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Customer Survey
Users of Regional Mycology Laboratory, Manchester (RMLM)
Introduction

In October 2007, we sent out a user survey in the form of a questionnaire to you, our users of the Regional Mycology Laboratory, Manchester. These were mainly sent electronically, with hard copies also distributed to internal (UHSM Trust) users.
Results

Response Rate

A total of 47 questionnaires were sent out and 3 were returned, giving a response rate of 6%. One asked for your own copy of the results.

Our Services
We asked you some questions about each of our services: turn around times; helpfulness of staff; clinical or technical advice, our report format and interpretation. 
Antifungal Drug Monitoring Service:
Only one of you used this service (on a weekly basis), and were happy with all aspects – rating as highly satisfied or excellent.
Antifungal Susceptibility Testing Service:

All three of you used this service, 2 on a weekly basis and 1 monthly. 100% were satisfied or more with all aspects of our service.
Comments from you:
· ‘Perceive a gap in getting samples to you in a timely fashion’

Our response:
· We have two deliveries per day, around 9am and 1pm. We also partake in the Hays DX system which may be an alternative method to use. Samples should be sent as soon as available – no need to wait for identification or heavy growth of the culture.
Overall service
We asked you to rate our overall service. Overall you rated our service as 100% highly satisfied.
We asked you for general comments and suggestions for improvement.

Only one of our users made a comment: ‘to streamline the reporting format in Telepath’.

Our response:

We have already entered into discussions on our system of reporting results to internal users, to avoid the current ‘double-reporting’ situation.
Conclusions
All users who responded are satisfied with our service. However, the response rate was extremely poor.
Areas for our improvement are:

· To increase response rate

· Sample delivery
We hope to be included in the next customer survey of internal (UHSM Trust) users. This is likely to use Sharepoint technology as a tool with links send out electronically.
We may consider telephone surveys as a means of sampling our external users.

We plan to use our website to update our users with tips on achieving the fastest possible result, including samples being sent as soon as available rather than waiting for identification or heavy culture growth.

We would like to thank you for responding to this questionnaire and for your comments and helpful suggestions. Without your feedback we would not be able to improve our service to your satisfaction.

For further information about this customer survey please contact:

Dr Caroline Moore, Lead Clinical Scientist, Regional Mycology Laboratory, 2nd Floor Laboratories, Education & Research Centre, Wythenshawe Hospital, Southmoor Road, Manchester M23 9LT.
Tel: 0161 291 2124; Fax: 0161 291 5806;

Email: caroline.moore@manchester.ac.uk
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