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User Survey Report and Action Plan 2019
1. Report from RCPath

This report relates to the RCPath survey of user satisfaction carried out by Paul Virgo on behalf of Severn Pathology between 18/03/2019 and 15/04/2019

76 responses were received in total (for comparison 52 responses received in 2018), self-identified as coming from the following groups:

47.69% Hospital-based consultant or staff grade doctors

3.08% Hospital-based trainee doctors

0.00% Hospital-based nurses or other non-medical healthcare practitioners

30.77% Primary care physicians (fully trained)

1.54% Primary care physicians (trainees)

15.38% Primary care or community-based nurses or other non-medical healthcare practitioner

1.54% Others
Performance on individual questions:
	Question:
	Your score:
	Rank 2019:
	Out of:
	Rank 2018:
	Out of:

	“I can trust the laboratory to provide results/reports when I need them”
	3.66
	12
	89
	18
	82

	“I am satisfied with the quality of professional advice that I receive from the laboratory”
	3.70
	67
	89
	32
	82

	“Professional advice is readily available from the laboratory when needed”
	3.36
	55
	89
	70
	82

	“I am confident that urgent/unexpected results will be promptly communicated to me or my cover”
	3.09
	68
	89
	69
	82

	“Local systems to collect and transport specimens work well”
	3.15
	35
	89
	1
	82

	“The level of out of hours service meets my needs”
	3.29
	38
	89
	28
	82

	“I am very satisfied with the phlebotomy services available to my patients”
	2.89
	20
	89
	30
	82

	“Point of care testing is well supported by the laboratory”
	3.09
	38
	89
	30
	82

	
	
	
	
	
	

	
	% Yes
	Rank 2019:
	Out of:
	Rank 2018:
	Out of:

	“Would you recommend this laboratory service to a colleague?”
	97.78
	32
	89
	27
	82


2. Review

Response was reviewed and performances within lower quartile ranking (68th or lower) were defined as action required. Further review of individual comments was undertaken to identify any recurrent themes linked to the above performance or complements/criticisms of other areas of Pathology provision. An action plan was defined based on above rating and other comments received.

3. Action Plan

	Your Feedback
	Pathology Feedback
	Rating for Resolution

	Quality of Professional Advice Provided
	NBT Pathology is proud of their interpretive services offered on samples submitted. Where users are concerned that these fail to meet their requirements we would ask them to contact the relevant service as part of our commitment to continual improvement
	(

	Improved notification of abnormal/urgent reports (in particular cancer diagnoses)
	SOP on Communication of Unexpected Cellular Pathology Reports sent around the consultant body as a refresher,
Exploring whether ICE alerts can be set up linked to the SNOMED code of a case.  If possible then all cancer coded reports could raise an ICE alert to the requesting clinician.


	(

	Delay in contacting Blood Sciences by Phone from Primary Care
	The Blood Sciences helpdesk automated telephone system has been reviewed to ensure the most effective routing of call.  Using call routing and handling software is necessary to manage the volume of call received.
	(

	Microbiology Consultant availability for advice
	Infection Sciences have implemented a new call handling system which ensures that there is A&C support for taking messages during periods when the medical staff are not available for non-urgent calls. Generally, medical staff are available between 9am and 1pm and between 2pm and 5pm for routine clinical queries. Outside of these hours, an on-call service is available via switchboard and urgent queries are answered 24/7.
	(

	Delays in Outsourced Cellular Pathology Reports
	The Department is actively recruiting additional pathologists to minimise the requirement to outsource cases.  In conjunction with this we are working with outsource companies to develop a digital reporting solution which would cut the turnaround time by several days.
	(

	Improved ways of requesting and reporting of Genetics samples
	NHSE are working on a National Genomic Information Systems (NGIS) which will incorporate both genetic test requesting and reporting.  As part of the South West Genomic Laboratory Hub we are working to develop links between NGIS and local requesting and reporting systems.”
	(

	Additional Primary Care Transport Collections
	There is a limit both in terms of capacity and cost of Pathology transport systems. We do however recognise the changing requirements around Primary care access and the need for additional transport. We have put in a number of additional weekend and evening collections to support this and will continue to review requirements of users in this area
	(

	Add a link to test requesting information for all tests in ICE
	Unfortunately, it is not feasible for us to do this for all tests, but there may be scope for adding this to selected tests. To be reviewed.
	(

	Improve lab staff familiarity with ICE requesting
	Laboratory staff do not routinely use the requesting functions in ICE so have limited knowledge of the test names in ICE menus. Consideration will be given to supply staff with a list for reference.
	(
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