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Summary

This report reviews a patient reported experience measure (PREM) questionnaire from 176 patients accessing the Advanced Audiology First Contact (FCP) Practice and Wax Management pilot in Tongwynlais Surgery from 1st March 2022 to 31st August 2022. A total number of 357 patients were seen for hearing, tinnitus, balance screening and wax management. 

A total of 171 attendees returned their satisfaction surveys at Tongwynlais Audiology clinic throughout the pilot.

A summary of findings from this report will be posted on the Audiology Departmental Website and on the notice boards at all Adult Audiology Services clinics including Tongwynlais Surgery. The results will also be distributed to Cardiff & Vale UHB Business Case Administration Group and relevant members of Primary care in the bid for full funding to roll out the FCP and wax management service across Cardiff & Vale. 

Background

The vision for this service is for all people with hearing, tinnitus and specific balance difficulties and troublesome wax in Cardiff & Vale to have access to an Advanced Practice Audiologist at the first point of contact in a Primary Care location, enabling them to receive more specialist care sooner and closer to home. In addition, all people with troublesome wax will be able to access wax removal services locally and by the NHS. This will release GP and nursing capacity in primary care allowing them to be freed up to focus on people who need care only they can provide such as chronic disease management, palliative care and complex wound management. 

The purpose of the pilot was to evaluate the outcome of an FCP service and to develop the scheme to provide equity of access across CVUHB in line with the Welsh Government’s Framework of Action (2017 to 2020) Integrated framework of care and support for people who are D/deaf or living with hearing loss.  Welsh Health Circular WHC/2020/014 mandates the management and delivery of the Wales earwax management pathway within Primary Care and this was being evaluated together with the FCP practice as the model for value-based healthcare has shown that they are most cost effective and provide the best governance structure when run as a whole service.

Good practice guidelines encourage Audiology Services to audit patient satisfaction on a regular basis. This survey for Cardiff and Vale University Hospital Board was carried out throughout the pilot period of FCP Advanced Practice Audiology and wax management services in Tongwynlais surgery serving seven GP practices in the North West locality of Cardiff.  

The survey focused purely on FCP and wax management Audiology Services, and as such, did not involve Secondary care Audiology, Ear, Nose and Throat or Audiovestibular Medicine Departments, or their services.



Coverage

A representative sample of all the attendees at Tongwynlais Surgery accessing the FCP and wax management services were surveyed from 1st March to 31st August 2022. Patients ages 16 and over were included in the survey, to ensure a broad spectrum of views were represented. A number of attendees chose not to fill in the surveys.

Clinicians were asked to give the questionnaire to the patient at the end of the appointment, and requested to fill it in the waiting area and hand it back to the receptionist on leaving Tongwynlais Surgery. All questionnaires are anonymous.  

Questionnaire

The questionnaire used in was devised specifically for use with patients accessing FCP Advanced Audiology and wax management services in Betsi Cadwaladr UHB who have a well-established primary care audiology service. The format is based on the satisfaction questionnaire published in the Quality Standards for Adult Audiology Services version 2.  
  
Respondents were asked to comment on key features of their appointments covering the necessary elements in the standards, such as accessibility, information, professionalism and care and treatment received.

Respondents were asked to base their responses on all of the appointments they had received.

174 questionnaires were returned by service users of the pilot. The questionnaires asked questions around accessibility, the audiology practitioner, treatment, information and overall satisfaction with the service. The results are summarized:


1. Accessibility

This section looked at whether service users were happy with seeing an audiologist rather than a GP, and their satisfaction with the amount of time they waited for their appointment and the time they waited on the day.  97% of respondents were happy with accessibility of the service.


2. The Audiology Practitioner

This section evaluated if the respondents felt that the audiology practitioner met their needs at the appointment, the professionalism of the practitioner and if they were happy with the decisions that were made at the appointment. 99.4% of service users were happy with the audiology practitioner and the joint decisions made at the appointment. 


3. Treatment

This section asked service users to evaluate if they felt they had opportunities to discuss their problems, if they understood the explanations and if they were treated with respect and dignity at their appointment with the audiology practitioner. 99% of respondents were satisfied with their treatment by the audiology practitioner.


4. Information 
	
This section asked respondents:

· If they received any written information during their appointment and were they satisfied with the content of that information. 

88 respondents said they did not receive any written information. This is likely because their condition did not require any further advice/help. Of the 83 respondents who did receive written information, 98% were satisfied with the content.

· If they noticed the Audiology posters and service information leaflets in the reception area. 

37% of respondents noticed the posters and leaflets in the waiting area
25% of respondents were unsure if they there were leaflets and posters in the waiting area
34% did not see any posters or leaflets


5. Overall Satisfaction of The Service

This section asked respondents three questions about the service:

· How happy they were with the audiology service overall?
 93% felt it was excellent and 7% felt it was very good. 

· Did they feel that the Direct Access Audiology Service was well organised?
95% felt it was well organized, 3% felt it was fairly well organized and the other 2% did not answer the question. 

· Would they recommend the Audiology service to other people?
98% said they would recommend the service to other people and 2% of respondents did not answer the question. 


Comments

1. Please state one thing you felt was particularly good about the Audiology Service you have just received. Of the 174 questionnaires returned, 115 comments were written in this section and all were positive.

· “Very professional”
· “The audio were very patient and informative”
· “I understood what she said”
· “Clear and precise explanations”
· “Very friendly”
· “I rang my doctors at 8.30 am and had an appointment at 09.30 same day. The audiologist spent time explaining things to me in depth and the information was extremely helpful. A thoroughly professional and worthwhile service.”
· “The service cured my problem.”
· “Gemma the audiologist was very helpful and I appreciated all the help and information she gave me.”
· “Friendly and informative”
· “ A very relaxed approach”
· “The equipment”
· “very good service”
· “Really quick between phoning gp and seeing audiologist. Everything really well explained.”
· “Good advice”
· “The ease of access, the professionalism of the audiologist and the service. One particular thing was the audiologist - excellent.”
· “It was very quick between ringing the GP and the appointment in Tongwynlais. All very efficient better than going to uhw.”
· “Was able to discuss any concerns and understand the problem and treatment plan.”
· “Staff very knowledgeable”
· “The lady was lovely”
· “Professionalism of the audiologist”
· “The knowledge and skills= the manoevre they performed was life changing- thank you”
· “Staff were excellent”
· “This was a very efficient service. Well organised and much appreciated . I would recommend the service to everyone.”
· “Very pleasant and friendly”
· “Very easy and quick to access the service”
· “Such a lovely lady explained what was going to happen. So very please this support is being given. Will spread the word!”
· “Well explained, very approachable, pleasant”
· “Excellent/professionalism”
· “Lovely audiologist”
· “Very prompt and efficient”
· “”I can now hear! Marvelous. Prompt and professional treatment throughout. Thank you.
· very prompt service - seen within 4 days. Professional practitioner. Clear explanations of findings.”
· “Did not know this service was available.
· “Very good hands on consultation, with well-informed service.”
· “Gave a lot more information about my problem than a GP has and helped more than my GP.”
· “The bedside manner of the audiologist providing the treatment.”
· “The audiologist was very thorough, listened to my explanations of the problems I was having and explained very clearly what she had found and the options I had.”
· “Nice lady - listened to me and explained everything”
· “Friendly, efficient service”
· “Professional and kind”
· “Findings were explained very well.”
· “It was so easy to book an appointment - I was referred from my GP and it took less than a week between referral and appointment.”
· “Explained the process and how it worked and advice on how to help stop it recurring”
· “As a support worker, I felt service user was treated excellently, I felt very reassured.”
· “Professional, caring and informative.”
· “The actual removal (of wax) and the patience of the audiologist and her explaining everything.”
· “The care that I had was very good”
· “The treatment plan was fully explained and I know what I was expecting to happen.”
· “I was seen quickly by an expert in the field”
· “Very quick to get an appointment”
· “All good”
· “100% what I needed - Excellent, fast service. Not being able to hear has a significant impact, so this service is crucial.”
· “Quick and painless.”
· “I was able to understand what she was saying”
· “Accessibility and fabulous bedside manner”
· “Explaining the procedure”
· “Very professional. Listened and explained very well.”
· “Communication and explanation was very good.”
· “Lovely day. Explained everything in-depth. I feel relieved.”
· “The patience of both audiologists to explain what they were doing and why. Kept me informed at all stages of the treatment.”
· “I actually started to get something done! Great.”
· “A very professional and empathetic approach by the audiologist. Thank you.”
· “Very kind and helpful staff”
· “The attention was excellent.”
· “Treated with respect, everything explained, made to feel at ease.”
· “Felt that Audiologist knew what test, procedures, etc., to do. It had required specialist knowledge and equipment.”
· “On time/Helpful”
· “Extremely useful to have a GP referral system for Audiology at a local centre , rather than having to go to the hospital. Thank you.”
· “The audiologist was great in explaining everything.”
· “It felt like a very comprehensive check, I felt assured and know what the next step will be.”
· “Felt assured that the audiologist knew their job and was professional from the outset.”
· “Excellent overall.”
· “Answered all questions, removed my wax.”
· “Professional and friendly.”
· “Friendly”
· “The speed at which I was given the appointment; the clarity of the advice I was given.”
· “Prompt service. I was seen within a few days.”
· “Good service.”
· “The speed that I was able to make an appointment.”
· “Specific targeted attention with adequate time from a specialist professional.”
· “She was very kind and welcoming to our needs. Outstanding patient service!”
· “Very short waiting time to see a specialist.”
· “Doctor very knowledgeable and caring in this area making the experience easier/better.”
· “She was very nice, helpful and gave me good or enough time.”
· “Clear explanation given.”
· “Clear information given.”
· “People were very nice. Service was very good.”
· “I was very impressed, the audiologist listened to my history and was able to test my hearing and then arrange a follow-up appointment within minutes. Would definitely recommend the audiology outreach continues. Thank you very much.”
· “Explained everything very thoroughly.”
· “Excellent service.”
· “Very thorough and professional and great to have access through NHS for me as I suffer with blockage in ears.”
· “How quickly I was seen (next day GP surgery) and is was good to see someone who knew exactly what I was experiencing when being referred/explaining it to someone else helped. Eg. - Nurse or GP.”
· “Very professional lady that I saw.”
· “The practitioner and the focused service.”
· “Having explanations regarding treatment and diagnosis.”
· “Clear information and reassuring.”
· “Explained well.”
· “Prompt appointment. Clear explanation.”
· “Service was pleasantly carried out. Explanations clear.”
· “Excellent service.”
· “Audiologist explained all steps of examination.”
· “A brilliant service from exceptional medical professional. Would recommend this service to everybody.”
· “The promptness of access to the service and treatment.”
· “Timeliness to the appt. 24hrs following contact with GP”
· “First class.”
· “Calm and helpful”
· “They restored my hearing. Thanks.”
· “Felt at ease and well looked after.”
· “She's a good listener. Very kind.”
· “Everything was perfect.”
· “I felt the audiologist to be totally professional and capable and seemed to care.
· “Very friendly, polite and professional.”
· “Audiologist and receptionist really friendly and polite.”
· “Hannah was very professional, friendly and explained everything completely.”
· “Relaxed atmosphere. Professional 1-2-1 service.”

2. Please state one aspect of the service you feel could be improved (if any).  Of the 174 questionnaires received, 44 respondents wrote in free text about improving the service. Only 3 of these comments were negative which were about being called in 5 minutes late for an appointment, the receptionist not being able to book them back in and the GP not telling them where the clinic was. All other comments are around improvement are asking for the service to be expanded, made permanent, to have sound proofing and around advertising of the service. 

· “The service to be expanded and continue to sort the need that I personally have with wax build up negativity impacting my quality of life on a regular basis”
· “None, very well run”
· “I thought it was excellent”
· “None- just make it permanent”
· “It was very satisfactory”
· “None from my perspective”
· “No improvement necessary all efficient”
· “Not necessary. This service would be a godsend to all practices in Cardiff. Massive need for audiology in the community.”
· “None. Please continue this often I am deaf. I wear hearing aids”
· “Can’t think of any”
· “Shorter waiting time. Doctor did not give me address.”
· “Sound treatment of audiology room.”
· “The receptionist couldn't help about times and waiting”
· “Nothing, everything was excellent.”
· “No improvement required.”
· “Everything went very well. Very professional.”
· “Great. Quick and easy. Much better than hospital venue and far more convenient.”
· “This should be available to as many as possible.”
· “More permanent service that I can access regularly would be great.”
· “Please set it up in Llandaff”
· “Fast tracked to consultant”
· “Cannot improve on the service I received”
· “Nothing - already excellent”
· “Nothing. Excellent service.”
· “A more sound-proofed room.”
· “Very happy with the service.”
· “Time to wait to see doctor at hospital probably 2-months!”
· “This should be a permanent service.”
· “Sorry, I am a stickler for punctuality. Only 5-mins wait but obviously the 1st appointment of the day, so make the appointment for 8:35 instead.”
· “No improvement. Very good service.”
· “This service is second to none.”
· “I need 2 weeks to get my appointment, so I hope to decrease that.”
· “Could be available in every health centre.”
· “I think it should be automatically mentioned to hearing aid wearers who have GP appointments. There are probably many local elderly people who might not know about the service.”
· “Further funding to make the pilot permanent.”
· “Advertising of it.”
· “More publicity regarding service availability.”
· “(Sound proof room) to relieve the audiologist department at UHW.
· “Nothing - happy with this first contact.”
· “It's a pilot scheme. It would be great if it were funded.”
· “Excellent. Doesn't need improving.”
· “Excellent. Doesn't need improving.”
· “All is perfect.”
· “A good service.”


Response

It was very pleasing to know that such a high percentage of respondents are very satisfied with the overall First Contact Advanced Audiology Service and the wax management service. There were only a few negative comments on the questionnaires and these seemed to be more operational complaints rather than around the service they received.0 


Actions following the pilot project:

· The business case for roll out of the FCP and WM service including the pilot data will be submitted to the Executive Board of C&V UHB to request funding over a three period to provide these services to everyone in Cardiff & Vale. 
· Recruitment for year 1 of the FCP and WM service will take place once the funding is identified.
· Accommodation for the FCP and WM service in primary care must be identified for 33% of residents in Cardiff & Vale for year 1. 
· Information will be improved as per the rating within this service user experience measure. 
· Advertising of the service for relevant surgeries involved in year 1 will be put on social media and on large posters and leaflets in waiting areas.

	
Conclusions

A representative number of service users were surveyed in the Tongwynlais FCP Advanced Audiology and Wax management pilot. Those surveyed were attending for hearing, tinnitus, balance and wax management appointments. There was an overwhelmingly positive response from service users around accessibility, the audiology practitioner, treatment and the overall service. There is room for improvement with the dissemination of information about the service and for service user conditions. This will be taken in account should the service be provided with funding to expand the service. 

The Audiology department strives to provide the best care possible for each patient seen and continues to make improvements to services. 










Appendix

Questionnaire used for this survey with results.


	Accessing the  Audiology Service    
                                             
	GP
	Audiologist 
	Other
	
	

	How did you find out about the Audiology Direct Access, Self-Referral system?  
	162
	5
	7
	
	

	
	Yes
	Partly 
	No
	No answer
	

	When you booked your appointment with the receptionist, were you happy to see the Audiology Practitioner to discuss your Hearing, Balance, Tinnitus or wax concerns rather than the GP? 
	171
	1
	1
	1
	

	Were you happy with the time you waited between contacting the GP and seeing the Audiology Practitioner?
	166
	6
	1
	1
	

	Were you happy with the time you waited in the Audiology department on the day of your appointment?     
	169
	5
	0
	0
	

	The Audiology Practitioner

	Yes
	Partly 
	No
	No answer
	

	Did you feel the Audiology Practitioner met your needs during the appointment?
	171
	3
	0
	0
	

	Were you happy with the professionalism of the Audiology Practitioner?
	174
	0
	0
	0
	

	Were you happy with any decisions that were made during the appointment? 
	174
	0
	0
	0
	

	Treatment

	Yes 
	To Some Extent
	No 
	No Answer
	

	Were you given opportunities to discuss any problems or difficulties you are having during the appointment?
	171
	1
	1
	1
	

	Did you understand the explanations you were given?
	173
	0
	0
	1
	

	Did you feel that you were treated with respect and dignity throughout the appointment?  
	173
	0
	0
	1
	

	Information

	Yes
	Did not Receive Any
	No
	No Answer
	

	If you received any written information during your appointment were you happy with the information given?
	81
	88
	2
	3
	

	
	Yes
	Unsure
	No
	No Answer
	

	Did you notice the Audiology posters and service information leaflets in the reception area?  
	65
	43
	60
	6
	

	Overall
	Excellent 
	Very Good
	Good
	Poor 
	Fair

	Overall how would you rate the care you have received from the Audiology Service.
	162
	12
	0
	0
	0

	
	Yes
	Fairly Well Organised
	No 
	No Answer
	

	Do you feel that the Direct Access Audiology Service is well organised? 
	165
	6
	0
	3
	

	
	Yes
	Unsure
	No
	No Answer
	

	Would you recommend the Audiology service to other people? 
	171
	0
	0
	3
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