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Background 

 
üEast & North Herts CCG and Herts Valleys CCG are reaching the end of the 

contract period for the Out of Hours services (including NHS 111) provided 
to them 

 

üBefore designing contract terms for the new period it is important to 
understand what the Hertfordshire public feel about the existing out of 
hours services and what they would do if/when they require NHS services 
out of hours.  

 

üThey have commissioned research with Hertfordshire based research 
agency ActionPoint aŀǊƪŜǘƛƴƎ {ƻƭǳǘƛƻƴǎ ǘƻ Ǝŀƛƴ ƛƴǎƛƎƘǘ ƛƴǘƻ ǘƘŜ ǇǳōƭƛŎΩǎ 
perceptions and requirements 

 

ü The research took place in August 2015 
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Out of Hours Services 
Research Objectives 

¢ƻ ŘŜǘŜǊƳƛƴŜΧΦ 

üUsage of different services within Out of Hours provision 

üWhat residents do/would do if they require NHS services out of hours 

üTypes of user of Out of Hours services 

üPerception of the quality of different out of hours services 

üRelative preferences for different Out of Hours provision 
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Research Method/1 
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539 interviews  with Hertfordshire residents 

 in 9 towns across Hertfordshire 

August 2015 

Interviews of 5 minutes 
duration 

Interviews face to face 
 

Weekend & Weekday, 
a mix in each location 



Research Method/2 
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Ç Age quotas were set to 
ensure the main users of 
Out of Hours services were 
targeted.  

 
Ç Other users of these 

services who were not in 
these age categories were 
also permitted to take part 

18-40yrs 

Over 64 yrs 

All eligible 18 years and over 

Eligibility for interview 

All must be Hertfordshire residents 



Interview locations in Hertfordshire 
& 

Number of interviews in each 

6 

Hemel Hempstead 

59 
(11%) 

Potters Bar 

39 
(7%) 

 

Hertford 

57 
(11%) 

 

Letchworth 

52 
(10%) 

South Oxhey 

38 
(7%) 

St Albans 

77 
(14%) 

539 
interviews 

Waltham Cross 

75 
(14%) 

Stevenage 

83 
(15%) 

 

Watford 

59 
(11%) 

 



7 

Sample Profile 
Gender 

Base: All residents interviewed - 539 

Male 
37% 

Female 
63% 

Male Female

3. Sample Profile 
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Sample Profile 
Age  

 

0%

10%

20%

30%

40%

50%

18-24 yrs 25-40 yrs 41-64 yrs 65-75yrs Over 75yrs

12% 

28% 

17% 

32% 

11% 

Note loose age quotas (18-40s and over 65s) were set to capture those most likely to have used out of 
hours services.  
Where residents not in the two age groups had used the services they were also eligible for interview 

Base: All residents interviewed - 539  

Seniors (one of the two main user 
groups) made up 2 in 5 (43%) of the 

surveyed group 

Young people & families with young 
children are one of the two main user 

groups 40 % of those surveyed 
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Sample Profile 
Working status  

 

0%

10%

20%

30%

40%

50%

22% 
17% 

12% 

5% 5% 

21% 

Base: All residents interviewed-539 

 
There were significantly higher proportions of 
ǘƘŜ ŦƻƭƭƻǿƛƴƎ ƎǊƻǳǇǎ ƛƴ ǎƻƳŜ ǘƻǿƴǎΧ 
Á Working full time ς Hertford (33%) 

Á Working part time ς Watford (29%) 

Á Housewife/husband ς Waltham Cross (23%) 

Á Students - Letchworth (17%)  

Á Unemployed - South Oxhey (16%) 
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Sample Profile  
Ethnicity 

0%

50%

100%

White
British /

Irish

Mixed
Ethnic
group

Asian/Asian
British

Black/Black
British

5ƻƴΩǘ ǿŀƴǘ 
to say/NA 

93% 

1% 3% 2% 1% 

Base: All residents interviewed - 539 

 

93% of the sample were White British / Irish 

 



Sample Profile 
Ethnicity by Interview Location 
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% Total HH Hfd LW PB Sth Ox St Al Stv WC Wtd 

White British 93 93 96 87 85 82 95 100 96 92 

Mixed Ethnic 
grp 

2 2 2 3 3 1 - 1 - 

Asian/Asian 
British 

3 2 6 3 11 3 - - 5 

Black/Black 
British 

2 - 6 10 3 1 - 3 2 

5ƻƴΩǘ ǿŀƴǘ ǘƻ 
say/NA 

- - - - 3 - - - 2 

The most ethnically diverse interview locations, based on 
those interviewed, were South Oxhey and Potters Bar 
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Sample Profile 
 Social Classification 

 

0%

10%

20%

30%

40%

AB C1 C2 DE

14% 

29% 

21% 

36% 

Base: All residents interviewed - 539 

Note: Quotas were not set for social classification. An explanation of social classification can be seen in the appendix 
 



The Out of Hours user 

13 

Used out of Hours services in the last 12 mths 

If not usedé.. 

EVER Used out of Hours services 

4. Profile of users of Out of Hours services 



The Out of Hours user/1 
All sample 

 

 

58% 
 

Male         Female 
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* For you or one of your family 

52% 61% 

Base: 539 

Used of hours services* 
In the last 12 months 

 

Ever Used of hours services* 
 

Base: 229  
those who had not used OOH in last 12 mths 

 

 

39% 
 

Male         Female 

 38% 40% 



The Out of Hours user/2 
In the targeted age groups 

 

 

 

18-40s        Over 65s 

 

15 

57% 42% 

Base: 214 

Used of hours services* 
In the last 12 months 

 

Ever Used of hours services* 
 

 

 

 

18-40s         over 65s 

 

30% 45% 

Base230 Base 91 Base 134 

YES YES 


