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Laboratory Medicine User Satisfaction Survey Report 2017
Introduction & Aim
This survey was produced to seek the Laboratory Medicine User views of the service provided by laboratories at York Teaching Hospitals Healthcare NHS Trust (both York and Scarborough sites) and to make suggestions for improvement and or development of services to meet the changing clinical requirements.  This, in turn helps to improve provision & plan service priorities.  This will provide an assessment of satisfaction levels at this point in time.  The survey was produced by The Deputy Quality Manager in conjunction with Laboratory Management.
Methodology
Users of Laboratory Medicine Services were encouraged to complete the online User Satisfaction Survey.  Hospital Staff at all York Teaching Hospital sites and contacts within GP surgeries were encouraged to complete an online survey following notices placed on the Trust intranet and via a Web Link to all surgeries.  This information was included in weekly communications alerts to keep it in the forefront of peoples mind and by the weekly E bulletin which is sent by Email to all hospital staff.  
The survey content was similar to that used in the survey conducted in 2015 to enable a comparison to be made. Its purpose is to assess how users perceive aspects of the service that ensure that we comply with the standards established by our governing professional bodies and of course to ensure good service provision.

The areas examined included:

· The quality and availability of information and advice before a sample is taken.

· The effectiveness of transport arrangements to send the samples to the laboratory for testing.
· The acceptability of the turnaround times provided by the laboratory.
· The quality and availability of information and advice after a report is given.

· The overall impression of the service provided by the laboratory.

· An opportunity to voice any concerns in a free-text response.
The survey was specifically designed to enable differentiation of the responses by

(i) which hospital laboratory is used and 

(ii) location of the respondent; hospital user or GP / community.

Survey Result Responses
29 responses were received to the User Survey compared to 39 responses last time. 

There was a large decrease in the number of respondents from the GP survey compared to last time (only 1 response was received) and this is a concern.  There was an in increase in the number of responses from the hospital users; this making up the remaining number of 28 respondents.  Actual response numbers form the ‘Hospital Users’ was up on this occasion in comparison to the previous, most recent survey.  
A review of the questions and responses
Question 1

Please indicate below your role as a user and whether you are a user of laboratory services at Scarborough or York.   (If you use both sites, please respond for the site you use most - there is an opportunity to add comments at the end of the survey if you wish to say anything particular about the alternative site).
· Answered: 28 

· Skipped: 1 

	
	Hospital Doctor 
	Hospital Nurse 

	GP 
	Total 

	Scarborough 
	37.50%

6 
	62.50%

10 
	0.00%

0 
	 

16 *(6, 32,25)

	York 
	31.25%

5 
	62.50%

10 
	6.25%

1 
	 

16 *(11, 51,39)


* Numbers in brackets are from the previous surveys run in 2015, 2013 & 2012.

A relatively even spread of hospital doctors and nurses gave results for the two main hospital sites (Scarborough and York).  Only 1 GP responded to the request and this can therefore not be considered a representative sample for this group.  It can be noted that the survey was circulated and was received although this is of very little benefit when only one response was achieved.  Note that some staff work on both hospital sites and therefore completed the question as a member of staff working at both Scarborough & York Hospitals.
It is always difficult to make substantive conclusion from results when they are received in low, numbers however results have been received in even numbers across site and an attempt can be made to evaluate and compare these figures.  
Question 2 
Please indicate below, for each department, how you would rate the AVAILABILITY of information PRIOR to making a request. 1=POOR, 5=Excellent; If you don't use a department please click on N/A 
	
	1 
	2 
	3 
	4 
	5 
	N/A 
	Total 


	Blood Transfusion 
	0.00%

0
	12.50%

2
	18.75%

3
	25.00%

4
	31.25%

5
	12.50%

2
	16

	Blood Transfusion (Nights and Weekends 
	12.50%

2
	12.50%

2
	12.50%

2
	12.50%

2
	18.75%

3
	31.25%

5
	16

	Clinical Biochemistry 
	0.00%

0
	12.50%

2
	12.50%

2
	25.00%

4
	50.00%

8
	0.00%

0
	16

	Clinical Biochemistry (Nights and Weekends) 
	12.50%

2
	0.00%

0
	18.75%

3
	25.00%

4
	18.75%

3
	25.00%

4
	16

	Cytology 
	7.14%

1
	7.14%

1
	7.14%

1
	14.29%

2
	21.43%

3
	42.86%

6
	14

	Haematology 
	0.00%

0
	11.76%

2
	23.53%

4
	35.29%

6
	29.41%

5
	0.00%

0
	17

	Haematology (Nights and Weekends) 
	0.00%

0
	23.53%

4
	5.88%

1
	29.41%

5
	17.65%

3
	23.53%

4
	17

	Histopathology 
	7.14%

1
	0.00%

0
	14.29%

2
	14.29%

2
	21.43%

3
	42.86%

6
	14

	Microbiology 
	0.00%

0
	0.00%

0
	14.29%

2
	42.86%

6
	35.71%

5
	7.14%

1
	14

	Microbiology (Nights and Weekends) 
	0.00%

0
	7.14%

1
	14.29%

2
	21.43%

3
	14.29%

2
	42.86%

6
	14


Before reviewing the results, it is important to ensure the definition of satisfaction is stated.  Users (where appropriate) were issued with a scoring system of 1-5.  1=POOR, 5=EXCELLENT.  Therefore it is reasonable to suggest that user results of 3 or greater out of 5 suggests a level of satisfactory and 2 or less as unsatisfactory.  This is denoted by the green area of the tables within this document.  Red areas are scores of 2 or less where a rating is reflective of the service requiring improvement or being of a less than acceptable level.  
Information availability is reasonable to good across all disciplines.  The majority of responses were awarded within the green area.  Overall figures are displayed within the table.  There was not a significant difference between the figures received from York & Scarborough and therefore it was decided that this could be displayed as a combined figure.  The majority percentage can be seen within the green area of the table and this demonstrates that the majority of users completing the survey consider the information available to them to be of an acceptable level.  
Question 3 
Please indicate below, for each department, how you would rate the QUALITY of information PRIOR to making a request. 1=POOR, 5=Excellent; If you don't use a department please click on N/A

	
	1 
	2 
	3 
	4 
	5 
	N/A 
	Total 


	Blood Transfusion 
	6.25%

1
	18.75%

3
	18.75%

3
	12.50%

2
	25.00%

4
	18.75%

3
	16

	Blood Transfusion (Nights and Weekends 
	12.50%

2
	18.75%

3
	6.25%

1
	12.50%

2
	18.75%

3
	31.25%

5
	16

	Clinical Biochemistry 
	6.25%

1
	12.50%

2
	18.75%

3
	37.50%

6
	25.00%

4
	0.00%

0
	16

	Clinical Biochemistry (Nights and Weekends) 
	12.50%

2
	12.50%

2
	12.50%

2
	25.00%

4
	12.50%

2
	25.00%

4
	16

	Cytology 
	7.14%

1
	7.14%

1
	14.29%

2
	14.29%

2
	7.14%

1
	50.00%

7
	14

	Haematology 
	5.88%

1
	11.76%

2
	23.53%

4
	29.41%

5
	29.41%

5
	0.00%

0
	17

	Haematology (Nights and Weekends) 
	5.88%

1
	17.65%

3
	17.65%

3
	17.65%

3
	17.65%

3
	23.53%

4
	17

	Histopathology 
	7.14%

1
	14.29%

2
	7.14%

1
	14.29%

2
	7.14%

1
	50.00%

7
	14

	–

Microbiology 
	0.00%

0
	14.29%

2
	7.14%

1
	28.57%

4
	28.57%

4
	21.43%

3
	14


Quality of information is similar to availability of information.  Numbers do not allow for specific conclusion other than the fact than the majority of those interviewed gave a favourable response.  This in itself is more favourable than the previous audit performed.
Question 4 
Please indicate for each of the following how you would rate the AVAILABILITY of information AFTER receiving your result. 1=POOR, 5=Excellent; If you don't use a department please click on N/A 

	
	1 
	2 
	3 
	4 
	5 
	N/A 
	Total

 

	Blood Transfusion 
	6.25%

1
	18.75%

3
	6.25%

1
	18.75%

3
	31.25%

5
	18.75%

3
	16

	Blood Transfusion (Nights and Weekends) 
	12.50%

2
	12.50%

2
	6.25%

1
	12.50%

2
	25.00%

4
	31.25%

5
	16

	Clinical Biochemistry 
	6.25%

1
	12.50%

2
	0.00%

0
	31.25%

5
	50.00%

8
	0.00%

0
	16

	Clinical Biochemistry (Nights and Weekends) 
	12.50%

2
	12.50%

2
	0.00%

0
	18.75%

3
	31.25%

5
	25.00%

4
	16

	Cytology 
	7.14%

1
	7.14%

1
	0.00%

0
	28.57%

4
	14.29%

2
	42.86%

6
	14

	Haematology 
	5.88%

1
	11.76%

2
	5.88%

1
	29.41%

5
	47.06%

8
	0.00%

0
	17

	Haematology (Nights and Weekends) 
	11.76%

2
	17.65%

3
	0.00%

0
	11.76%

2
	35.29%

6
	23.53%

4
	17

	Histopathology 
	7.69%

1
	7.69%

1
	0.00%

0
	30.77%

4
	15.38%

2
	38.46%

5
	13

	Microbiology 
	0.00%

0
	0.00%

0
	0.00%

0
	42.86%

6
	35.71%

5
	21.43%

3
	14

	Microbiology (Nights and Weekends) 
	7.14%

1
	0.00%

0
	7.14%

1
	14.29%

2
	21.43%

3
	50.00%

7
	14


Question 5 
Please indicate for each of the following how you would rate the QUALITY of information AFTER receiving your result. 1=POOR, 5=Excellent; If you don't use a department please click on N/A 

	
	1 
	2 
	3 
	4 
	5 
	N/A 
	Total 



	Blood Transfusion 
	6.25%

1
	12.50%

2
	12.50%

2
	25.00%

4
	25.00%

4
	18.75%

3
	16

	Blood Transfusion (Nights and Weekends) 
	12.50%

2
	6.25%

1
	12.50%

2
	12.50%

2
	25.00%

4
	31.25%

5
	16

	Clinical Biochemistry 
	6.25%

1
	12.50%

2
	0.00%

0
	31.25%

5
	50.00%

8
	0.00%

0
	16

	Clinical Biochemistry (Nights and Weekends) 
	12.50%

2
	6.25%

1
	6.25%

1
	18.75%

3
	31.25%

5
	25.00%

4
	16

	Cytology 
	7.14%

1
	7.14%

1
	7.14%

1
	21.43%

3
	14.29%

2
	42.86%

6
	14

	Haematology 
	5.88%

1
	11.76%

2
	11.76%

2
	35.29%

6
	35.29%

6
	0.00%

0
	17

	Haematology (Nights and Weekends) 


	5.88%

1
	17.65%

3
	5.88%

1
	17.65%

3
	29.41%

5
	23.53%

4
	17

	Histopathology 
	7.14%

1
	7.14%

1
	7.14%

1
	21.43%

3
	14.29%

2
	42.86%

6
	14

	Microbiology 
	0.00%

0
	0.00%

0
	0.00%

0
	50.00%

7
	35.71%

5
	14.29%

2
	14

	Microbiology (Nights and Weekends) 
	0.00%

0
	0.00%

0
	7.14%

1
	21.43%

3
	21.43%

3
	50.00%

7
	14


Note that all the responses for the Microbiology department are favourable.  Unsatisfactory results are again low in number.
Question 6 
Please indicate below, on the relevant line, how you would rate the transport service delivering samples to your laboratory. 1=POOR, 5=EXCELLENT

	
	1 
	2 
	3 
	4 
	5 
	Total 

	GP Surgery (Scarborough Hospital) 
	0.00%

0
	0.00%

0
	50.00%

1
	50.00%

1
	0.00%

0
	2

	GP Surgery (York Hospital) 
	0.00%

0
	0.00%

0
	33.33%

1
	66.67%

2
	0.00%

0
	3

	Hospital Based User (Scarborough Hospital) 
	25.00%

2
	0.00%

0
	12.50%

1
	50.00%

4
	12.50%

1
	8

	Hospital Based User (York Hospital) 
	14.29%

1
	14.29%

1
	28.57%

2
	28.57%

2
	14.29%

1
	7


It seems that those surveyed are happy with the GP Transport service, however it must be taken into account that only one GP  user responded.  This question did not have sufficient responses to gain an informed opinion.
Question7 

Please indicate below how you rate the turnaround times for each of the departments.1=POOR, 5=EXCELLENT; If you don't use a department please click on N/A 
	
	1 
	2 
	3 
	4 
	5 
	N/A 
	Total 


	Blood Transfusion 
	6.25%

1
	18.75%

3
	18.75%

3
	12.50%

2
	18.75%

3
	25.00%

4
	16

	Blood Transfusion (Nights and Weekends)

	18.75%

3
	6.25%

1
	18.75%

3
	6.25%

1
	18.75%

3
	31.25%

5
	16

	Clinical Biochemistry 
	12.50%

2
	6.25%

1
	18.75%

3
	18.75%

3
	43.75%

7
	0.00%

0
	16

	Clinical Biochemistry (Nights and Weekends) 
	12.50%

2
	12.50%

2
	12.50%

2
	18.75%

3
	18.75%

3
	25.00%

4
	16

	Cytology 
	7.14%

1
	0.00%

0
	21.43%

3
	14.29%

2
	14.29%

2
	42.86%

6
	14

	Haematology 
	0.00%

0
	6.25%

1
	25.00%

4
	25.00%

4
	43.75%

7
	0.00%

0
	16

	Haematology (Nights and Weekends) 
	0.00%

0
	12.50%

2
	31.25%

5
	6.25%

1
	25.00%

4
	25.00%

4
	16

	Histopathology 
	7.14%

1
	0.00%

0
	21.43%

3
	14.29%

2
	14.29%

2
	42.86%

6
	14

	Microbiology 
	0.00%

0
	0.00%

0
	7.14%

1
	50.00%

7
	21.43%

3
	21.43%

3
	14

	Microbiology (Nights and Weekends) 
	7.14%

1
	0.00%

0
	14.29%

2
	21.43%

3
	7.14%

1
	50.00%

7
	14


Question 8 
Please indicate in the relevant row, below, how satisfied you are with your requesting systems.1= POOR, 5= Excellent

	
	1 
	2 
	3 
	4 
	5 
	Total



	Scarborough Hospital Requester 
	0.00%

0
	12.50%

1
	25.00%

2
	50.00%

4
	12.50%

1
	8

	Scarborough GP Requester 
	0.00%

0
	0.00%

0
	50.00%

1
	50.00%

1
	0.00%

0
	2

	York Hospital Requester 
	10.00%

1
	20.00%

2
	10.00%

1
	40.00%

4
	20.00%

2
	10

	York GP Requester 
	33.33%

1
	0.00%

0
	33.33%

1
	33.33%

1
	0.00%

0
	3


Question 9 
Please indicate below how you rate the overall performance of each department.1=POOR, 5=EXCELLENT; if you don't use a department please tick N/A

	
	1 
	2 
	3 
	4 
	5 
	N/A 
	Total 



	Blood Transfusion 
	6.25%

1 
	6.25%

1 
	18.75%

3 
	18.75%

3 
	31.25%

5 
	18.75%

3 
	 

16 

	Blood Transfusion (Nights and Weekends) 
	18.75%

3 
	6.25%

1 
	6.25%

1 
	12.50%

2 
	25.00%

4 
	31.25%

5 
	 

16 

	Clinical Biochemistry 
	6.25%

1 
	6.25%

1 
	18.75%

3 
	12.50%

2 
	50.00%

8 
	6.25%

1 
	 

16 

	Clinical Biochemistry (Nights and Weekends) 
	18.75%

3 
	0.00%

0 
	6.25%

1 
	18.75%

3 
	31.25%

5 
	25.00%

4 
	 

16 

	Cytology 
	7.14%

1 
	7.14%

1 
	0.00%

0 
	21.43%

3 
	14.29%

2 
	50.00%

7 
	 

14 

	Haematology 
	6.25%

1 
	0.00%

0 
	18.75%

3 
	25.00%

4 
	43.75%

7 
	6.25%

1 
	 

16 

	Haematology (Nights and Weekends) 
	12.50%

2 
	6.25%

1 
	18.75%

3 
	6.25%

1 
	31.25%

5 
	25.00%

4 
	 

16 

	Histopathology 
	7.14%

1 
	7.14%

1 
	0.00%

0 
	21.43%

3 
	14.29%

2 
	50.00%

7 
	 

14 

	Microbiology 
	0.00%

0 
	0.00%

0 
	0.00%

0 
	42.86%

6 
	35.71%

5 
	21.43%

3 
	 

14 

	Microbiology (Nights and Weekends) 
	7.14%

1 
	0.00%

0 
	14.29%

2 
	7.14%

1 
	21.43%

3 
	50.00%

7 
	 

14 


Question 10 
Do you have any other comments, questions, or concerns?
This section probably gave the most useful feed- back for this survey.
· Answered: 7 

· Skipped: 22 

7 Answer responses:
1. Troponin samples... very inconsistent! When I ring up to chase one person states 20 mins till result, 45 mins later ring up and another person states further 20 mins. This is after waiting 2 hours! Troponin should be 1 hour turnaround I am told? (York Hospital Nurse)
10/18/2017 7:13 PM 
Laboratory Response
Turnaround time for troponin is under 2 hours from receipt in lab.  Samples for troponin must be allowed 30 minutes to clot fully after collection, therefore if time of sample collection is not given on the request form, it must be left to stand for a further 30 minutes in the lab before we can start processing it.

I am sorry that information being given by the lab was inconsistent.  It can be difficult to provide accurate reporting times, particularly during busy periods.  We don’t have a dedicated troponin analyser; the same machine performs a range of other tests.  Depending on the volume of other blood samples being processed, the time taken to produce a result can vary.  However, troponin results should all be available within 2 hours of receipt in the lab.  It does appear as though our processes were at fault on this occasion.

2. I have heard rumours of electronic requesting coming to outpatients but do not know any details of how this will work in practice, or how will this impact on remote requesting (i.e. requests generated in telephone clinics or admin) (Scarborough Hospital Nurse)
10/13/2017 4:05 PM
Laboratory Response

Your query has been passed on to Systems & Networks.  We will keep you informed of any developments within this area in the future.  

3. Lab difficult to contact for specific enquiries, biochemistry turnaround times are often poor meaning delays in patient treatment 

10/12/2017 10:00 AM (Scarborough Hospital Dr)
Laboratory Response

Please see the Laboratory Medicine website for expected turnaround times and check that we are actually able to deliver the turnaround times that you are expecting.  Please note that turnaround times are quoted from time received in the laboratory.  If you experience specific problems resulting in delayed treatment of your patient, please contact the Duty Biochemist or Biochemistry / Haematology Lab Managers in good time, to allow us to investigate appropriately, and implement corrective action, if necessary.

We are in the process of developing a general Blood Sciences enquiries line for Scarborough hospital as we are aware that directing all general enquiries to the busy laboratory staff isn’t ideal.  Please note that there is a Duty Biochemist (Clinical Biochemist) available Monday-Friday, 9am-6pm, on 772 6366, for clinical queries or more specialist enquiries relating to Biochemistry.
4. Too much change not enough information, CPD is a nightmare to use. (York Hospital Doctor)
10/12/2017 9:27 AM 
Laboratory Response

Your comment has been passed on to Systems & Networks.  We will keep you informed of any developments within this area in the future.
The laboratory aims to keep its users up to date as far as possible.  Information about Laboratory Medicine is available on the Trust’s website and is searchable by common keywords.  Information has now been added to improve most areas, however if you feel it is missing any specific information please contact angela.too@york.nhs.uk or elizabeth.fox@york.nhs.uk
The laboratory tries to help as much as possible using the resource available.  Sometimes the operational aspects of CPD are hard for the operator to grasp.  This information has been passed on to the IT department (responsible for training in CPD) however you did not leave contact information.  If we can be of any further assistance please do not hesitate in getting in touch.  
5. Certain tests like betaHCG you cannot add on and you need to pod down a printed request form - great inconvenience. (Scarborough Hospital Doctor)
10/11/2017 05.51 AM
Laboratory Response

Please see the laboratory medicine statement regarding add-on requests at 

https://www.yorkhospitals.nhs.uk/our-services/a-z-of-services/lab-med/general-information/information-for-health-care-professionals1/add-on-requests/
This statement explains that the laboratory requires evidence, either as a request form, or auditable order via CPD, for all requests.

6. Mysterious loss of samples (York & Scarborough Hospital Doctor)
10/10/2017 11:20 AM 

Laboratory Response

The laboratories successfully process samples in their thousands every single day.  We closely monitor problems.  Unfortunately there will always be occasions where samples get lost due to human error; be it in transport of a sample to the laboratories or in systems within the laboratories themselves.  Our sample problems are within acceptable limits and we endeavour to investigate all missing samples that we are made aware of (assuming that they have reached the laboratory in the first place).
7. No 

10/10/2017 10:42 AM 

No response required

Discussion of the Survey Results
Although 29 responses were received overall there were only 7 responses requiring further information (24%) or indeed registering points of concern.  If the majority of users can be considered to be reflective of the general users of the service then this would suggest that 22 of the 29 (76%) consider that the service provided is in the very least of a satisfactory standard (or higher).  This may be considered to be an ‘encouraging value’ although obviously  there is room for improvement for the future.  
Themes for areas of improvement included (largely taken from user comments) the turnaround of particular tests, the ability to find certain information (computer usage) and loss of samples.  
It must be noted that the target turn-around times for results have been set in collaboration of users, following national guidelines and are dependent on the complexity of the analytical method.  All departments monitor turnaround times to ensure that these are in the most part met and if not investigations are made to reflect this.  
We are acutely aware of the changing needs of our users and urge clinical staff to contact us to discuss the target turnaround times for specific tests if we are not meeting their requirements.  The target turnaround times are published within the laboratory Test Directory.  The Quick Link to Laboratory Medicine (Pathology Services) can be found on the bottom left corner of ‘StaffRoom’.  The target turnaround times for all tests are as stated, but only take in to account the time a sample is received in the laboratory (and not the time from the sample being taken to receipt in the laboratory) as this is beyond our control.  
Suggested Action Plan

A repeat survey will be planned for the next year to include several methods of data collection (such as paper copies as well as electronic links such as that provided by Survey Monkey).  This would hope to reach a broader spectrum of users and have the main ideal of obtaining a greater response over all.  It is felt by the quality team that perhaps we have lost touch a little with the GP user group and this was reflected with the incredibly poor response on their behalf.  This area will be targeted with planned personal visits to work on relationships with General Practice and community based users.  

This survey will be discussed at the Directorate Meeting and shared with all staff within Laboratory Medicine.  
It is felt that complaints are monitored well and come in the form of incidents entered into the Datix incident recording system. All incidents are responded to within Datix, and are also discussed at appropriate Directorate Meetings. 

We will continue to work with our users to respond to complaints, and where possible feedback after the complaint has been dealt with. Complaints by phone will be dealt with at the time and feedback given verbally at the time. Written complaints will be investigated and feedback will come in form of a written response.

Conclusion

Insufficient responses hampered the interpretation of meaningful data for future analysis, however the last few years have included considerable change within Laboratory Medicine and this is apparent in some of the responses received in this survey.  
The department has been working towards ISO 15189 accreditation, whilst still establishing management structure changes across sites.  We are hopeful that these changes along with planned ‘Managed Service Contract’ will continue to improve the service which we provide, and ultimately, provide better care for patients.
We would like to draw your attention to our newly revamped pathology web pages on the Trust Website (see link below) and would welcome comments about it should you think it appropriate.  
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