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1. Introduction

In this report I will be applying research methodologies in order to analyse the Customer Service Satisfaction levels, of patients that attend outpatient appointments within the Bart’s NHS Group. Bart’s take their patient care service very highly and have strong values that employees must adhere to. Their Vision is “To be a high performing group of NHS hospitals, renowned for excellence and innovation and providing safe and compassionate care to our patients in east London and beyond.”(NHS Website, 2018) I will be conducting a satisfaction survey to find out whether the treatment that patients receive is up to standard in the Outpatients department against what is expected and find out just how content their patients are with the way they are treated. I chose a service which I often use myself but also have been employed for previously as an Outpatient Receptionist, so I have had the opportunity to be on both sides of the equation. It will be an interesting way for people to voice their opinions as it is a highly debated topic on which there are many views on NHS care. 

2. Literature Review- What is Customer Satisfaction?

“Customer satisfaction is a metric used to quantify the degree to which a customer is happy with a product, service, or experience.” (Blog Hub Spot Website, 2019) Satisfaction is attained considering the level of service provided is of a high standard, meeting the needs and requirements of the users it is intended for. In the case of the NHS patients expect to receive a high quality of service and assistance that is delivered in a professional and friendly manner from the very first greeting to the closing end of their appointment. It is necessary for an organisation even such as NHS who is neither profit based nor selling a service for money, to provide the public with the upmost care and reliable provision that people can depend on and facilitate their needs. When it is the public’s health at stake and working taxes are being utilised into funding the patient’s wellbeing, alongside the government’s financial support that acts as the core of it all. It is crucial the money is being invested appropriately for the reason it was intended for to maximise the health benefits for the country and make sure the public are happy with their contribution. For this reason customer satisfaction is what the NHS thrives on and their service needs to be evident they are taking all measures to make provide the best.

2.1 Factors that affect Customer Satisfaction

Customer satisfaction is influenced by specific product or service features and perceptions of quality. (Small Business, 2019) There are many factors that impact the customer satisfaction levels these are things such as the following:

Reliability in the firm’s services: There needs to be a high level of confidence that the service that is being provided is reliable and proven to accommodate. Feedback and judgement from patients dictate the outcome of this and also their experiences. The values that are put in place by Bart’s NHS also enable protection of the many users who have access to the care daily.

Flexibility: An organisation needs to be flexible in their approach constantly being able to adapt and change accordingly. In order for patients to believe they are willing and flexible, it needs to reflect in their actions by acknowledging patients concerns and being responsive towards them.   
Trust: Without trust an organisation will fall apart and customers would not like to use their service and search elsewhere. There is a huge amount of trust put into patient care as people’s lives are at stake and they need to be assured and comfortable that their care is in the best possible hands. 

Empathy: This is the absolutely necessary for a field like the NHS. Staff must show the highest level of Empathy when dealing with people who are unwell that require great patience, care and understanding. Staff should continuously be able to put their selves in patient’s shoes and empathise what they are going through.    

Aesthetics: Aesthetics are just as important in NHS as people want to be able to recover in a comfortable environment. When attending appointments the atmosphere should not feel glum. Bart’s have taken a lot of care into renovating and expanding their hospitals to create a better care environment for their patients.
 
2.2 Measuring Customer Satisfaction

Customer Satisfaction is measured in many ways and is necessary for any organisations development. This is to make sure they are able to address any issues and see which areas they are succeeding and where there needs to be improvements made. This is usually done in a form of surveys/questionnaires where the results will be anonymous and in some cases carried out externally so there are no bias alterations or unfair results. Bart’s NHS carries this out every year for each department and creates a report which is accessible to everyone on their website. This displays all the issues that were raised and what action they have taken as they have a huge emphasis on actively listening and improving.
3. What is the Qualitative research method?
“Qualitative research is a type of social science research that collects and works with non-numerical data and that seeks to interpret meaning from these data that help us understand social life through the study of targeted populations or places.” This usually is carried out through,observation and immersion, interviews,open-ended surveysand focus groups; (Thought Co. Website, 2019) the purpose of it is mainly social and focuses on everyday life. The researcher creates their own in depth analysis by using several methods such as observation and makes their decision based on what they has seen, heard or felt. However, due to modern technology this process can also be carried out by computer software.
3.1 What is Quantative research method?
“In statistics, quantitative data is numerical and acquired through counting or measuring and contrasted with qualitative data sets, which describe attributes of objects but do not contain numbers.” Quantitative data usually arises in statistics. The purpose of this could be to find out things such as groups of height, collection of weights, lifetime spans, time and percentages. There are different ways you are able to measure attributes and quantities and these are in groups of quantative data sets, however these groups do not always contain numbers rather determined by levels of measurement. (Thought Co. Website, 2019)
3.2 Selected Research Method for my study
I have chosen to use the quantative method as I will be creating a survey of five customer satisfaction questions from low to high, for which I will be presenting my findings using numeric data. After collation of my data, I will be transferring the results into bar and pie charts, which will give me an opportunity to analyse what the results reflect. I felt this is the best method for the results I would like to achieve and the type of research strategy I will be using.
3.3 What is Population?
“A population, in statistics and other areas of mathematics, is a discrete group of people, animals or things that can be identified by at least one common characteristic for the purposes of data collection and analysis.” (Tech Target Website, 1999)To gather information regarding people in a large scale of numbers is very difficult and inconvenient. Especially for Surveying patients in the NHS it would be extremely near impossible having thousands of patients that use the service daily. For that reason a rational number of participants may be asked to take part from different background and ages, so it is fair and sufficient enough to get logical results. The total population of my questionnaire will be 100 people.
3.4 Sample and sample size? 
“Sampling is a process used in statistical analysis in which a predetermined number of observations are taken from a larger population. The methodology used to sample from a larger population depends on the type of analysis being performed but may include simple random sampling or systematic sampling”. (Investopedia Website, 2019) Simply meaning a small number of concentrated results will be analysed at random and in my case I will be sampling a number of 20 people for the purpose of my research. I will be asking five simple questions relating to the outpatient experience.
4. Findings, Analysis and Discussion

How satisfied are you with your overall Outpatient Experience Survey

Q1. Staff gave me a warm and friendly welcome upon arrival to my appointment.
	Strongly Agree
	Agree
	Dont Know
	Disagree
	Strongly Disgaree

	9
	5
	2
	3
	2



	
This shows that the team at reception are doing a considerably well job and are a warm welcoming bunch as most of the respondents strongly agreed they had a warm welcome.

Q2. Your confidentiality was taken care of during check in.
	Strongly Agree
	Agree
	Don’t Know
	Disagree
	Strongly Disagree

	10
	4
	0
	4
	2




It is slightly concerning the number of respondents that disagreed that their confidentiality was not taken care of but perhaps this is due to a number of factors as check is in such a way the views are conflicting, as many also strongly agreed that it was.
Q3. The waiting time for my appointment was reasonable.
	Strongly Agree
	Agree
	Don’t Know
	Disagree
	Strongly Disagree

	7
	6
	1
	4
	1




Most people agreed that the waiting times reasonable. However in a hospital environment many things can cause reasonable delays and waiting times so there were some that didn’t find the times acceptable but a small portion.
Q4. The doctor listened to all your concerns and addressed them?
	Strongly Agree
	Agree
	Don’t Know
	Disagree
	Strongly Disagree

	15
	2
	2
	1
	0




People are extremely pleased with the medical care only a tiny number of people Dissatisfied.
Q5.Your preferences considered whilst booking follow up appointment.
	Strongly Agre
	Agree
	Don’t Know
	Disagree
	Strongly Disagree

	7
	3
	2
	3
	5




This is an area for improvement as quite a strong amount of people disagreed that they had any say.
5. Conclusion
After looking at the overall results it seems as though Bart’s NHS Outpatients are doing reasonably well for the service they are providing as there were many respondents that were very satisfied. However, there is always room for improvement especially in the area of rebooking appointments. If there is an opportunity to provide options, to make sure it’s the most convenient for the patient to attend these should be available to them. It can be easier for receptionists just to book everyone in the allocated slots, but rather should attempt to reduce missed appointments by assuring the patients are able to attend. It also Identifies that patients are very pleased with the medical attention they receive and very happy with the doctors and their care. 
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