PEP Hé\liﬁ

Patient Experience Platform

Patient Experience in NHS Urgent
and Emergency Care Services

October 2022

ﬁ

%

Oncology Overall 3%
Overall 4% Emotional support 2%
Physical needs 3%

Fast access 3%




Contents

Executive Summary ....

SUIVEY RESUILS OVEIVIEW ...ttt R R nen s s s s e e eaearane 3
1. Which of the following services have you previously heard Of? ..ot 3
2. Out of the following services, where are you most likely to seek help for a non-life-threatening medical concern?.........cccccevvennes 3
3. For help with a non-life-threatening medical concern, which of the following would you prefer? .........cccocevvevciiiiiienieciecseeee, 4
4, Out of the following services, where are you most likely to seek help for a life-threatening medical concern?.........cccccoevevvernenns 4
5. Have you previously accessed Urgent and EMErgency Care SEIVICES? .......ceivueirreerieereenienieeteeteesseesseesseesseessnessnesunessesssesssesssessses 5
6. Please select who you are answering this section on behalf Of. ..o 5
7. When was the last time you accessed Urgent and Emergency Care services for yourself or someone else?........cccceveveverveiennenne. 6
8. When you last accessed Urgent and Emergency Care for yourself or someone else, which of the following services did you use?. 6
9. Why did you last seek Urgent and Emergency Care services for yourself or someone else? Please select all that apply.................. 7
10. When you last accessed Urgent and Emergency Care services for yourself or someone else, how satisfied were you?................... 7
11. Please can you tell US WHY YOU GAVE YOUT SCOTEP........ciiuiririiriiriteitest ettt ettt ettt et sae ettt besa e e bt et et e besaeeb e et e st e nbesteebesaeeneesensenne 8
12. Do you have access to an internet connection at home? This can be through Ethernet, Wi-Fi or 3G, 4G, or 5G mobile networks ..8
13. Which of the following telephone or internet-enabled devices do you have access to at home? Please select all that apply.......... 9
14, Have you previously used a telephone or internet-enabled device to access Urgent and Emergency Care services? ..........ccccueenu... 9
15. Which of the following telephone or internet-enabled devices have you previously used to access Urgent and Emergency Care.10
16. Which of the following digital services have you previously used? Please select all that apply. ......ccoveevierieniieniiiniieeeeeeee 10
17. Why have you not previously used a telephone or internet-enabled device to access Urgent and Emergency Care services? ......11
18. Were you able to access services in your preferred [aNGUABE? ........ooiiiririeieriinereeieetete ettt sttt nae e 11
19. When you previously used a telephone or internet-enabled device to access UEC services, how easy was it?.

20. How would you rate your overall experience of using a telephone or internet-enabled device to access UEC services?................ 12
21. Please can you tell us why you gave your score?..

22. Have you faced any challenges or concerns when using a telephone or internet-enabled device to access UEC? .......ccecvevennenee. 13
23. Why did you previously seek Urgent and Emergency Care services using a telephone or internet-enabled device?...

24, If you have previously used digital services, what would have improved your eXperiencCe ..........ccovcuevvueriieriiennieeneeneesee e 15
25. Which digital service(s) would you use again?...

26. Please can you tell US WHY YOU GAVE YOUT SCOTEP......cuiruiririiiiriteie ettt ettt et et st e bt e b st bt sat st et e st e besa e eb e et et e besaeebesaeeneensenees 16
27. Please enter the first part of your postcode (e.g., W6, MK50). ...................

28. How would you describe your ethnic Dack@roUNd? ..........couiiiiiiiiiiiiiieiee ettt st st b e et s b et e et e e sbeesbeessaeenbeens 16
29. What age Sroup A0 YOU DEIONG T0? ...ecuiiiiiiiieiieeieeteet ettt sttt et ettt e e saeesaeesatesatesabesabeeabe e be e be e beesbaessbaesbeenseenbeebeenseesanesans 17
30. HOW WOUI YOU ESCIDE YOUI GENUEIT ..oeeiiieiiie ettt et ettt e e e e e st e e st e e s abeeessbeeesasaeesabeeeaabaeesaseeesnsaeesnsseesnseeesnsaeesseeenn 17
31. How long does it take you to get from your home to your nearest A&E department? .........cccceeveevieiiieeieeecie e 18
32. Which of the following best describes your annual household INCOME?.........coiiiiiiiiiiiiiieceeeee et 18
33. WAL IS YOUT FRIIZIONT ...ttt ettt ettt ettt et e bt e s he e e st e e ateeabe et e e st e saeesabesabesabesabeeabeeabeen bt e beeebbeesbeenbeenbeenteenbeenaeenanesane 19
34. WAt iS YOUT FIFST IANGUAEE? ..o.uviieieieeeciie st sttt ettt e e bt e s bt e et eeteeeae e e aeeaeebeesseesaeesasesasesaseeaseenbeenbeenbaeaseeesaeesseenseensearseeseesseesnnesnns 19
35. Are you responsible for supporting or caring for another person or PEOPIE? ......ccceeveeiieiiiiiieee ettt sne s 20
36. Do you consider yourself to have any long-term health conditions or physical disabilities? Please select all that apply. ............... 20

Additional Analysis

COMPAFISON DY AQGE ...ttt bbb b ettt hea et E b b es et E e b st b e b b e st e b e bttt b b bttt e b b et s e b e b e b ettt bt nn b bebent 21
37. Have you faced any challenges or concerns when using a telephone or internet-enabled device to access UEC services?............ 21
38. When you previously used a telephone or internet-enabled device to access UEC services, how easy was it?.......cccccvevververnenns 22

39. How would you rate your overall experience of using a telephone or internet-enabled device to access UEC .........ccccevveeveenenne 22



PEP Halih

CoMPAISON DY INCOME ... ettt a e ettt nenene 23
40. Out of the following services, where are you most likely to seek help for a non-life-threatening medical concern?.....

41. For help with a non-life-threatening medical concern, which of the following would you prefer? .........cccocvvveenienienienieccieeiens 23
42. Out of the following services, where are you most likely to seek help for a life-threatening medical concern?..........cccccevvervuennnen. 24
43. When you last accessed UEC for yourself or someone else, which of the following services did you US€? ...........cecvevuvereereerinennne 24
44, When you last accessed UEC services for yourself or someone else, how satisfied were you with the services you received?......25
45, Have you previously used a telephone or internet-enabled device (e.g., smartphone, laptop, or tablet) to access UEC services? 25
46. Which of the following telephone or internet-enabled devices have you previously used to access UEC?....... Error! Bookmark not
defined.

47. Why have you not previously used a telephone or internet-enabled device to access Urgent and Emergency Care services? ......26
48. Which digital SEervice(s) WOUId YOU USE @BAINT......c.eiiiiiieriiitieiieteie sttt sttt et b et e b se e e bt sae e st et et e besaeebe e e eneenne e 27
Comparison DY ProxXimity 10 ABLE ..ottt e bbb bbbttt bbbttt et ettt b b b bene 28
49. Out of the following services, where are you most likely to seek help for a non-life-threatening medical concern?...........ccceeueuee 28
50. For help with a non-life-threatening medical concern, which of the following would you prefer? ........ccccooeveeiienienienieniieeiene 28
51. Out of the following services, where are you most likely to seek help for a life-threatening medical concern?..........cccccevvervueenen. 29
Comparison by SErvice SAtISFACTION.............c.cooiiuiiiiiiii ettt ettt 30
52. When you previously used a telephone or internet-enabled device to access UEC services, how easy was it? ........ccoceeveervereennns 30
53. How would you rate your overall experience of using a telephone or internet-enabled device to access UEC services? ............... 30
54. If you have previously used digital services, what would have improved your eXperienCe? ........cccocevvveeieeiiieneeneeneesee e eveeveens 31

Page 1 of 32



Executive Summary

The purpose of this summary report is to present the results of every survey question from the
‘Patient Experience of Urgent and Emergency Care’ online survey that was open from 26™ August
to 3" October. This report is supplementary to the main report and the survey findings are
discussed in more detail in that report.

The survey was disseminated through various channels, including:

e AHSN network

e PEP Health network of hospitals and health services

e A LinkedIn campaign targeting national and regional health bodies

e A nationwide press campaign, focusing on regional news across the country

e NHS publicity, including members of the steering group sharing within the NHS network

In total, 202 responses were received. The data has helped to supplement the findings from the
other strands of the NHS England work to investigate patient experience of urgent and
emergency care in England over the last 4 years. These include a social media listening analysis,
focus groups and interviews.

In addition to presenting the results of each survey question, additional analysis comparing the
following groups of patients is available at the end of this report, including a comparison of
responses for:

e Patients aged under 55 years and over 55 years

e Patients earning less than £25,000 a year and over £25,000 a year

e Patients with a proximity to an A&E Department of less than 30 minutes and more than 30
minutes

e Patients whose previous experience of A&E was self-reported to be less than 5 out of 10
and more than 8 out of 10

Please see the full report for the complete analysis of all the findings from the project, including
the survey.
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Survey Results Overview

The graphs below show the breakdown of results for each question of the survey.

1. Which of the following services have you previously heard of?

Figure 1 shows that A&E departments and the 999 emergency services or ambulances are the
most well know UEC services, with walk-in centres and urgent community response the least well
known.
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999 emergency services or ambulance
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MHS 111 telephone service
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Figure 1: Percentage of responses per option for the question ‘Which of the following services have you previously heard of?’

2. Out of the following services, where are you most likely to seek help for a non-
life-threatening medical concern?

Figure 2 shows that GPs, minor injuries units and NHS111 (telephone and online) are the most
common services that patients use in non-life threatening situations, with urgent treatment
centres and urgent community centres again amongst the least well know services available to
patients.
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Figure 2: Percentage of responses per option for the question ‘Out of the following services, where are you most likely to seek help for
a non-life-threatening medical concern?’
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3. For help with a non-life-threatening medical concern, which of the following
would you prefer?

Figure 3 shows that almost half of respondents prefer in-person access to health professionals.
However more than half of respondents prefer either an online or telephone appointments.

In-person, face-to-face access to a doctor

or qualified healthcare professional (e.g., nurse, dentist)

QOnline appointment (e.g., via webcam or e-consult) with

a doctor or qualified healthcare professional (e.g., nurse, dentist)

Telephone appointment with a doctor or
qualified healthcare professional (e.g., nurse, dentist)

Telephone triage and advice with a trained 111
call handler or qualified healthcare professional (e.g., nurse, dentist)

Figure 3: Percentage of responses per option for the question ‘For help with a non-life-threatening medical concern, which of the
following would you prefer?’

4. Out of the following services, where are you most likely to seek help for a life-
threatening medical concern?

Figure 4 shows that 999 emergency services and A&E departments are overwhelmingly the
services patients will seek help for a life-threatening medical concern.

999 emergency services or ambulance |
ALE department I

Urgent Treatment Centre

NHS 111 telephone service

Urgent Community Response
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Figure 4: Percentage of responses per option for the question ‘Out of the following services, where are you most likely to seek help for
a life-threatening medical concern?’
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5. Have you previously accessed Urgent and Emergency Care services? If yes, please
specify whether the last time you accessed them was for yourself or someone
else.

Figure 5 shows that the majority of people attend A&E for other people (friends, family member
or child), with only 32% attending for themselves.

Yes, for myself
Yes, for a friend or family member

Yes, for a child or adult
| care for in a professional capacity

Yes, for a child | care for personally
Mo
No response

Figure 5: Percentage of responses per option for the question ‘Have you previously accessed Urgent and Emergency Care services? If
yes, please specify whether the last time you accessed them was for yourself or someone else.’

6. The following questions should be answered on behalf of the person who you
last accessed Urgent and Emergency Care services for. Please select who you are
answering this section on behalf of.

Figure 6 shows who patients are filling out the survey on behalf of.

Myself
Afriend or family member

Achild or adult |
care for in a professional capacity

Achild | care for personally
no response

Figure 6: Percentage of responses per option for the question ‘The following questions should be answered on behalf of the person
who you last accessed Urgent and Emergency Care services for. Please select who you are answering this section on behalf of?’
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7. When was the last time you accessed Urgent and Emergency Care services for
yourself or someone else?

Figure 7 shows that the majority of patients accessed UEC within the last year.
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Figure 7: Percentage of responses per option for the question ‘When was the last time you accessed Urgent and Emergency Care
services for yourself or someone else?’

8. When you last accessed Urgent and Emergency Care for yourself or someone else,
which of the following services did you use? Please select all that apply.

Figure 8 again shows that most patients used A&E departments and 999 emergency services,
although a significant number did use NHS 111 telephone services.
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Figure 8: Percentage of responses per option for the question ‘When you last accessed Urgent and Emergency Care for yourself or
someone else, which of the following services did you use? Please select all that apply’
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9. Why did you last seek Urgent and Emergency Care services for yourself or
someone else? Please select all that apply.

Figure 9 shows that urgent medical treatment and access to a healthcare profession were the
main reasons for patients seek UEC. However, access to information was also a major factor.

For urgent medical treatment or assessment

For access to a healthcare professional (e.g., doctor, nurse, dentist, specialist)
For advice, guidance, reassurance, or information about a health concem

For advice, guidance, or information about where to seek medical help

Far help or suppent with medications or prescriptions

For advice, guidance, or information about appointments

For non-urgent medical treatment or assessment

For help with booking an appointment

For urgent dental treatment or assessmeant

| was unable to access my GP services

| was not registered with a GP service
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Figure 9: Percentage of responses per option for the question ‘Why did you last seek Urgent and Emergency Care services for yourself
or someone else? Please select all that apply.’

10.When you last accessed Urgent and Emergency Care services for yourself or
someone else, how satisfied were you with the services you received?

Figure 10 shows that the majority of patients had an experience rated 7 out of 10 or above last
time they used UEC services.

7.5

10.0
4.
no o 1 2 3 4 3 G 7 8 8 10

response

% of respondents
-
[*]

L]

o

Figure 10: Percentage of responses per option for the question ‘When you last accessed Urgent and Emergency Care services for
yourself or someone else, how satisfied were you with the services you received?’
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11.Please can you tell us why you gave your score?

Figure 11 shows a bigram of the most used words in patient comments responding to this
question. Words related to waiting times, such as "12 hour' and ‘8 hour’ appear with words
associated with staff, such as ‘doctor’ and with services, particularly ‘ambulance’. This suggests
these are the key themes influencing patient experience of UEC the most for the respondents.

seecba<>|r11e;>r1\e tr'agea[LI&\S/\ged walk yoctor nurse seengp _ long wait Bg
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45 min g
s%ae"rs{ﬁgged nt tKN OW referred a&e$

first responder emergency service arrived within ambulance service
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Figure 11: Bigram summarising the most frequent words used to answer the question ‘Please can you tell us why you gave your score?’

12. Do you have access to an internet connection at home? This can be through
Ethernet, Wi-Fi or 3G, 4G, or 5G mobile networks.

Figure 12 shows that the vast majority of respondents have access to some form of internet
connection.

Figure 12: Percentage of responses per option for the question ‘Do you have access to an internet connection at home? This can be
through Ethernet, Wi-Fi or 3G, 4G, or 5G mobile networks.’
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13. Which of the following telephone or internet-enabled devices do you have access
to at home? Please select all that apply.

Figure 13 shows that smartphones and laptops or desktop computers are the devices that
respondents have most access to.

Lapio or destop computr |
Lancine prone
smat v |

Mone of the above

10 20 0 40 a0 60 O
% of respondents

[=1]

Figure 13: Percentage of responses per option for the question "Which of the following telephone or internet-enabled devices do you
have access to at home? Please select all that apply.’

14.Have you previously used a telephone or internet-enabled device (e.g.,
smartphone, laptop, or tablet) to access Urgent and Emergency Care services?

Figure 14 shows that 58% of respondents have used an internet connected device to access UEC.

Bl es
. No
I- mEm o response

Figure 14: Percentage of responses per option for the question ‘Have you previously used a telephone or internet-enabled device (e.g.,
smartphone, laptop, or tablet) to access Urgent and Emergency Care services?'
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15.Which of the following telephone or internet-enabled devices have you
previously used to access Urgent and Emergency Care services? Please select all
that apply.

Figure 15 shows that smartphones are the most frequent device used by respondents to access
UEC.

Landiine phone
irad or tablet [
Laptop or deskiop computer _
Smart TV -

Mone of the above

15 20 25 0 35
% of respondents
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Figure 15: Percentage of responses per option for the question 'Which of the following telephone or internet-enabled devices have you
previously used to access Urgent and Emergency Care services? Please select all that apply.’

16.Which of the following digital services have you previously used? Please select all
that apply.

Figure 16 shows that NHS 111 telephone and online services are those that have been most used
by respondents previously, as well as the NHS App.

NHS 111 telephone service
NHS App

MHS 111 online service
GP online services

NHS website (MHS.uk)

GP out-of-office video consultation

Any other private healthcare online
services (e.g., BUPA, My Doctor)

Mot applicable

I:;I-I

5 10 15 20 25 o 3B
% of respondents

Figure 16: Percentage of responses per option for the question ‘Which of the following digital services have you previously used?
Please select all that apply.’
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17. Why have you not previously used a telephone or internet-enabled device to
access Urgent and Emergency Care services? Please select all that apply.

Figure 17 shows that for those respondents who have not previously used a digital route to access
UES, the most frequent reason why was that they were unsure how to access UEC using digital
technology and that they did not have confidence their concerns would be taken seriously.

Mot sure how to request Urgent
and Emergency Care services using digital technology

Mot sure how it will help me
Mot sure what services are available

| 'would rather go directly to A&E
The available options do
not meet my needs

Lack of confidence that my
concerns will be taken serously

Mot sure where
to find information online

Mot sure how my data
will be used and stored

| have not needed
Urgent and Emergency Care services

Poor previous experience
with digital services

Thea waiting fimes are too long

Staff do not have the proper skills,
knowledge, or training to deal with my concerns

Poor reputation of NHS digital services

Problems with internet
connectivity or Wi-Fi

Concerns over costs and affordability
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[ 8
% of respondents
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Figure 17: Percentage of responses per option for the question "Why have you not previously used a telephone or internet-enabled
device to access Urgent and Emergency Care services? Please select all that apply.’

18.When you previously used a telephone or internet-enabled device to access
Urgent and Emergency Care services, were you able to access services in your
preferred language?

Figure 18 shows that for the majority of respondents, they were able to access services in their
preferred language, which based on the demographics of respondents is overwhelmingly English.

Yes

no response
Mot applicable
Mo

sy

Figure 18: Percentage of responses per option for the question "'When you previously used a telephone or internet-enabled device to
access Urgent and Emergency Care services, were you able to access services in your preferred language?’
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19. When you previously used a telephone or internet-enabled device to access
Urgent and Emergency Care services, how easy was it?

Figure 19 shows that around 50% of respondents found it easy to access UEC services digitally
(more than 7 out of 10).

25

% of respondents

15

m I I
0 _L_ -_— E O . I I
2 3 4 s & 7 8 8 10

on

no ] 1
response

Figure 19: Percentage of responses per option for the question ‘When you previously used a telephone or internet-enabled device to
access Urgent and Emergency Care services, how easy was it?’

20. How would you rate your overall experience of using a telephone or internet-
enabled device to access Urgent and Emergency Care services?

Figure 20 shows that around 45% of respondents had a good overall experience when accessing
UEC services digitally (more than 7 out of 10).

23

% of respondents

13

10

o 0 1 3
rEsponse

2 4 ] G 7

Figure 20: Percentage of responses per option for the question "How would you rate your overall experience of using a telephone or
internet-enabled device to access Urgent and Emergency Care services?’
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21. Please can you tell us why you gave your score?
Figure 21 shows a Bigram of the most used words in patient comments responding to this

question. Words related to waiting times, such as ‘long wait’ and 'wait time" appear with words
associated with the service, such as ‘phone call’ and 'nhs website'.

convenient emergency wait speak emergency center 2

exce nt ong, - ff)
s WAt long ome Ca”§
Vlllage .lntern.et help needed g OO g

center sometlmes

g wai

r—l-

« delay connection

agat!slneaﬁéwlg'] 1 I O
hs website ime stuck

intemet faC|l|ty Sﬂx'fﬂ'?s?ieﬂf sorgmletlmes people
f . e give
wait time 999 ” Lo

facility developed people cantdeve|0ped convenient

cant find

f|

Figure 21: Bigram summarising the most frequent words used to answer the question 'Please can you tell us why you gave your score?’

22.Have you faced any challenges or concerns when using a telephone or internet-
enabled device to access Urgent and Emergency Care services? If so, what
challenges or concerns did you face?

Figure 22 shows that long wait times and difficulty with booking were the most common issues
faced by respondents who had issues accessing UEC through digital channels.

Yes — long waiting times
N, | did not face any challenges or concems while using

a telephone or internet-enabled device to access Urgent and Emergency Care services

Yes — difficulty
with booking appointments

es — lack of skills or
confidence in using telephone or internet-enabled devices

fes —not sure where
to look for information online

Yes — staff did not have the proper
skills, knowledge, or training to deal with my concems

Y&s — CONCErns
ower costs and affordability

Yes — problems with
internet connectivity or Wi-Fi

Yes — unclear, confusing,
or confradictory information on website

Yes — the available options
did not meet my needs

Yes — unsure how my
data will be used and stored
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% of respondents
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Figure 22: Percentage of responses per option for the question ‘Have you faced any challenges or concerns when using a telephone or
internet-enabled device to access Urgent and Emergency Care services? If so, what challenges or concerns did you face?’
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23. Why did you previously seek Urgent and Emergency Care services using a
telephone or internet-enabled device?

Figure 23 shows that a recommendation from a family member or friend or from a medical
professional and access to prompt treatment and care were the main reason respondents
previously used digital channels to access UEC.

Due to a recommendation from a
friend, family member or loved cne

To access prompt treatment and care

Due to a recommendation from
a medical professional (e.g., GP, pharmacist)

To access medical advice,
information, support, or reassurance

To discuss a medical problem or concern with a healthcare professional
(e.g., doctor, nurse, dentist) during out-of-office hours, evenings, or bank holidays

To discuss a medical problem or concern with a
healthcare professional (e.g., doctor, nurse, denfist) during a weekeand

| was unable to get
an appaintment with my GP

| was unable to access my GP services.1
To book or fast-track appointments

To reduce strain or burden on the MHS

| was not registered
with a GP service.1

Don't know

(=]
n

10 15
% of respondents

B

Figure 23: Percentage of responses per option for the question "Why did you previously seek Urgent and Emergency Care services
using a telephone or internet-enabled device?’
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24. If you have previously used digital services (e.g., NHS 111 online or telephone
service, NHS App, NHS.uk, GP online services, or GP out-of-office video
consultation), what would have improved your experience

Figure 24 shows that better communication from medical staff and shorter waiting times are the
most frequently cited ways that patient experience could be improved from the perspective of
respondents.

Clearer communication from medical
staff (e_g., doctors, nurses, dentists)

Shorter waiting times in
phone and online queues

Shorter waiting times in ASE

Better continuity of care
Faster direct access
to assessment or freatment

Better availability of virtual
{online) or telephone appointments

Clearer communication
from reception staff

Different ways to access Urgent
and Emergency Care services online

Higher quality of treatment and care

Improved signposting to

the right service

Clearer communication

from call-handlers

Maore kindness and compassion from staff

More staff training and awareness
around learming disability and autism

Mothing to improve
Don't know -

0.

=1

25 50 7.5 10.0 12.5 15.0 17.5
% of respondents

Figure 24: Percentage of responses per option for the question ‘If you have previously used digital services (e.g., NHS 111 online or
telephone service, NHS App, NHS.uk, GP online services, or GP out-of-office video consultation), what would have improved your
experience?’

25.Which digital service(s) would you use again?

Figure 25 shows that NHS 111 telephone and online services would be most used in the future by
respondents.

MHS 111 telephone service

MHS 111 enline service

MNHS App

GP online services

NHS website (MHS . uk)

GP out-of-office video consultation

Mone of the above

Don't know
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10 15 20 25
% of respondents
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Figure 25: Percentage of responses per option for the question "Which digital service(s) would you use again?’
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26. Please can you tell us why you gave your score?

Figure 26 shows a bigram of the most used words in patient comments responding to this
question.
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Figure 26: Bigram summarising the most frequent words used to answer the question 'Please can you tell us why you gave your score?’

27. Please enter the first part of your postcode (e.g., W6, MK50).

Few respondents provided a postcode and as a result there is too limited a dataset to draw any
meaningful conclusions from it.

28. How would you describe your ethnic background?

Figure 27 shows that the majority of survey respondents were White — English, Welsh or Scottish.

White — English / Welsh / Scottish / Morthern Irish  British KRR
White — Irish  [INEG_
White — Other I
Prefer not to say [l

White — Gypsy or Irsh Traveller [l

no response M
Mixed f Multiple — White and Asian |
Mixed / Multiple — White and Black Caribbean |
Asian { Asian British — Pakistani |
Asian / Asian British — Bangladeshi |
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% of respondents

Figure 27: Percentage of responses per option for the question ‘"How would you describe your ethnic background?’
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29.What age group do you belong to?

Figure 28 shows the ae group breakdown of the survey respondents, with 25-34 the largest

group.
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Figure 28: Percentage of responses per option for the question "What age group do you belong to?’
30. How would you describe your gender?

Figure 29 shows that more Males than Females completed the survey.

Figure 29: Percentage of responses per option for the question '"How would you describe your gender?’

Male

Female

no response
Frefer not to say
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31. How long does it take you to get from your home to your nearest A&E
department?

Figure 30 shows that the majority of respondents live within 30 minutes of an A&E department.
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Figure 30: Percentage of responses per option for the question ‘How long does it take you to get from your home to your nearest A&E
department?’

32.Which of the following best describes your annual household income?

Figure 31 shows the distribution of household incomes of survey respondents.

200

| ‘Ill
P

Figure 31: Percentage of responses per option for the question ‘Which of the following best describes your annual household income?’

-
e
=]

% of respondents
=] M o = E ﬁ
(=] (4] (=] o o n
», I
- il

Page 18 of 32



e
PEP Health

33. What is your religion?

Figure 32 shows the religious beliefs of respondents.

Figure 32: Percentage of responses per option for the question ‘What is your religion?’

Christian (including Church of England,
Catholic, Protestant, and other Christian denominations)

Mo religion
Prefer not to say
Jewish

Hindu

Buddhist
Muslim

no response
Sikh

34. What is your first language?

Figure 33 shows that the vast majority of respondents speak English as a first language.

mmm English
BN no response

.- s Other

Figure 33: Percentage of responses per option for the question ‘What is your first language?’
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35. Are you responsible for supporting or caring for another person or people, such
as family member(s), friend(s), neighbour(s), or others? If yes, please specify who.
Please select all that apply.

Figure 34 shows the percentage of respondents who have care responsibilities.

es, | care for or support
children under the age of 18

or support someone elderly

No, | am not responsible for supporting
or caring for another person or people

Yes, | care for or support
somecne with a long-term illness or disability

Prefer not fo say -
0

5 10 15 20 25 0 5
% of respondents

Figure 34: Percentage of responses per option for the question "Are you responsible for supporting or caring for another person or
people, such as family member(s), friend(s), neighbour(s), or others? If yes, please specify who. Please select all that apply.’

36.Do you consider yourself to have any long-term health conditions or physical
disabilities? Please select all that apply.

Figure 35 shows the percentage of respondents who suffer from long-term health conditions.

Mot applicable
Long-term health condition

Mental health condition

Learning difficulty (such
as dyslexia, dyspraxia, ADHD)

Sensory, hearing, or visual impairment (such as
sight loss, hearing loss and processing disorders)

Cognitive impairment {such as
dementia, memaory loss, brain injury)

Physical impairment {such as multiple
sclerosis, epilepsy, amputation, wheelchair user)

Prefer not to say

Autism Spectrum Disorder

=
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Figure 35: Percentage of responses per option for the question ‘Do you consider yourself to have any long-term health conditions or
physical disabilities? Please select all that apply.’
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Additional Analysis

As part of the analysis of the survey results, a number of comparisons based on different survey
respondents has been performed. The following comparisons of the survey results have been performed:

1. By Age, comparing respondents aged 19-54 with 55+

2. By Income, comparing respondents with an income below £25,000 a year and those with an
income above £25,000 a year

3. By Proximity to A&E, comparing respondents living within 30 mins and more than 30 mins away
from A&E

4. By Overall Experience of A&E, comparing respondents whose previous experience of A&E was
below 5 out of 10 with those whose experience was above 8 out of 10

The following section highlights the survey questions with the greatest differences between the respective
groups.

Comparison by Age

37. Have you faced any challenges or concerns when using a telephone or internet-
enabled device to access Urgent and Emergency Care services? If so, what
challenges or concerns did you face?

Figure 36 shows that patients aged under 55 experienced a wider range of issues, more
frequently, when using digital services compared to those aged over 55, who primarily faced no
issues accessing digital services or long wait times.

Yes — unsure how my I mmm 55 and over
data will be used and stored = yunder 55

Yes — the available options
did not meet my needs

Yes — not sure where
to lock for information online

Yes — problems with
internet connectivity or Wi-Fi

Y&s — concerns
over costs and affordability

Yes — unclear, confusing,
or confradictory information on website

Yes — lack of skills or
confidence in using telephone or internet-enabled devices

Yes — staff did not have the proper
skills, knowledge, or training to deal with my concems

Yes — difficulty
with booking appointments

Yes — long waiting times

Mo, | did not face any challenges or concams while using  E—
a telephone or internet-enabled device to access Urgent and Emergency Care services
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Figure 36: Percentage of responses per option for the question ‘Have you faced any challenges or concerns when using a telephone or
internet-enabled device to access Urgent and Emergency Care services? If so, what challenges or concerns did you face?’

Page 21 of 32



PEP Héalth

1t Experience Platform

38. When you previously used a telephone or internet-enabled device to access
Urgent and Emergency Care services, how easy was it?

Figure 37 shows that patients aged over 55 are more likely to have found digital services easy to
use than patients aged under 55. However, this could be due to the surveys being filled out on
behalf of elderly patients.
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Figure 37: Percentage of responses per option for the question "When you previously used a telephone or internet-enabled device to
access Urgent and Emergency Care services, how easy was it?’

39. How would you rate your overall experience of using a telephone or internet-
enabled device to access Urgent and Emergency Care services?

Figure 38 shows that patients aged over 55 are more likely to have had a good experience of
digital services than patients aged under 55. However, this could also be due to the surveys being
filled out on behalf of elderly patients.
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Figure 38: Percentage of responses per option for the question ‘"How would you rate your overall experience of using a telephone or
internet-enabled device to access Urgent and Emergency Care services?’
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Comparison by Income
40. Out of the following services, where are you most likely to seek help for a non-
life-threatening medical concern?

Figure 39 shows that there are discrepancies between income groups for non-life threatening
medical concerns. Lower income groups are far more likely to use their GP practice, NHS 111
telephone and walk-in centres than people with incomes above £25,000.
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Figure 39: Percentage of responses per option for the question ‘Out of the following services, where are you most likely to seek help
for a non-life-threatening medical concern?’

41.For help with a non-life-threatening medical concern, which of the following
would you prefer?

Figure 40 shows that the reasons for the differences in 40 above seem to be that over 70% of
lower income patients prefer face-to-face medical care, whereas richer patients are happier with
online services.
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Figure 40: Percentage of responses per option for the question ‘For help with a non-life-threatening medical concern, which of the
following would you prefer?’
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42. Out of the following services, where are you most likely to seek help for a life-
threatening medical concern?

Figure 41 shows that for life threatening medical conditions, the results between the 2 groups are
more similar, but there is still the trend that lower income groups prefer face-to-face services.
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Figure 41: Percentage of responses per option for the question ‘Out of the following services, where are you most likely to seek help
for a life-threatening medical concern?’

43. When you last accessed Urgent and Emergency Care for yourself or someone else,
which of the following services did you use?

Figure 42 shows that lower income groups again are more likely to have gone to their GP or used
NHS 111 telephony than richer patients when accessing UEC.
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Figure 42: Percentage of responses per option for the question ‘'When you last accessed Urgent and Emergency Care for yourself or
someone else, which of the following services did you use?
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44. When you last accessed Urgent and Emergency Care services for yourself or
someone else, how satisfied were you with the services you received?

Figure 43 shows that lower income patients typically have a lower satisfaction score for UEC than

richer patients.
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Figure 43: Percentage of responses per option for the question ‘'When you last accessed Urgent and Emergency Care services for
yourself or someone else, how satisfied were you with the services you received?’

45.Have you previously used a telephone or internet-enabled device (e.g.,
smartphone, laptop, or tablet) to access Urgent and Emergency Care services?

Figure 44 shows that richer patients are more likely to have used a telephone or internet enabled

Household income
80 mmm Upto£25,000

mmm Ovwer £25,000
20
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device to access UEC.

% of respondents
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Figure 44: Percentage of responses per option for the question ‘Have you previously used a telephone or internet-enabled device (e.g.,
smartphone, laptop, or tablet) to access Urgent and Emergency Care services?'
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46. Which of the following telephone or internet-enabled devices have you
previously used to access Urgent and Emergency Care services?

Figure 45 shows that poorer patients are less likely to have used smart devices to access UEC.
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Figure 45: Percentage of responses per option for the question 'Which of the following telephone or internet-enabled devices have you
previously used to access Urgent and Emergency Care services?’

47. Why have you not previously used a telephone or internet-enabled device to
access Urgent and Emergency Care services?

Figure 46 shows that poorer patients also prefer to go straight to A&E than use digital UEC and
more frequently select reasons for not using them associated with a lack of trust or confidence
(poor reputation, staff lacking skills etc).
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Figure 46: Percentage of responses per option for the question ‘Why have you not previously used a telephone or internet-enabled
device to access Urgent and Emergency Care services?’

Page 26 of 32



PEP Héafﬁﬁ

Patient Experience Platform

48. Which digital service(s) would you use again?

Figure 47 shows that richer patients are more likely to use digital services again than poor
patients.
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Figure 47: Percentage of responses per option for the question "Which digital service(s) would you use again?’
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Comparison by Proximity to A&E
49. Out of the following services, where are you most likely to seek help for a non-
life-threatening medical concern?

Figure 48 shows that the differences between patients less than and more than 30 mins away
from A&E are small, with the differences being those closer to A&E are more likely to use GP
practices and NHS 111 whereas those further away are more likely to use minor injuries units.
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Figure 48: Percentage of responses per option for the question ‘Out of the following services, where are you most likely to seek help
for a non-life-threatening medical concern?’

50.For help with a non-life-threatening medical concern, which of the following
would you prefer?

Figure 49 shows that patients who live closer to an A&E also prefer in person treatment more than
those further away, who prefer online and telephone services more.
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Figure 49: Percentage of responses per option for the question ‘For help with a non-life-threatening medical concern, which of the
following would you prefer?’
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51. Out of the following services, where are you most likely to seek help for a life-
threatening medical concern?

Figure 50 is similar between the 2 groups, with the main difference being patients living further
away from A&E more likely to use urgent treatment centres for a life-threatening concern.
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Figure 50: Percentage of responses per option for the question ‘Out of the following services, where are you most likely to seek help
for a life-threatening medical concern?’
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Comparison by Service Satisfaction

52. When you previously used a telephone or internet-enabled device to access
Urgent and Emergency Care services, how easy was it?

Figure 51 shows that those patients who had an overall bad (below 5 out of 10 ‘low score’)
experience of UEC also found it more difficult to use digital access channels to UEC compared to
those who had a good (above 8 out of 10 ‘high score’) experience.
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Figure 51: Percentage of responses per option for the question ‘When you previously used a telephone or internet-enabled device to
access Urgent and Emergency Care services, how easy was it?’

53. How would you rate your overall experience of using a telephone or internet-
enabled device to access Urgent and Emergency Care services?

Figure 52 shows that those patients who had an overall bad (below 5 out of 10 ‘low score’)
experience of UEC also had a more negative experience of digital access channels to UEC
compared to those who had a good (above 8 out of 10 ‘high score’) overall experience.
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Figure 52: Percentage of responses per option for the question ‘"How would you rate your overall experience of using a telephone or
internet-enabled device to access Urgent and Emergency Care services?'
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54. If you have previously used digital services (e.g., NHS 111 online or telephone
service, NHS App, NHS.uk, GP online services, or GP out-of-office video
consultation), what would have improved your experience?

Figure 53 shows the areas that would have improved the experiences of low scoring patients that
were mentioned most frequently were faster access to treatment and shorter waiting times.

mmm High scores
30 EEN | ow scores

B

% of respondents
=]

]
%_ [

[——————
lr'%g,_
\pfé#—

Figure 53: Percentage of responses per option for the question ‘If you have previously used digital services (e.g., NHS 111 online or
telephone service, NHS App, NHS.uk, GP online services, or GP out-of-office video consultation), what would have improved your
experience?’
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