of this information together will give us a more in depth view into patient experiences of our accident and emergency service. 

This survey will be conducted again in six months and the results of the two surveys will be compared.  We will set a deadline for patients for the next survey and review how many surveys to send out to each station. For instance, more surveys could be sent to the same number of busy stations across all four divisions.  We will aim to reach an equal number of patients from all areas to allow a fuller evaluation of the accident and emergency service.  
The results will be fed back to team leaders who helped us to conduct the survey to feed back to their teams. 

