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Key Messages

e All 7,753 citizens who responded to the Living Responsiveness
in Wales (LiW) survey (referred to as ‘citizens’
hereafter) were asked about Patient Transport
Services. The survey questions were primarily
structured around the Core Principles within
the Welsh Assembly Government's Customer
Service Policy (Building Better Customer
Service — A Framework for Improvement,

e Intotal, 10% of service users expressed
negative views about the acceptability of
the time they had to wait for patient
transport services.

Language Options

2007). e Of the 10% of service users who expressed
* In total, 5% of citizens had used the patient a preference for contacting Welsh public

transport service in Wales in the previous services or patient transport services in

12 months (referred to as ‘service users' Welsh, bilingually or another language,

hereafter). around 1 in 10 were unable to use their

preferred language when last in contact

e Overall satisfaction with patient transport il e aorilae,

services was high at 93 %, although 5%

of service users were dissatisfied. Overall Redress

satisfaction with patient transport services

was closely associated with how service users ® A total of 7% of service users had wanted

were treated and the amount of time they to make a complaint, but only around half
had to wait for the patient transport service. of these had actually done so.
Access

e The majority of service users who had
obtained information about patient transport
services had done so via their GP surgery
(41%), hospital (21%) or through word of
mouth/recommendation (17 %).

e Over 1in 10 service users reported difficulty
with obtaining information about patient
transport services.

Personal Experience

e Nearly all service users expressed positive
views when asked whether staff were
‘helpful’ and whether they were ‘treated with
dignity and respect’.
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1.1 Introduction

Questions about Patient Transport Services' were asked of all 7,753 citizens who responded to
the Living in Wales (LiW) 2007 survey (referred to as ‘citizens’ hereafter). The Welsh Assembly
Government was interested in understanding the views of those citizens'that had:

e used the patient transport service in Wales in the previous 12 months (5% of citizens)
(350 individuals) otherwise referred to as ‘service users't.

Examining findings among this group will help identify where there is room to improve the
experiences of patient transport service users.

1.2 Sservice users’ views of patient transport services

Service users were asked about their level of satisfaction overall and with various aspects of patient
transport services (Figure 1.1). Levels of satisfaction were high with all aspects of the patient
transport service, with 93% of service users reporting that they were very or fairly satisfied with the
service overall".

Nearly all (96%) service users expressed positive views about staff being ‘helpful’ and that they were
‘treated with dignity and respect’.

Fewer service users expressed positive views when asked about ease of obtaining information
about the patient transport service and the acceptability of the time they had to wait for the patient
transport service to take them to and from their most recent appointment, with 12% and 10% of
service users respectively reporting negative views.

Figure 1.1 Level of satisfaction with different aspects of the patient transport service

| was treated with dignity
and respect

Staff were helpful

Ease of obtaining information*
Waiting time to take me to

and from appointment acceptable

OVERALL satisfaction

Proportion of users (%)

| Positive O Neutral B Negative

Base: All who have used the patient transport service in Wales in the previous 12 months (350)
* there was no option for ‘neither easy nor difficult’ for this question



1.2.1 How was information obtained about patient transport services?

A total of 93% of service users had obtained information about patient transport services.

The majority had done so via their GP surgery, hospital or through word of mouth / recommendation
— see Table 1.1.

Table 1.1 Methods of obtaining information about patient transport services

GP surgery 41
Hospital 21
Word of mouth / recommendation 17
Telephone 12

Other reasons reported by less than 12% of service users
Social services

Letter

Leaflet

NOT obtained information recently / can't remember

Base: All who had used the patient transport service in Wales in previous 12 months (350)
(a) Citizens were able to give more than one answer to this question

1.2.2 Understanding satisfaction with patient transport services

Overall, four questions were asked about service users' satisfaction with patient transport services.
The responses to the questions were analysed” to determine whether some of the answers were
similar enough for groups of questions to be analysed as a single ‘factor’ rather than individually.

The analysis of service users’ responses to the patient transport service questions identified one group
of questions that could be combined into a single factor and analysed” together. This factor related

to the way service users interacted with the service during use and is labelled ‘satisfaction with
service-user interaction and waiting time'. Ease of obtaining information was not similar enough

to be combined with any other questions and so was analysed as a single item factor (see Figure 1.2).

Figure 1.2: Satisfaction measures by factor"

Factor 1: Satisfaction with service-user Factor 2: Ease of obtaining information

interaction and waiting time e Ease of obtaining information about the

e Staff were helpful patient transport service
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e The time | had to wait for the patient
transport service to take me to and from my
most recent appointment was acceptable
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An analysis of these two factors and the original data" showed that overall satisfaction was most
closely related to the first factor. That is, service users' ‘overall satisfaction” was more affected by how
they were treated and the amount of time they had to wait for the patient transport service than by
the ease of obtaining information about the service.

Since so few service users were dissatisfied with patient transport, it was not possible to explore
whether dissatisfaction varied by service user characteristic.

1.3 Language preference

All citizens were asked in which language(s) they would prefer to contact Welsh local public services.
Table 1.2 shows results for citizens who were patient transport service users in the previous 12
months. The majority of service users preferred to contact Welsh local public services in English
(75%). Most of the remainder preferred to contact services bilingually (23 %) with 2% (or 5
individuals) preferring Welsh-only access.

Table 1.2 Language preference for Welsh local public services

n %
English only 261 75
Welsh only 5, 2,
Bilingual (English and Welsh) 81 23
Either English or Welsh - -
Other - -

*Base: Patient transport service users in previous 12 months (350)
g = Due to small numbers, data are considered to be very low quality and reliable conclusions cannot be drawn
- = Number too small to publish

Those service users who preferred to contact services either bilingually, in English or Welsh or in an
‘other’ language (83 individuals) were asked a more specific question on how they would prefer
to communicate with the patient transport service (see Table 1.3). Around 6 in 10 (62 %) preferred
to communicate with the patient transport service in English, around 3 in 10 (28%) preferred to
communicate bilingually and 6% (or 5 individuals) preferred Welsh only.

Table 1.3 Language preference for patient transport services

n %
English only 52 62
Welsh only 54 64
Bilingual (English and Welsh) 24, 28,
Either English or Welsh 3 4,

Other - -

*Base: All patient transport service users in previous 12 months and answered ‘bilingual’, English or Welsh or ‘other’ to
language preference for Welsh public services (83)

g = Due to small numbers, data are considered to be very low quality and reliable conclusions cannot be drawn

- = Number too small to publish



Service users who expressed a preference for ‘Welsh only" for Welsh local public services, or

‘Welsh only’, ‘bilingual’ or ‘other’ for patient transport services (34 individuals) were asked a further
question to test whether they were able to contact the patient transport service in their language of
choice. Over 1 in 10 (13 %) were unable to use their preferred language when last in contact with
the service — table not shown.

1.4 Complaints and redress

Service users were asked if they had wanted to express positive views, complain, or both about the
patient transport service in the previous 12 months.

Overall 7% of service users (24 individuals) reported that they had wanted to express a positive view.
A total of 18 of these service users reported that they had done so.

A total of 7% of service users (23 individuals) wanted to complain about patient transport services
within the previous 12 months. Just over a half of those who wanted to complain reported that they
had made a complaint (12 individuals) and more had done so informally than formally.
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Notes and References
Further information is available in the Technical Report at:

www.wales.gov.uk/livinginwalessurvey or
www.cymru.gov.uk/arolwgbywyngnghymru

About the Living in Wales Survey

The Living in Wales (LiW) survey is a nationally representative survey repeated annually since 2004.
The survey is sponsored by the Welsh Assembly Government, commissioned on their behalf by the
Local Government Data Unit ~ Wales (Data Unit) and conducted by Ipsos-MORI.

The overall achieved sample for the 2007 LiW survey was 7,753 respondents (a response rate

of 71%). The 2007 sample is large enough to allow some analysis by Welsh regions*", however

a meaningful breakdown by Local Authority is only possible when aggregating data over three
survey years. Questions on satisfaction with public services were asked for the first time in 2006.
Similar satisfaction questions were also asked in the 2007 survey, albeit for a different set of public
services. For the purposes of this study, it is therefore inappropriate to analyse the data by Welsh
Local Authority. The figures have been weighted and are representative of the adult (16+) population
of Wales.

A simple random sample of addresses was selected from the Post Office Address File. LiW is a survey
of households, not individuals i.e. data are collected from the Household Reference Person, their
partner or spouse rather than a randomly selected adult in the household. Interviews were conducted
face to face using Computer Assisted Personal Interviewing between March and July 2007.



Endnotes: definitions and summary of analysis methods

i Patient transport services are defined as viii Definition of Region:
non-emergency transport to routine NHS North Wales = Conwy, Denbighshire,
hospital appointments. Flintshire, Gwynedd (postcodes LL33

i Respondents are referred to as ‘citizens' and LL49 to LL57 plus all SY postcodes),
where questions have been asked of all Isle of Anglesey and Wrexham.
survey respondents aged 16+ years, i.e. not Mid Wales = Ceredigion, Gwynedd

just ‘service users' (see iii below).

(postcodes from LL21 to LL48 excluding
i Service users have self-identified as having LL33) and Powys.
u;,ed the' patient transEort service in Wales in South East Wales = Blaenau Gwent,
the previous 12 months. Bridgend, Caerphilly, Cardiff, Merthyr Tydfil,
iv Service users offering no opinion or ‘don't Monmouth, Newport, Rhondda Cynon Taff,
know' have been excluded from the analysis. Torfaen and Vale of Glamorgan.
v Principal Component Analysis (PCA) using South West Wales = Carmarthenshire, Neath
Varimax Rotation was undertaken in order Port Talbot, Pembrokeshire and Swansea.

to identify any similarities in satisfaction

with different aspects of service delivery.
Cronbach'’s Alpha statistics were used to
examine the internal consistency of the
factors. Sets of similar aspects were analysed
together as a single factor. The interpretation
of ‘factors’ is a subjective process in which
the analyst must try to explain the ‘latent’
concept that seems to connect the items that
comprise each factor.

vi Factors are presented in order of the degree
to which each factor explains variance in the
data.

Spearman'’s rank correlation was used to
explore which ‘factor’ was most closely
associated with ‘overall satisfaction'.
Existing research evidence suggests that
service users may think about some features
more than others when deciding their
‘overall satisfaction'.
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