OOH SURVEY DACORUM LOCALITY GROUP

DRAFT RESULTS

We asked 211 patients if they had heard of these three main Out Of Hours non-emergency contact points.

NHS Direct

HARMONI

GP Out Of Hours Service

These were the results:-

	NHS Direct
	40% said yes
	32% had used the service recently

	HARMONI
	22% said yes
	12% had used the service recently

	GP Out Of Hours Service
	75% said yes
	18% had used the service recently


We then asked if our sample who had used the services if it had been easy to find out about them.

 16% said it had not been easy.

We then asked if our sample who had used the services if it had been easy to contact the services used.

15% said it was not easy.

We then asked if our sample who had used the services if they had received a speedy response.

26% said it was not speedy.

We then asked if our sample who had used the services if it had provided a solution to their problem.

29% said it had not.

19% of our total sample had not heard of HARMONI or were aware of a GP Out-Of-Hours service, a smaller number (5%) were aware of neither of these services or the NHS Direct help-line.

These patients made the following comments:-

	· Rings 999

· Cannot get it at all. Even have to wait 2 days to get an appointment with a true doctor

· You knew they were no longer GPs 

· Don’t really know about it

· Pretty poor doctor during office hours and enhanced pay. Service has deteriorated rapidly. Should get the GP out of hours

· Most people especially the old only like their own doctors and most doctors don't come out they tell you to go to casualty, which at Hemel is no more and you try to get to Watford in rush hour or when a match is on

· Difficult to get information from surgery and to get an appointment.

· Not used the service

Other respondents in our survey who were more aware of the OOH provision made a variety of comments, not all pertinent to the survey. A selection is reproduced below:-

· Excellent Service

· Not used the service
· I have had two occasions to call in the last five years. Both times I waited at least half an hour for a non-committal response phone call. Fortunately I was able to get a GP appointment early the next morning on both occasions. While a visit would not necessarily have been appropriate or necessary: the service was not good. In both times I was in severe pain (once was post op, once was a kidney infection) but without diagnosis or advice there was nothing to be done but wait. I was lucky, but I was left with no faith in the out-of-hours call and would not bother again - as  it's no different to NHS direct.
· Fortunately I haven't had much occasion to use out of hours services. In my opinion NHS Direct is not much use they only advise you to go somewhere else
· A nearer Harmoni service would be appreciated. It is quite far to travel if unwell.
· Think should have some doctors on a Saturday
· No problems
· Couldn’t get through to NHS Direct – Busy tried for 20 minutes
· Could be more of it – surgeries open for longer hours and GP’s all hours. Did not know of the move to Hillfield Road
· Not very reliable, people come to Pharmacist instead
· NHS Direct wanted too many details for basic details re: job of families. GP Service pretty good, easy to see GP. GP if vulnerable. 
· GP Surgery, problem to contact. Difficulty in getting through on the phone. Always busy
· One night I started to loose blood from my mouth and rectum. I phoned my surgery in Hemel and was put through to Luton a woman answered the phone I told her what was wrong. She told me to phone the surgery. I told her I had done that and she told me to do it again as I was wrong my surgery was open. I phoned my surgery again and was put back to Luton again, this time I talked to a doctor. Told him my problem. He told me he would send an ambulance which did arrive ten minutes later. But that phone service is rubbish.
· They told me as it was Easter Monday if my husband got worse to ring again. If not go to surgery on Tuesday and they wouldn't send a doctor on Monday but about 1230 pm one arrived and wasn't very happy or helpful
· Very impressed with NHS Direct twice
· GP services – wonderful. Bank holiday- open surgery 8.30 – 10.30 will be seen.
· No one speaks English or appears to
· Out of hours treatment needs to be with a GP from the practice you are currently registered with -- why can't they operate an out of hours rota system within each practice
· Living in Tring we were unable to get the drugs suggested because no where was open and I was to ill to be left to enable my husband to travel further away.
· Doctors won’t call out of hours or even during surgery hours, even if you can’t get there
· I thought Harmoni was out of hours GP? I work in a care home (not NHS) and so have to use the out of hours services relatively regularly.  I have always found them convenient & helpful. I also had to use it for myself & found the service very good, ending in me seeing a doctor at the local hospital at the weekend by appointment.
· Nicer to get a doctor you know but it was good service
· Had to travel further – I am a car owner so not such a  problem but for someone else could well be difficult
· Out of Hours should be covered by doctors in the local town not miles away
· Our doctors trust gives us a tel: no to contact when surgery is closed
· I have never been advised any hours of opening or hours of other services of my GP or Out of Hours services or phone numbers
· I had a painful toothache at a weekend No dentists available so tried to call doctor No surgery on Saturday. Called NHS Direct who told me to call out of hours GP. Managed to get appointment but no treatment offered. Had to wait until Monday to get antibiotics from dentist
· I wish we could see someone from our own surgery
· Very good. No problems
· Helpful when I desperately needed it
· No problems
· We would like to have continuity of service i.e. a person who would have knowledge of our family and a history of our prior treatment.
· After half dying to get an appointment. New Surgery Chesham
· My surgery has provided no information save a phone number for Harmoni and none at all for GPOHS. For example, what access has Harmoni to patient records in circumstances when this would be desirable?
· OOH GP service I understand use ‘contract’ doctors who often do not know the patient, their medical history and do not always have access to these (by laptop). In the case of my granddaughter (not living with me) she was given incorrect prescription which could have had disastrous results and did hamper her recovery.
· Obviously not good if one cannot speak face to face with say a doctor on qualified Medical Practitioner
· Initial contact was a clerk, who promised a doctor. Over an hour's wait before a nurse phoned - still no doctor. Eventually a doctor called & was kind & efficient



