Report on Paediatric Audiology Patient Satisfaction Survey 2024

Data was collected from the parents/carers and children attending paediatric clinics throughout 2024. The responses were collected through a combination of continuous online responses received over the whole of 2024, and paper-based patient satisfaction surveys which were handed out in clinic between 18.11.24 and 13.12.24. This method of delivery ensures that patients from every location and age-group were given the opportunity to contribute.
In total 175 patients completed the satisfaction survey. 
The questionnaire comprised of 16 questions regarding Accessibility, Surroundings, Staff, Care and Treatment. In addition there were two open questions which asked parents/carers and children what they liked about the department and what they felt could be improved. The results are summarised below. 
The table below shows a summary of responses to each of the 16 fixed questions:
	Patient responses[footnoteRef:1]  [1:  Percentages have been rounded, which may lead to totals not summing to 100%.] 

	Very Satisfied
(%)
	Satisfied 
(%)
	Dissatisfied
(%)
	Very Dissatisfied
(%)

	1. Your experience communicating with the service?
	94.9%
	4.6%
	0%
	0.6%

	2. 2. The location of your appointment? 
	93.7%
	6.3%
	0%
	0%

	3. From the time you realised you needed to use the service how satisfied are you with how long you had to wait?
	77.6%
	20.1%
	2.3%
	0%

	4. Were you given the support you needed to help with any communication needs?
	93.1%
	6.9%
	0%
	0%

	5. Overall, how satisfied are you with the information you received before and after the appointment?
	94.9%
	4.6%
	0.6%
	0%

	6. The professionalism of the Audiologist and/or reception staff?
	97.7%
	1.7%
	0%
	0.6%

	7. Did you feel the audiology staff were welcoming, friendly and helpful?
	98.9%
	0.6%
	0%
	0.6%

	8. Were you given the opportunities to ask any questions?
	98.9%
	0.6%
	0%
	0.6%

	9. The opportunities you were given to discuss any problems or difficulties? 
	98.3%
	1.1%
	0.6%
	0%

	10. Did the clinician explain your results in a way you were able to understand?
	98.9%
	0.6%
	0.6%
	0%

	11. Were you involved as much as you wanted to be in decisions about your care?
	98.9%
	0.6%
	0.6%
	0%

	12. How well did you feel we understood your difficulties?
	98.9%
	0.6%
	0.6%
	0%

	13. Were you treated with dignity and respect?
	97.3%
	0%
	2.7%
	0%

	14. Were you able to speak to staff in Welsh if you wanted to?
	100%
	0%
	0%
	0%

	15. Overall, how satisfied were you with your appointment?
	98.3%
	1.1%
	0%
	0.6%

	16. How likely are you to recommend this service to family and friends if they needed similar care or treatment?
	98.9%
	0.6%
	0.6%
	0%







The following shows the responses from patients relating to the two open questions:

Question one: What do you like about the department?
Friendly/Welcoming Staff (47 responses):
· Friendly staff
· Welcoming and understanding staff
· Staff had good engagement with the children
Professional/Efficient Service (17 responses):
· Quick and efficient service
· Professional staff
· Seen on time
Child-Friendly (15 responses):
· Toys available for children
· Child-friendly environment
· Entertainment for waiting children
Clear Communication (12 responses):
· Good explanations
· Informative
· Opportunity to ask questions
Clean/Calm Environment (11 responses):
· Clean facilities
· Calm/quiet atmosphere
· Well-equipped rooms
Easy Access (8 responses):
· Easy to find
· Easy to get to
· Good location
Quality of Care (7 responses):
· Great service
· Very good
· Excellent care
· “Best experience with NHS so far”
Question two: What do you feel could be improved?
· Parking (2 responses)
· Referral time (2 response)
· Older children’s toys and books (1 response)
· More ENT appointments (1 response)
· Communication regarding when next appointment can be expected (1 response)
· More notice for appointment. I only had the letter a week before (1 response)
· The quality of communication. Rudeness of staff. (1 response)

Overall Summary and Action Plan: 
Feedback from satisfaction questionnaires was overwhelmingly positive in 2024 with many respondents commenting on a range of aspects of the service they felt were done well. Over-all there was a very high patient satisfaction with 98% reporting being very satisfied with their appointment.
There were very few suggestions of aspects of the service needing improvement. Notably:
· Two parents noted difficulties parking. Unfortunately, this is out of our control, but we have taken an action to check that letters appropriately advise that parking can be difficult at times and advise that enough time should be allowed for parking. 
· Two parents commented on the referral time. This is something we have been working hard to improve. So far, we have tried to address this by using adult audiologists to carry out the over 5 school screen lists, appointed a new paediatric audiologist and are in the process of recruiting for an admin role to free up clinical time. 
· One parent commented on the toys and books available for older children. There are a range of toys and books in the waiting rooms.
· One parent commented they felt the wait for ENT appointments was longer than desirable. As ENT is a separate department, they were advised they should contact ENT directly and given the appropriate contact details. 
· One parent commented on the communication regarding their next appointment. After each appointment is completed (except repairs) an individual management plan is sent out to each patient which includes the expected time frame for their next appointment. 
· One parent commented they were unhappy with the amount of notice given for the appointment. Any appointment which is booked at short notice, usually defined as one week or less ahead, is done via the telephone and only with consent of attendance by the guardian/patient.
· One parent commented on the quality of communication by staff. Upon further investigation this arose from a change in waiting room set up as a result of the emergency roof repairs being carried out in Bridgend and appointments being moved to different hospitals. 




