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Patient Experience Survey Results 

 

 

Period:  

December to February 2012 

 

 

Clinic Sites: 

Oaklands Health Centre 

Dewsbury Health Centre 

BMI-Huddersfield 

 

 

Method: 

The questionnaires were designed on the basis of a similar survey carried out at BMI-Huddersfiled for the 

Radiology service. 

 

 

Data Collection: 

During the study period, patients were asked if they were willing to complete the questionnaire after the 

end of the clinic. Patients were handed the forms and asked to complete it in the waiting room. Once 

completed, they were requested to hand it over to the receptionist. Our target was to ask 60 patients to 

participate in the study of which 59 patients handed in the questionnaire. One patient filled in the form but 

forgot to hand it over to the receptionist! 

 



Results: 

 

I. Number of patients participating in the study: 59 out of 60 (98.3%). One patient forgot to 

hand over the questionnaire to the receptionist. 

 

II. Patient Demographics: 

1. Gender Distribution:  

a. Male: 24 (40.7%) 

b. Female: 35 (59.3%) 

2. Age Distribution: 

a. <24: 1 (1.7%) 

b. 25-44: 22 (37.3%) 

c. 45-64: 26 (44.1%) 

d. 64+: 10 (16.9) 

 

III. Patient Experience on arrival: 

1. Patients greeted promptly and courteously at the outpatient desk: 

a. Yes Definitely: 58/59 (98.3%) 

b. Yes to some extent: 1/59 (1.7%) 

c. No: 0/59 (0%) 

2. Reception staff helpful in dealing with enquiries 

a. Yes Definitely: 58/59 (98.3%) 

b. Yes to some extent: 1/59 (1.7%) 

c. No: 0/59 (0%) 

 

IV. Consultation 

1. Waiting room facility adequate 

a. Yes: 58/58 (100%) 

b. No: 0/58 (0%) 

2. How close to the appointment time were the patients seen? 

a. On Time: 40/59 (67.8%) 

b. Delayed 15 min: 14 (23.7%) 

c. Delayed 20 min: 2/59 (3.4%) 

d. Delayed 25 min: 1/59 (1.7%) 

e. Delayed 30+ min: 2/59 (3.4%) 
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3. Were patients kept informed of delay? 

a. Yes: 10/16 (62.5%) 

b. No: 6/16 (37.5%) 

4. Did the Doctor introduce themselves? 

a. Yes: 57/57 (100%) 

b. No: 0 (0%) 

5. Were patients given all the privacy needed during the test? 

a. Yes, completely: 57/57 (100%) 

b. Yes, to some extent: 0/57 (0%) 

c. No: 0/57 (0%) 

6. Were the procedure and next steps during the test explained in a way patient could 

understand 

a. Yes, completely: 57/59 (96.6%) 

b. Yes, to some extent: 2/59 (3.4%) 

c. No: 0/59 (0%) 

7. Did the patients feel that they were given all of the time and attention you needed? 

a. Yes, completely: 58/59 (98.3%) 

b. Yes, to some extent: 1/59 (1.7%) 

c. No: 0/59 (0%) 

8. Was the manner of the doctor courteous and considerate? 

a. Yes, completely: 57/58 (98.3%) 

b. Yes, to some extent: 1/58 (1.7%) 

c. No: 0/58 (0%) 
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9. Comments 

a. Case No. 7: Oaklands HC: Service was excellent, No improvement needed. 

b. Case no. 12: Oaklands HC: First class Service. 

c. Case No. 33: BMI-H: No improvement required!!.... 

d. Case 34: BMI-H: Excellent service provided by all. 

e. Case 37: BMI-H: Nothing. 

f. Case 43: BMI-H: Don't know. 

g. Case 44: BMI-H: Nothing to add. 

h. Case 46: Dewsbury HC: The service was very good and wasn't waiting at all. The service for 

me wouldn't need improving. 

i. Case 50: Dewsbury HC: Its perfect already. 

j. Case 51: BMI-H: Very nicely checked me. I am really thankful for them. 

k. Case 52: Dewsbury HC: very please with the help and advice of the Doctor. 

l. Case 53: Dewsbury HC: Very good service 

m. Case 55: Dewsbury HC: Nothing I could think of. I felt very comfortable as I came in very 

nervous. I did not know what was going to happen, but the staff and the doctor made me feel 

comfortable. 

n. Case 58: Dewsbury HC: No comment at all. Excellent service. Very good staff and Doctor. 

10. Clinic Facility 

a. Very Good: 57/59 (96.6%) 

b. Fair: 2/59 (3.4%) 

c. Poor: 0/59 (0%) 

11. Overall Quality of Care: 

a. Very Good: 55/57 (96.5%) 

b. Fair: 2/57 (3.5%) 

c. Poor: 0/57 (0%) 

12. Would patients recommend our service to others? 

a. Yes, definitely: 55/57 (96.5%) 

b. Yes, probably: 2/57 (3.5%) 

c. No: 0/57 (0%) 

13. Would patients like to mention any staff by name who gave especially good service and 

say what made them special? 

a. None!!!! 
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Conclusion: 

The patient experience survey has shown excellent results in all areas of the service from all three 

sites: Oaklands Health Centre, Dewsbury Health Centre and BMI-Huddersfield. 

 

Inmed Enterprise Limited strongly believes that no one individual is important in building a 

successful service. It is the team that matters. This is clearly evident in the results of the survey. The 

survey showed that the performance of the receptionists were as good as the doctor himself. This is 

also reflected in the comments made by some of the patients to question 9. Also, it is worth pointing 

out that no one went beyond their role to appease patients. They just did their duty and that was 

almost nearly perfect. It does not come to us as a surprise that none of the 59 patients commented 

on any one particular individual to the question number 13. To us this is really all about the team 

that works so well! 

 

We are not going to rest on the laurels we have received and become complacent with our job. We 

have identified some areas where we could possibly improve. This is reflected in one of the 

comments made by the patient (Case 55). We have identified, through this survey, that our patients 

are probably not getting enough information before they come for the test. 

 

While, 94.9% of patients were seen within 20 minutes of their appointment time, we cannot deny 

that only 66.6% of patients were seen “on-time” of their appointment. We feel that there could be a 

room for improvement here without sacrificing on the quality of care. 
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