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Introduction



OBJECTIVES

The objective of this research was to evaluate patient experience of D
Doc. In detail the following areas were investigated

Source of awareness
Frequency of use of D Doc service

Appointment only: awareness of appointment only nature of the
service, adherence to this

Initial call experience: speed of answering, courtesy, established
medical card holders/alerted private patients to fee in advance

Nurse call experience: speed of response, quality of telephone
consultation

Receptionists at centre: courtesy, medical card check

Doctor experience: waiting time/prompt (in centre/at home),
satisfaction with history taking, thoroughness of examination,
explanation of findings/treatment

Overall rating of D Doc services



METHODOLOGY & SAMPLE

Methodology

This survey was conducted through a postal self-completion
guestionnaire.

* It was first conducted in 2012 and has subsequently been
carried out in 2013 and early 2015.

Sample

133 respondents completed the survey in 2012, 141 in 2013
and 102 in 2015. All names were selected randomly from
patients who had used the service in the previous 2 months.
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Main Findings

Note: Not all respondents answered every question
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[ 19. How many times in the last 12 months did you or your family use the D Doc }
service?




Awareness of D Doc
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1. How did you hear about the D Doc service?




Initial telephone experience
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2. Did you know D Doc was an appointment only service?




Made an appointment first
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3. Did you make an appointment by calling our 1850224477 number or did you go

directly to a centre without making an appointment?
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. When you contacted D doc by phone was your call answered promptly? }
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5. How do you rate the call takers response in terms of courtesy? }
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Medical Card Queries
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6. Were you asked if you had a medical card?
7. If you had a medical card did the call taker ask you for the card details ?




Informed about Doctor Fees

Base: All

80
70
60
50
40

Percentage

30
20
10

38

30

W 2012

2013

2015

Yes

62

70

No

[ 8. Did the call taker tell you about the fees you would be charged for seeing a doctor? J




Nurse telephone experience
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9. How long did the nurse take to call you back?
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10. How would you rate the telephone consultation with the nurse?




Visiting the Centre

RECEPTION
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11. If you went to a treatment centre to be seen by our doctor - How would you rate
the receptionists in terms of helpfulness and courtesy?
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[ 12. Did the receptionist check your medical card when you arrived at the centre? J




Nurse experience
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13. Please rate your satisfaction with the nurse experience - the way the doctor talked
to you and established the history of the problem.




Doctor experience
\
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[ 14. If seen by a doctor in the treatment centre - How long after you arrived was it J
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15. If you were seen by our doctor in your home - did the doctor arrive within the time
you expected?
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16. Please rate your satisfaction with the doctor experience - the way the doctor

talked to you and established the history of the problem.
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17. Please rate the thoroughness of the doctor's examination of you/ your relative?




Base: All

Satisfaction with Doctor explanation of
findings and treatment

W 2012 =2013 « 2015

% EXC/GOOD/AV OUT OF 5

2013 2015
92% 91%
43/5.0 4.4/5.0

40 e
30
20
10
> > 1 1 2 42 2
O — -

52
50 - 45 45

Percentage

Excellent Good Fair Poor Very poor

18. How would you rate the doctor in terms of his/her explanation of their findings
and treatment.




Overall Satisfaction
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19. In summary, how would you rate the service in D Doc overall? }




