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The Patient Experience:-

 “Bouncing around the NHS like a pinball”.

An example from the ‘real world’ of an NHS patient….

The patient in question does a lot of physically demanding sport and often has strains, pains, bangs and bruises. That makes him a regular customer of his local NHS.

We hear a lot these days about “customer experience” ~ where consumers are experiencing a product, service and /or brand. In the new NHS individuals are treated very much as a “customer” of healthcare and have a choice of where they take their condition in pursuit of the optimum care/cure. 

So…………..here is a real life “customer experience” as seen through the eyes of a patient.

A word of warning before we begin our story…. don’t get your hopes up for an overly positive customer experience ~ as an NHS “brave new world” and post government investment customer, our patient knew that he could make his own choices and that he should feel like a valued customer. Unfortunately this way of thinking – whilst talked about widely – has not yet permeated the NHS reality ! 

Our Customer Journey begins…

Our first step is to the ‘walk in centre’, fortunately this is both close and convenient for our patient and with the government targets now working he is guaranteed to be seen with 45 minutes. The centre has been renovated and so offers a clean/efficient environment – it is as usual a fast service and our patient is seen within 20 minutes – excellent customer experience on the face of it. The only downside is the inability of the centre to issue prescriptions or to make direct referrals…so our patient journey has to continue to the GP!

So…………the first signs of frustration – our patient has been told what is wrong with him, but has to go to a GP because medication or a specialist is required. 

Moving rapidly into negative customer experience territory !

It takes two weeks to get an appointment with a GP at the practice where our patient is registered and the reception desk staff had just given up their roles as welcoming officers at Colditz ! 

Having finally got to see Dr Pompous (real name withheld) he makes our patient feel as if he is disrupting something else which is clearly much more

important? He – as normal – runs late and does not appear to have done any preparation at all for the meeting. Our friendly GP proceeds to lecture our patient about the problem being simply related to his age and stated that 

“He should learn to live with it”. The result of this customer experience was that our patient walked out of the surgery feeing guilty for having bothered the doctor and almost guilty for trying to remain fit.

Our journey continues…

Not to be defeated our patient went to see a private physiotherapist. This was as expected  - a much more pleasant experience – why is it that paying for private medicine seems so closely linked to good customer experience ? 

Unfortunately, whilst the experience was good the outcome is similar to that of the walk in centre - the physiotherapist tells our patient what is wrong, but cannot provide the solution. Our helpful physiotherapist though thinks she knows someone who can help me…another link in my chain !

By now our patient has wasted many hours of his valuable time and is starting to feel very “messed about”. He asks himself…”If both the walk-in centre and physio knew what his problem was, why didn’t the GP – surely he is supposed to be better trained” ?

By now if Dr Pompous had done his job properly our patient would be seeing his promised solution rather than just another link in this ever lengthening (and expensive) chain.

Back into the NHS labyrinth !

Our patient is referred to a consultant at the local hospital and awaits the letter to confirm the appointment. When the letter arrives after three weeks, it asks our patient to call for a suitable date/time and he is informed that the earliest slot is in a further two weeks. 

So after a really positive initial walk in experience our patient is now both frustrated and in some pain. The process has now taken almost eight weeks – despite having been diagnosed in 20 minutes and has cost the NHS a significant amount – common cost estimates are that each time we visit the NHS it costs £80 and the initial consultation £187.
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Conclusion
Despite all the rhetoric about patient choice, patient focus and patient experience, the reality is far different and a lot still needs to be done.

The disappointing thing from a patient’s perspective is the waste of resources and time through inefficient processes coupled to poor GP diagnosis. The knock on effect within the NHS is evident if you just do the maths from this example.

Only half way through and it gets worse for our patient……………see next quarters newsletter.
Tell us about your experiences ~ positive or negative @

CxP@springboardcs.com






















“Customer Experience – Making the difference”
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