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The University of Southampton Auditory Implant Service has been auditing the quality of the
service we provide to patients asking its Patients what they thought.

We asked patients to voluntarily complete a questionnaire with 4 questions about what they think
of our service. 211 people filled in the survey.

The results, taken from forms returned during April to September this year, display high levels of
customer satisfaction and, we believe, reflect the fact that we have maintained a high quality of
service.

We value all feedback that is received and are always improving the service we provide our patients

”Wowoler{ut caring people”

It’s a life changer; the whole experience 1s guided expertly and

patiently through each step by highly experienced and friendly staff.

“From day one, | was always given the information to make the right choice

th]

“Everybody who we’ve met have been very helpful and have made the
whole process enjoyable. We can’t fault anybody who has been part of the
journey, they’ve all been wonderful”




The first question we asked is known as the Friends and Family Test and is being used by
NHS patients and service users as a way of assessing the quality of the organisation.

“How likely would you be to recommend this service to your friends and
family if they needed similar treatment?”

We are happy to say that the figures speak for themselves ...

How likely are you to
recommend AIS to your family
and friends?

M extremely likely
M |ikely

M neither

M unlikely

B extremely unlikely

B don't know

Have already recommended to a family member,

very happy with the service that we have had.

The service given has been faultless, helpful and friendly.

“The atmosphere at appointments is relaxed and we’ve never

felt rushed, even when our daughter was small”




“Do Auditory Implant Staff work well to-
gether?

The overwhelming majority of feedback forms returned
showed that the staff usually or always work well together
and one patient commented that staff “want open discus-
sion”.

Do the Auditory Implant Service
Staff work well together??

B never

H rarely

H sometimes
B usually

B always

¥ no response given

“Are you involved in decisions about your
or your child’s care?”

Again an overwhelming majority of responses were
positive, stating that respondents usually or always felt
involved in their care.

Are you involved in decisions
about your care/your child's
care?

B never
N rarely
B sometimes

B ysually

B always

“Every visit, we
have complete
faith in the profes-
sionals we see.”

“They work together for
the best patient out-
come”

“All Staff are extremely
friendly and very help-
ful.”

"Auditory service is
always great, they
listen to our needs
and always helpful”

“The service always pro-
vides excellent support.
They explain everything
very clearly”

“They offer me helpful
advice and always let
me make up my own
mind.”




One of the greatest concerns of any patient
must surely be the way in which they are
treated by staff.

Which is why we were so pleased that, when asked,
an average of 88% of our patients replied that
they are always treated with Dignity and Respect
by AIS Staff.

Do the Auditory Implant Staff treat
you with Dignity and Respect?

B never

H rarely

® sometimes
B ysually

B always

H no response given

”We, as a whole family,
have had fantastic sup-

port, communication and

treatment, for the last 11
years, since our first ap-
pointment when our son

was just 1.”

“Always excellent, on
time and everything
explained well.”

“I always felt reassured
that I could ask ques-
tions, no matter how
trivial ...”

Patient feedback represented in a “wordle” shows that those who use our
service are highly satisfied and find the staff helpful and respectful.
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