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Number of reasons given for contacting first health  service
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Survey about using health 
services in Wales 
 

 
This survey is being carried out to help improve NHS services in Wales. It asks you 
about recent health problems.  
 

The information you provide will be very valuable in helping to plan the future health 
services, even if you feel that the survey doesn’t apply to you. 
 

Completing the survey will probably take about 15 minutes. All responses will be 
confidential and will only be seen by the research team. 
 

An envelope has been provided for your reply. No stamp is required. 
 
 

Please enter today’s date  ……/……../………(e.g. 12/9/07) 
 

1. There are many different services providing heal th care in an emergency or 
outside normal hours. Please put ticks in the boxes  below to tell us whether 
you have heard of these, and whether you would know  how to get in touch 
with them if you needed them. 

 

 Have heard of Would know how to 
contact 

   

 Yes No Yes No 
NHS Direct � � � � � � � �
GP out of hours service � � � � � � � �
Hospital A&E department � � � � � � � �
Out of hours pharmacy � � � � � � � �
Minor injuries unit � � � � � � � �
     

2. In the past 3 months, have you sought treatment or advice for any  health 
problem, however minor, either for yourself or on b ehalf of somebody else? 

 

Include any problems for which you consulted a doctor, telephone helpline, dentist, 
nurse, chemist, phoned for an ambulance, visited hospital, or consulted anyone else. 
Yes �  If yes, please go to question 3 

No �  If no, please go to question 14 

CONFIDENTIAL�
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3. We are particularly interested in the times when  you contacted someone for 
health treatment or advice without arranging it at least a day beforehand. So 
we are not interested in times when you had an appo intment to see 
someone; only in the times when you wanted to see o r talk to someone 
straight away. 

 

How many times during the last three months have you sought treatment or advice 
for any health problem, for yourself or on behalf of someone else, without arranging it 
at least a day beforehand? 
 

None  � � If you ticked ‘none’, please go to question 14. 

1   � �  

2   � �  

3-5 � �  

6-10 � �  

More than ten � �  
   

If you ticked ‘1’ or more, please think about just the most recent occasion when 
contact ‘wasn’t arranged more than a day before’, and answer Questions 4 to 13  
 

4. What sort of problem was it for which you needed  help or advice? 
 For example, sore throat, accident, back pain etc. 
 

…………………………………………………………………………………… 
 

5. When did you seek treatment or advice: 
 (a) Was it     A weekday (Mon to Fri)  �  or   Weekend (Sat or Sun)              �  
 

 (b) Was it a bank holiday?  Yes �    No  �  
 

 (c) What time was it?  Between 8am and 6.30pm             � �
 Between 6.30pm and midnight       � �

 Between midnight and 8am            � �
 

6. On this occasion, how long had there been a prob lem before you sought 
help? Please tell us how long it was from the time you first became aware of 
symptoms, or (if it’s a long term problem) things seemed to get worse than usual.   

……………………………………………………………………………………….. 
 
 

7. Please tell us some more about the person you we re seeking help for. 
 (a) I was seeking help for:   

 

 
 

Myself 
 

�  

 
 

My child 
 

� �

 
 

Another family member or friend who lives with me 
 

� �

 
 

Another family member or friend who lives in a different 
home from me 

� �
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(b) The age of the person I was seeking help for is: 
 

 17 or under   �  
 18-49       �  
 50-64       �  
 65-74       �  
 75+          �  
   

8. Does the person you were seeking help for have a  chronic medical 
condition (e.g. diabetes, asthma, arthritis, heart condition)? 

 

 Yes �                          No    �  
 
9. Thinking just about this particular occasion, pl ease tick below to show all 

the people or services from who you sought help or advice. 
 

       Please tick all those which apply to the problem you described in answer to  
       question 4.  Include all the people and services which you contacted, even if you 
       did not actually get any help from them in the end. 
 

 � � A chemist (to collect a prescription) 

 � � A chemist (for treatment or advice) 

 � � A dentist 

 � � A family doctor (GP) from my usual practice 

 � � Someone else at my usual practice, but not a doctor 

 � � NHS Direct 

 � � Another telephone helpline (not NHS Direct) 

 � � An Out of Hours doctor service 

 � � A complementary or alternative therapist 

 � � A minor injury unit 

 � � A hospital Accident and Emergency department 

 � � A 999 ambulance 

 � � A hospital clinic or day ward 

 � � Admission to hospital for one or more nights 

 � � A physiotherapist 

 � � Family or friends 

 � � A social worker 

 � � A community psychiatric nurse 

 � � Other mental health services 

 � � Someone else (please say who)…………………………………………………. 

Now please put a star beside the one that you conta cted first.  
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10. Thinking about the person or service that you c ontacted first, please can 
you tell us why you chose to contact that service. 

 

 For each of the possible reasons below, please circle a number to show whether 
you though that was a very important reason for you choosing the service, 
whether it was quite important, or whether it was not something that was 
important/not something you thought about. 

 

  
Very 
important 

 
Quite 
important 

Not 
important/ 
not 
considered 

It was the nearest to me 1� 2� 3 
�

First source of help which came to mind 1� 2� 3 
�

I thought it was the most appropriate 1� 2� 3 
�

I’d used them before 1� 2� 3 
�

Only service I knew would be open 1� 2� 3 
�

I know and trust this person 1� 2� 3 
�

Someone said I should use it 1� 2� 3 
�

I didn’t know who else to contact/where 
else to go 

1� 2� 3�

I thought that this service would have the 
shortest waiting time 

1� 2� 3�

Other (please write in) 
……………………………………………… 

1� 2� 3�

�

11. After you contacted the service, please can you  describe what happened? 
For example, the problem was solved within 30 minutes; I was advised to wait 
until morning to see my GP etc. 

…………………………………………………………………………………………………
…………………………………………………………………………………………………
…………………………………………………………………………………………………�
�

12. If the same situation were to arise again (same  condition, same time of day 
or night), would you choose the same service again as the first one to 
contact? 

 Yes � � �

 No � � �

 Don’t know � � �
�

If you answered ‘no’, which different service do you think you would choose first 
on a future occasion?  
 

…………………………………………………………………………………………….. 
 

Why would you choose to use a different service? 
 

……………………………………………………………………………………………. 
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13. For the following questions, please circle the number that best corresponds 
to your views about the medical problem for which y ou sought help. We are 
interested in how you felt at the time when you decided you needed to get some 
help or advice. 

�

How much did the problem affect your life (or the life of the person you sought help 
for)? 
 

 0 1 2 3 4 5 6 7 8 9 10  
             

No effect 
at all 

 Severely affects 
my/their life 

 

How long did you think the problem would continue? 
 

 0 1 2 3 4 5 6 7 8 9 10  
             

A very 
short time 

 Forever 

 

How much control did you think that you/the person had over the problem? 
 

 0 1 2 3 4 5 6 7 8 9 10  
             

Absolutely no 
control 

 Extreme amount 
of control 

 

How much did you think that treatment could help the problem? 
 

 0 1 2 3 4 5 6 7 8 9 10  
             

Not at all  Extremely helpful 
 

How much did you/the person experience symptoms from the problem? 
 

 0 1 2 3 4 5 6 7 8 9 10  
             

No symptoms 
at all 

 
 

Many severe 
symptoms 

 

How concerned were you about the problem? 
 

 0 1 2 3 4 5 6 7 8 9 10  
             

Not at all 
concerned 

 
 

Extremely 
concerned 

 

How well did you feel you understood the problem? 
 

 0 1 2 3 4 5 6 7 8 9 10  
             

Didn’t 
understand at all 

 
 

Understood 
very clearly 

 

How much did the problem affect you emotionally? (e.g. did it make you angry, 
scared, upset or depressed?) 
 

 0 1 2 3 4 5 6 7 8 9 10  
             

Not at all affected 
emotionally 

 
 

Extremely affected 
emotionally 
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Now, please can you tell us a bit about yourself: 
 
14. At home, do you have use of a car? 
 Yes �  No� � �
   � �

15. At home, do you have the use of a telephone (la ndline)? 
 Yes �  No� � �
     

16. Do you have the use of a mobile phone? 
 Yes    �        No     � �
     

17. Are you registered with a GP?  
 Yes    �        No     � � Don’t know� � �
       

18. Apart from you, how many people live in your ho usehold? Include everyone 
who shares a kitchen with you, and put the number i n the box. 

 

 Adults � �  

 Children aged 17 or 
under 

 

� �
 

 

19. What age group do you belong to? 
 

 18-49  �  50-64  �  65-74  �  75+  �  
 

20. Are you Male �        Female   �    
   
We would like to invite some people who completed this survey to take part in follow-
up interviews on the telephone, to talk more about accessing emergency and 
unscheduled health care. If you would be willing to take part in a follow-up interview 
(about half an hour), please give us your details below. Your contact details will only 
be used by the research team for this project. 
 

Name…………………………………………………………………………………………… 
Address………………………………………………………………………………………… 
Phone number………………………………………………………………………………… 
 
You do not have to give your name and address if yo u are not interested in 
taking part in a follow-up interview. 
 
If you have any other comments, please write them b elow 
 
 
 
 
Thank you very much for your help 
When you have completed the questionnaire, please use the envelope provided, 
which does not need a stamp, and return it to: 
 
School of Medicine, Swansea University, FREEPOST SW C4951, Swansea SA2 8PP 
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