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Introduction

As part of our commitment to improving services at the Molecular Genetics Laboratory,
National Centre for Medical Genetics, we carried out this user survey. The purpose was to
seek your views on the service, as they are very important to us. The survey was sent to
131 clinicians who had sent seven or more requests to the Molecular Genetics laboratory
from 2007 to 2008. Fifty seven completed surveys were received which is a response rate
of 43.5%. The summary results of the survey are presented here with a representative
selection of the user comments and queries received regarding the Molecular Genetics

service, and our conclusions and responses to these.

1 Contacting the laboratory

1. Have you ever contacted the Molecular Genetics labo

Molecular Genetic queries 01 409 6733)?

Response

Percent
Yes | I 96.4%
No [ 3.6%

2. Were you aware of our two email contacts?
Sendout queries (duty.scientist@olchc.ie) & genera

Response

Percent
Yes [ ] 21.4%
No | | 78.6%

ratory by phone (general

Response

Count

54

2

| queries (dnalab@olchc.ie)
Response

Count

12

44

Three respondents indicated that they were only aware of the duty.scientist@olchc.ie

email address.

3. Have you used the email contacts?

Response

Percent
Yes [ ] 17.5%
No | | 82.5%
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Response

Count

10

47



4. Have you experienced any difficulty having your pho ne or email queries dealt with?

Response Response

Percent Count
Yes [ ] 16.1% 9
No | 83.9% a7

Conclusions:

Generally communication is good, with only sixteen percent of respondents having
experienced difficulties getting phone or e-mail queries dealt with.

We aim to have every telephone call answered by a person who can help, but the volume
of enquiries and staffing restrictions means this is not always feasible. Voice mail and e-
mails are checked regularly and queries are responded to as soon as possible.

E-mail is an efficient way to contact the laboratory for routine enquiries. Please use e-mail
whenever possible when making enquiries to the lab (duty.scientist@olchc.ie or
dnalab@olchc.ie) as these e-mails are continually monitored by a clinical scientist,
Monday to Friday from 9.30am to 5pm. Most respondents were not aware of e-mail as a
means of communicating with the laboratory and we would encourage users to use it in
the future.

5.  What was the nature of your enquiry/enquiries?

Response Response

Percent Count

Enquiry about sample type or

. A nPe P | 66.7% 8
information about sending samples

Request for results | 96.3% 52

Request fo.r advice o.r information | 37 0% 20
about interpretation of results

Other (please specify) |:| 11.1% 6

Other user enquiries included:
Where a particular genetic test could be carried out
Whether a sample was received
Giving clinical details to aid urgency

Conclusions:
Almost all respondents (96.3%) had at some time contacted the laboratory for results.

Reports not arriving at their destinations have always been a frustration both to the
referring clinician and to laboratory staff, who receive many requests for copies of reports
that have already been sent. There are many different issues involved in this problem,
some of which the laboratory have no control over, including report handling by the
receiving departments. To try to help, we suggest the following:
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When requesting results, we would first ask you to refer to the turn around
time information on the website before contacting the laboratory, to ensure
a result is due to be ready.

Reports are dispatched to the referring clinician’s address given on the
referral form. We also copy the report to the pathology lab if a pathology lab
number has been provided, so please contact your pathology laboratory first
to see if they have a copy of the report.

Please contact us if you have not received a report within a week of your
patient being due back in clinic.

Please note it is our policy not to issue verbal results.

Two-thirds of respondents contacted us for information about sending samples. Request
forms and guidelines regarding sample type and transportation are on the website.

Just over one third of respondents requested advice or information about the
interpretation of genetic results and we consider this an important part of the service we
offer to our users at the Molecular Genetics Laboratory.

6. How do you rate the quality of advice or informatio n available from the staff of the
Molecular Genetics laboratory?

Excellent Good Average Poor Very poor Response

Count
Administrative staff (by phone) 43.1% (22)  51.0% (26) 3.9% (2) 2.0% (1) 0.0% (0) 51
Scientific staff (by phone) 5§56.9% (29) 41.2% (21) 2.0% (1) 0.0% (0) 0.0% (0) 51
Scientific staff (by e-mail) 56.5% (13) 43.5% (10) 0.0% (0) 0.0% (0) 0.0% (0) 23

Conclusions:
Greater than 97% of respondents rated the quality of advice or information received from
the staff of the Molecular Genetics Laboratory as excellent or good.

2 Website

1. Information regarding our services is available on our website www.genetics.ie
Were you aware of this?

Response Response

Percent Count
Yes Lo ] 35.1% 20
No | 64.9% 37
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2. Have you used the website?

Response Response
Percent Count
Yes [ ] 24 6% 14
No | 75.4% 43
3. How do you rate the website?
Excellent Good Average Poor Very poor Response
Count
Ease of use  35.7% (b) 57.1% (8) 0.0% (0) 7.1% (1) 0.0% (D) 14
Quality of information ~ 23.1% (3) 61.5% (8) 15.4% (2) 0.0% (0) 0.0% (D) 13

User Comments:
Publicise website.
Suggestion to make easily downloadable consent forms and turn around times for
specific tests available on the website.

Conclusions:

Our website address is on all our reports and letters, but it is known to only a third of our
respondents and used by only a quarter. Request forms, consent forms, service
descriptions and turn around times for the tests we perform in-house are all on the
website. Please refer to the information on the website before contacting the laboratory,
to save your time and ours. If the information is not on the website you can e-mail or
phone the laboratory. The majority of respondents (89%) rated the website as good or
excellent. We are currently updating our website to make it more user friendly and we will
take into consideration all the suggestions we have received.

3 Reporting times

This section relates only to Molecular Genetic tests done in-house at the National Centre
for Medical Genetics and not to samples sent to other labs for testing.

1. How do you rate the reporting time for your samples ?

Response Response

Percent Count
Excellent [ ] 3.8% 2
Good [ ] 28 8% 15
Adequate | 53.8% 28
Poor [ | 11.5% B8
Very poor  [] 1.9% 1
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2. Does this reporting time meet your clinical needs?

Response Response

Percent Count
Yes | 67.4% 31
No [ ] 32.6% 15

Selection of user comments:
The reporting times are on a par with international labs.
Several respondents said that report times were too long for Fragile X.
| never knew one could request urgent testing!
The anxiety of parents and patients waiting for results was mentioned by several
respondents.
Very unsatisfactory. | cannot order any of these tests unless my patient is first seen
by your geneticist.

Conclusions:

The majority of respondents found the reporting times good to adequate (>82%), and 67%
considered that their clinical needs were met. We realize that the reporting times for
some tests are longer than you would wish them to be. We are working hard to reduce
reporting times — you should have seen improvements already in 2009 — but staff
shortages and increasing workloads make it difficult to maintain these improvements.

Fragile X testing often involves multiple complex testing before a definitive report can be
issued, which is why it may take longer to report than other tests.

Urgent testing applies to prenatal diagnosis, babies less than 6 months old and requests
involving a pregnancy. While we very much appreciate patients and parents awaiting
results are understandably anxious, please refer to our website to appropriately inform
them of the turn around times for their test.

We do not require referral of patients to a clinical genetics service for the majority of the
tests we do in-house. Please refer to our website for further information.
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4  Reporting

This section relates only to Molecular reports produced directly by the National Centre for
Medical Genetics, and not to reports on samples sent to other labs for testing.

1. For the Molecular Genetic reports you receive, plea  se score the report format with

regard to:
R
Excellent Good Adequate Poor Very poor esponse
Count

Overall layout and presentation  21.1% (12) 49.1% (28) 28.1% (186) 0.0% (0) 18% (1) -
B tation of Its (cl d

resentation of results {c.ear U (12)  44.6% (25) 286% (16)  36% (2) 18% (1) 56
unambiguous?)

Clinical interpretation (useful and . .
19.6% (11) 53.6% (30) 25.0%(14)  0.0% (0) 1.8% (1) 56

informative?)

User comments:
Some respondents said that the reports were cluttered and the layout could be improved.

Conclusions:

The majority of respondents (>64%) consider the reporting format to be good or excellent.
We are in the process of changing our report format so that all have a standard layout and
we hope you will appreciate the improved clarity of these new reports.

5 Overall quality of the laboratory service

1. How do you rate the service provided by the Molecul ar Genetics laboratory?

Response Response

Percent Count
Excellent [ ] 29 8% 17
Good | 54.4% 31
Adequate [ | 12.3% 7
Poor [J 1.8% 1
\ery poor D 1.8% 1

Selection of respondent comments:

- We often get letters from the duty scientist requesting more clinical information.
Perhaps a standard form produced by the NCMG would encourage clinicians to be
clearer in providing appropriate clinical info.

Very responsive valuable service.

Understand that all services stretched. Find staff very helpful in difficult
circumstances.

Service is very good.

Staff friendly and courteous and very much clinically driven and helpful.
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We send some tests to Wales instead.
For cases sent to other outside labs the delay is very long. Thank you for the
service.

Conclusions:

Most respondents rated the service provided by the Molecular Genetics laboratory as
excellent or good (85%), and comments were very positive — thank you!

A standard NCMG request form is available for download from the website.

Thank You

Thank you to all who completed our user survey. Your input is much appreciated, and will
help us to improve our service to meet your needs.

In addition to this user survey, later this year we will be holding our first user meeting at
the NCMG (please find details enclosed). We look forward to meeting you then.

The Molecular Genetics Laboratory Team

Page 7 of 7



