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This research report has been prepared for the Royal College of
Veterinary Surgeons (RCVS) by Sally Williams and Andrew Smith of
Andrew Smith Research. It is part of the RCVS First-Rate Regulator
initiative, which seeks to deliver improvements across the
organisation to ensure that it is regulating as effectively as
possible.

The RCVS has sought to understand how it is perceived by
veterinary surgeons, veterinary nurses and practice managers. The
RCVS has over 20,000 registered veterinary surgeons, 10,700
registered veterinary nurses and there are around 5,300 practice
premises, of which just under half are accredited under the RCVS
Practice Standards Scheme.
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Key messages

The College represents very different audiences. Veterinary surgeons (VS) and nurses (VN) differ
markedly as groups demographically and in their expectations of the RCVS.

The Practice Standards Scheme covers 56% of practices — and far fewer very small practices.
Getting more on board is considered helpful to boost standards, which all want.

The professions want the RCVS to perform better in a number of areas, especially: promoting the
professions externally, providing informed advice, and protecting animal welfare. There is a
general expectation that the RCVS should have a broader remit.

The RCVS is not widely considered to be ‘in touch’ with clinical practice, nor staffed by enough
people with recent ‘front line’ experience. The Council is seen as ‘old school’.

Complaint handling is regarded as thorough, but too slow and in need of modernising. More
contact and assessment by email/video conferencing is sought, to minimise the stress.

RCVS staff are considered to be polite and professional, but quite often poorly informed and
unable to help (especially on professional conduct/complaints enquiries).

More than half use the website infrequently or not at all. Those who do, rate it positively.
Respondents identified a need to improve navigation and topical feature content.

The main suggested priorities are addressing public image, engagement and communication, and
being more in touch/modern.



Key differences between the professions

Veterinary surgeons

Veterinary nurses

>

>

6 in 10 male; very wide age range

1in 7 no longer practicing and a further 1in 7
practice overseas

Of those working, 7 in 10 work at a practice

Mostly small or mixed practices, in urban or
semi-urban areas

Perceive RCVS more for complaints, maintaining
educational standards & external promotion

UK practicing vets aged 25-65 are the least
supportive/positive — on many measures

As a whole are more negative and likely to want
change, especially engagement with members

Significantly more negative about RCVS Council
than veterinary nurses

Over 1in 20 faced a complaint in recent years;
mixed reactions about RCVS’s performance &
processes

Receive more RCVS communications about
professional conduct

Y V V VY

Almost all female; over 80% under 45
All UK based, and currently working
8 in 10 at a clinical practice

Rarely work at large animal/equine practices;
almost all work at small/mixed animal practices

Perceive RCVS more for maintaining a register
of who can practice, and animal welfare

Are more positive about the RCVS on a wide
variety of measures

Very rarely complained about to RCVS

Receive more RCVS communications about
education and training, and registration

Use the RCVS website more widely and often,
and rate it somewhat more highly
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Research objectives — as explained to those asked for help

SETTING
VETERINARY
STANDARDS
A message from the President and Chief Executive 28 November 2012

First-class delivery? Your views, please

Dear Colleague

We would like to understand your perceptions of the Royal College of Veterinary
Surgeons; how you feel it safeguards the health and welfare of animals through the
regulation of veterinary surgeons and veterinary nurses; and, where it could improve.

This is part of our First-Rate Regulator initiative, which seeks to deliver
improvements across the organisation to ensure that we are regulating as effectively as
possible.

We have commissioned independent market research consultants to survey veterinary
surgeons, veterinary nurses and practice managers. The survey will take about ten
minutes to complete. Your answers will go directly to the market researchers and will
be completely confidential.

Your opinions are very important, so please take the time to give us your views, by 4
January 2013.

Please feel free to pass on this email to any other veterinary surgeon, veterinary
nurse, practice manager or veterinary/veterinary nurse student who would like to
contribute their views. Separate surveys are being carried out with members of the
public.

Yours sincerely

(ol coeemse

Jacqui Molyneux Nick Stace
President Chief Executive

Complete the survey




Main survey topics

Understand perceptions of what the RCVS is and does, and its value to the professions
Where it should focus energy

Its role as a regulator, and other roles

Whether it lives up to its stated values

How it deals with complaints about veterinary surgeons and nurses

How effectively it communicates with ‘members’

Website use and engagement

Sub-group variation, especially between veterinary surgeons and nurses



vV V V V
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Method and sample

All 21,500 veterinary surgeons and nurses, plus to 3,000 practices (targeting practice
managers) were invited (by email) to complete a 10 minute online survey

The survey was also publicised on the RCVS website, in a press release, and using social
media (Twitter)

Three reminder emails were sent out over the survey period
About 20 paper survey requests were made and completed
The survey was in the field for 6 weeks (28 November 2012 — 7 January 2013)

In total 4,897 responses were received — a very robust sample base indeed,
representing around 20% of all invited

About 80% of those starting the survey finished it, and 20% part completed it

Response was strongest from veterinary surgeons, and weaker from veterinary nurses
and practice managers (although difficult to know exactly how many dedicated practice
managers there are).



Survey outputs

This charted report — summarises the main findings & conclusions

A detailed data report — containing all questions and a wide range of sub-group
statistical comparisons

An Excel verbatim answers database — containing all open text responses, which can be
filtered by key variables (e.g. practice type)

10



Profile of respondents
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Survey response was dominated by veterinary surgeons and nurses

NB nurses are under-represented, and relatively few practice managers and students took part
(should be remembered when looking at total sample results)

First, which of these describes you

etennary surgeon

Registered
veterinary nurse

Listed veterinary nurse

Practice
manager/administrator

Veterinary student 4 0.3 %

Weterinary nurse student —f 0.7 %

Nnnenflhesel 26%

0% 20% 40 % 60 % 80 %

Q1. Base: all answering (4,897) 12



There is a clear male majority amongst veterinary surgeons;
almost all nurses and most practice managers are female

100 % —

B Female
s Male

20 % —

0%

Weterinary surgeon Registered Practice
veterinary nurse managerfadministrator

Q1. Base: all answering (4,897) 13



The age profile of the 3 main career groups is also very different;
veterinary nurses especially are a lot younger

m %

. 7
80 % +———m — —_—
60 % — I 65 or over
I 55 to 64
I 45 to 54
I 15 to 44

251034
AN 1T— — B Under 25
—

0% 1+—— I

206 %

0%
Veterinary surgeon Registered Practice
veterinary nurse managerfadministrator

Q1. Base: all answering (4,897) 14



Most are UK practicing;
15% work overseas and 17% are non practicing

To which category of RCVS membership do you belong

I UK-practising

B Overseas-practising
I Mon-practising

I Mon-practising, over 70
I Scuthern Irish

m Other (please specify)

Q2. Base: all veterinary surgeons (3,628) 15



Regional spread of those working in the UK

In which region(s) do you work?

South East (outside
London/M25)

South West or
Channel Islands

Greater London
[ within M25

North West
Scotland 104 %

West Midlands 102 %

East Anglia 95%

East Midlands
Yorkshire | Humberside
Wales
North East

MNorthemn Ireland

213 %

0% 5% 10%

Q6. Base: all working in the UK (3,534)

15%

20%

25%
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The majority work at a clinical practice,
although almost 3 in 10 work somewhere else

Do you work in or for...

A clinical practice A%

Government ora
Government agency
Academia or research 109 %
A charity ortrust
Other (please specify) 82%
1
0% 20% 40 % &80 %

Q7. Base: all working (4,171)

17



The great majority of vet practices are small animal,
although 1in 5 are mixed

Is your veterinary practice ...

 Small animal
B Large animal
B Equine
e Mixed

Q8. Base: all working in a clinical practice (2,959) 18



The survey represented a very wide spread of practices by size

The great majority of practices employ veterinary nurses. NB several veterinary surgeons also report that they
work as locums at a variety of different sized practices, and that this is becoming more common.

How many veterinary surgeons work at your practice premises?

And how many registered, listed or enrolled student veterinary nurses
work at your practice premises?

. 1

. 23

. 45

. 6-10

N 11 or more = None
-
. 2-3
e
N § or more

Q9-10. Base: all working at a clinical practice (2,959) 19



Most practices serve urban or semi-urban areas

Would you describe your practice as mainly serving...

o An urban area
B A crural area
B A mix of the two

Q11. Base: all working at a clinical practice (2,947)
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In total, 56% of practices report being part of the Practice
Standards Scheme; 33% are not and 10% don’t know

The larger the practice, the more likely it is that it will be part of the Scheme

And do you work at a practice that is...

100 % —— —
?.8 Fl 27%

60 % —
B Mot sure

Bl ot part of this Scheme

r— Part of the RCWYS Practice
Standards Scheme

20 %+

0% —

Q12. Base: all working at a clinical practice (2,947)

21



Perceptions of the RCVS



Verbatim database of text answers

This is a very illuminating tool, which can be used to compare typical comments by sub-group

,-‘f-_g;\ﬁl"1 - = “ v' Text answers database - RCVS prof survey Jan 2013 - Microsoft Eucel'non-commerciall'm
f?/ Home Insert Page Layout Farmulas Data Review View PDF
=C5 ) ]
“‘* cut Calibri =p Wrap Text General - i_% iﬁﬂ Normal Bad Good
Past = coey c o .00 C d'; | Format
i . B Z 2 Merge & Center ~ ||| ~ 84 9 |[%5 375(|| Conditional Forma @ Explanatory ... |Input
~ - Format Painter = Merg 8- % M0 Formatting - as Table - - ! o
Clipboard F] Font (P Alignment IFi Number P Styles
| c1 - f | RCVS member cat Q2
B D E o} U W
1 JobcategoryQl ~|Gender - |Age i - |Q13-1st description of RCVS| Q32 improvements - RCVS contact Q37 one priority change to become a FRR
2 Veterinary surgeon ||Male 25to 34 |Antiquated Online CPD recording, fee payment, administration etc.
3 Veterinary surgeon |Female |[25to34
Use email rather than mail even when Better at ensuring foreign european vets are well enough qualified
4 Veterinary surgeon |Female |35to44 requesting information regarding complaints  |and speak English to a level that is expected by the paying customer
5 |Veterinary surgeon |[Female |35to44 |Organized | do not really know
6 Veterinary surgeon |Female [35tod4
Not sure, but there is a need for clearer distinction of roles and
7 Veterinary surgeon |Male 45 to 54 |professional responsibilities between the RCVS and the BVA.
8 Veterinary surgeon |Female |25to 34 |regulatory Listen more to in the field vets.
3 Mone of these Mot stated|Not statg
10 Veterinary surgeon (Female |35to44
11 Veterinary surgeon |Female |45to 54 |Veterinary Focus on what is important in protecting the health and welfare of
Officers should take responsibility for their Get in touch with the real world
actions, should be prepared to give definite
12 Veterinary surgeon |Male 55to 64 |dinosaur views and the practice standards team should
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Words/adjectives used to describe the RCVS

The word cloud below pulls out the most prominent words, with size of font representing the strength of
association. See the text answer database (Q13) for further answers.

Regulatory
professmnal

E Governlng fashioned standards
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Q13 Base: all answering (4,897) 24



Upholding standards and maintaining the registers

are seen as the main RCVS functions

Which of the following do you regard as the MAIN FUNCTIONS of the RCVS - please pick
up to three.

Maintaining high standards
of veterinary practice
via the Code of Pro...

Maintaining the registers
of veterinary surgeons
and nurses able to p...

Investigating complaints,
and, when necessary,
imposing sanctions an ...
Setting and monitoring
educational standards
for the professions

Safeguarding the health
and welfare of animals

Providing informed
and impartial advice
an veterinary matters

Providing guidance about
continuing professional
development requirem...

Promoting the
professions externally

Awarding Fellowships,
Diplomas and Certificates

0% 20% 40 % 60 %

Q14. Base: all answering (4,244)
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Areas where the RCVS could perform better: promoting the
profession externally, providing advice, and animal welfare

Please now consider these roles and functions of the RCVS again. For
each one please indicate if the RCVS should perform it better, pay less
attention to it, or that no change is required/ne opinicn.SELECT ONE BOX
PER ROW PLEASE

Maintaining the registers
of veterinary surgeons ..

Setting and monitoring
educational standards..

Maintaining high standards

of veterinary practice... a0 change required
! no opinion

The RCVS should
perform better

The RCWVS should pay
less attention

Awarding Fellowships.

Diplomas and Certificates -

Providing guidance about

continuing professional...

Promaoting the
professions externally

Safeguarding the health
and welfare of animals

Investigating complaints.
and, when necessary. ...

Providing informed
and impartial advice...

1
0% 20 % 40 % 60 % 80 % 100 %%

Q15. Base: all answering (4,059)
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The RCVS is perceived as professional, commanding respect
and with a good international reputation

Other desirable characteristics gain more muted agreement

How strongly do you agree or disagree with each of these perceptions of the
RCVS? Please give a rating for each based on your impression, even if you do
not have much contact. PLEASE SELECT ONE OPTION ON EACH ROW

It is highly
profezsional

It is good at communicating
with wveterinary...

lts processes reflect

best practice 280%
It is in touch with the
issues facing veterinary... 249%
The RCVS Council N Council | |
members understand the.. 234% B Agree strongly

[— lightl
RCWS registration, which | Agree slightly

provides a licence to..

It spesks out on
amimal welfare issues

It iz empathetic
and understanding

[t commands my respect

| feel | can approach
the organisation

It has a good
international reputation

I | |
0% 5% 10°% 15% 20% 25% 30 % 35 %

Q16. Base: all answering (3,988)
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Veterinary nurses are more supportive of the RCVS than are
veterinary surgeons on a range of key measures

Veterinary nurses — total agree %  Veterinary surgeons — total agree

%

It is highly professional 75% 63%
Its processes reflect best practice 50% 39%
Council members understand the 44% 30%
challenges of modern veterinary

work

It speaks out on animal welfare 37% 33%
issues

| feel | can approach the 49% 42%
organisation

Q16. Base: all answering (3,988) 28



Most believe the RCVS lives up to its six stated values

However, 1 in 4 think the RCVS is NOT forward thinking, and 1 in 5 think it is NOT open or understanding —
these are relatively high proportions

The RCVS has a number of stated values it aspires to as an organisation. In
your interactions with the RCVS, how well does it live up to each of these
stated aims?PLEASE SELECT ONE ANSWER OPTION PER ROW

Tobe open
s Fully
To be understandi - Pertly
o LI rstandi
" I Fails toliveup to
|Inable to judge

W don't know
To be forward thinking

To be accountable

To be consistent

Q17. Base: all answering (3,942)
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Words that best describe how the professions feel about the RCVS

The choice provided was limited, however ‘respect’ comes out highest, whilst over 1 in 5 chose ‘remote’

Which of these words best expresses how you feel about the
RCVS?

B Pride

I Respect

I Meutrsl

I Remote

B Fear

m Other (please specify)

Q18. Base: all answering (3,932) 30



Words that best describe how the professions feel about the RCVS

As elsewhere on the survey, veterinary surgeons are more negative than nurses

Which of these words best expresses how you feel about the
RCVS?

Respect 40.2 %

B Veterinary surgeon

Meutral . Registered
— veterinary nurse

Practice

— manager/administrator

Remote

Other (please specify) 42
41

T
0% 10 % 20% 30 % 40 % 50 %

Q18. Base: all answering (3,932) sl



Complaint handling



Over 1 in 20 have had a complaint made about them to the RCVS

This represents about 200 respondents, mostly veterinary surgeons

Over the last two years or so have you had a complaint made against
you to the RCVS?

65 %
B Veterinary surgeon

Registered
yeterinary nurse

0% 2% 4% 6% 8%

Q19. Base: all answering (3,929) 33



Those who have been complained about report very mixed
experiences of how it was handled by the RCVS

One third regard speed of handling as poor; 1 in 5 regard resolution ability as poor

And how would you rate their ability to resolve the complaint/issue?

And how would you rate the speed with which the RCV S dealt with the
complaint?

B Excellent

m Good
s Excellent e Fair
—— B Poor
— itz
= Foor W Don't remember

Hm Don't remember

Q20-21. Base: all complained against in last 2 years (202) 34



RCVS complaint handling staff widely considered to be professional,
but also quite often cold, superior and unhelpful

And which of these words best describe their tone and attitude when they dealt with
you?

Professional

Cold

Courteous

Superior

Unhelpful

Helpful

Well-informed

Mot relevant [ contact too
brief [ don't remember

Friendly

0% 10 % 20% 30% 40 % 50 %

Q22. Base: all complained against in last 2 years (198) 35



Example issues highlighted (see database - 023)

‘Whilst | recognise and understand the RCVS must respond to complaints |
found the whole process daunting. | was given little time to present my side of
the situation whilst the RCVS was able to take as long as it wanted’

‘The RCVS dealt with the complaint and dismissed and then informed me. The

letter was helpful, balanced, and well informed’

The RCVS were remote and gave the impression of favouring the complainant. Personal
contact from an early stage to communicate the likely seriousness would be helpful’

‘Thoroughly investigated and very transparent. Process seemed extremely drawn out and
only resolved 4 months from the first complaint by our client to the RCVS This may be
perfectly acceptable in legal circles but was quite a drain on our team’

‘Wholly biased in favour of the complainant. The RCVS could not disquise
their distress that they could not take the complaint further’

‘I thought the final response to the complaint rather beat-about-the-bush. It left me feeling that

the primary interest was in being seen to pursue a process so that all parties felt 'listened to'
rather than a pursuit of the truth’

Q23. Base: all complained against in last 2 years (202)




Summary of the complaint handling process
and how it could be improved

The word cloud below pulls out the most prominent words, with size of font representing the strength of
association. Word clouds give a very top-line view of the ideas emerging, and not all words will be meaningful

Able to Dismiss sasicaly CASE COmMplainant

Complaint was Thrown Council court Delay Efficient Empathy

=xperience Fears Friendly Impartial Issue Letter

Practice remon Process Professional

Rapid = RE@SONAble Saying Thoroughly Trial unase
Understand

Q23. Base: all complained against in last 2 years (202) 37



A more detailed reading indicates that a faster process, aided by
more modern technology to reduce the stress of facing a complaint,
are the main areas for improvement

The example below illustrates the point

—

ﬁé\n assistant had a complaint against him last year that went to the disciplinary prelim
investigation - the RCVS was very helpful when | called them for advice but my
assistant was very upset and stressed by the length of time the investigation took. He
was cleared of any professional misconduct but we could nearly have lost a very good
member of the profession; he was so stressed by the whole affair he was seriously

thinking of quitting. If I had been in his shoes | would have been stressed. | understand
the need to investigate thoroughly but surely in the days of email, video conferences,
etc, these can be dealt with more quickly, even if we have to pay a little more on our

\ subs to cover the cost of the committee’s time in doing so?’ /




The majority are satisfied with the RCVS complaints process

One third are dissatisfied. The length of process seems to be the main issue

Overall, how satisfied have you been with the professicnalism of the RCVS
in its dealings with you about this complaint?

o Very satisfied
B Fairly satisfied
B Mot very satisfied
BN Net atall satisfied

lUnable to say /
o too early to say

B Don't remember

Q24. Base: all complained against in last 2 years (199)
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Communications and
customer service

40



Just under half have communicated with the RCVS over the last year

Similar contact for veterinary surgeons and nurses; about 3 in 4 practice managers have been in touch

Over the last year or so have you made contact with the RCVS, in any way at all?
(Don’t include standard items sent from the RCVS to you)

[ Yes
Mo

Q25. Base: all responding (3,726) 41



Most contact the RCVS using email or telephone

How often have you made contact with the RCVS over the last year, in each of
these ways?PLEASE SELECT ONE OPTION PER ROW

By email : : 135% 37 %
By phone L 92%
.I B Mone
By post - -2
. -5
. c-10
Visited the RCVS office . Crer 10
in person in London
Attended an RCWS event
outside of the RCVS office
Visited a RCVS stand
at a congress
1
0% 20 % 40 % B0 % 80 % 100 %

Q26. Base: all contacting the RCVS in the last year or so (1,636))
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Most contacts with the RCVS are for advice on registration,
education and training

When you made contact with the RCV S, what was the nature of the advice you needed?
Was it about...

Registration

Education and training

General advice

Paying for something 19.1%

Another reason

Professional conduct 168 %

Complaint about a
veterinary surgeon or nurse

Complaint about the RCVS

Can't remember 12%

1
0% 10 % 20% 0% 40 % 50 %

Q27. Base: all contacting the RCVS in the last year or so (1,633)



Customer service: speed of response is usually considered to be
excellent or good, although 1 in 8 rate as poor

And how would you rate the speed of response generally?

B Excellent

I Good

I Fair

I Poor

B Don't remember

Q28. Base: all contacting the RCVS in the last year or so (1,633) 44



Customer service: ability to solve the problem or issue

Broadly satisfactory, but 1 in 6 rate this as poor — this was more common when the enquiry
concerned professional conduct or a complaint

And how would you rate their ability to solve your issue or answer
your questions?

B Excellent
N Good
B Fair
N Poor

Mot relevant / too
A brief / don't remember

Q29. Base: all contacting the RCVS in the last year or so (1,630)
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Customer service: attitude and ability

Staff are perceived as being highly professional, courteous and helpful.
Around 1 in 10 perceived staff as being unable to help or uncomfortable to deal with

And which of these words best describe the tone and attitude when they deal with you?
PLEASE SELECT ALL THAT APPLY

Courteous

Professional

Helpful

Friendly

Well-informed

Unhelpful

Cold

Superior

Mot relevant [ contact too
brief [ don't remember

I
0% 10% 20% 30 % 40 %

Q30. Base: all contacting the RCVS in the last year or so (1,630)
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Customer service: overall satisfaction

The majority are fairly satisfied (3 in 4) or very satisfied with the handling of their enquiry
About 1in 4 are dissatisfied

Overall, how satisfied have you been with the professionalism of
the RCVS in its dealings with you?

o Very satisfied
B Fairly satisfied
B Mot very satisfied
B Mot at sl satisfied

Mot relevant / too
- brief | don't remember

Q31. Base: all contacting the RCVS in the last year or so (1,629

47



Examples — positive feedback (see database - 32)

‘Always nice to know you can talk to somebody when advice is needed.’

‘Some individual employees of the RCVS usually in less senior positions are very
helpful and courteous.’

‘They are geared up to help not hinder. That makes me feel positive about going

forward to them with an issue. | wouldn't be scared of discussing anything with them.’

‘They took the time to weigh up all the issues related to my request for guidance before
coming back to me.’

‘Phone answered promptly, transferred quickly, problem understood and again transferred

quickly. My problem was solved quickly and well’

‘I had a lot of dealings with RCVS and was very pleased with the professional way the
organisation worked.’

Q32. Base: all contacting the RCVS in the last year or so (1,636) 48



Customer service: best attributes

See the text answer database.
The word cloud below pulls out the most prominent words, with size of font
representing the strength of the association

Advice aaise ANSWEred Clear Communication
Contact correct Dealt cucaion vesatmen ETfiCieNt can srome
Friendly nomatoncven 1SSUE Knowteageabie Listened Polite and
Helpful Problem Professional eromptrepy pss
Query quickrepy ROV S Registration Required
Response spoke

Q32. Base: all contacting the RCVS in the last year or so (1,636)
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Examples — areas for customer service improvement (database — Q33)

‘They could be more polite on the telephone. Several very snooty people who didn’t
seem to want to give me time to explain my problem. Very frustrating!’

‘RCVS is magnificently unaware of veterinary practice in the UK. Employing only those who

are not members of the profession as staff at RCVS does not help this ignorance.’

‘Present less of an intimidating front to vets. Make sure your contact with veterinary students
does not leave them fearing you rather than how you would prefer to be viewed.’

‘Managing calls outside office hours. Proactive rather than reactive. More transparency.’

‘Having to request the same bank information each year to make sure it hasn't changed for
my retention fee was irritating. Being told it would cost me money to do this was even
worse & blatantly wrong! | do note that they have finally provided this information so less of
a gripe now.’

‘I had forgotten to pay my registration fee and reminders had been sent to my old place of
work. These had not been forwarded on to me. Even though the fault mainly lay with me,

the people | spoke to were very unforgiving, rude and short with me...The attitude of the
staff needs to be improved.’

Q33. Base: all contacting the RCVS in the last year or so (1,636) 50



Confidence in reporting a concern about professional conduct
to the RCVS for investigation

Fewer than 3 in 10 are completely happy to do so; most have reservations.
Practice managers are less hesitant about doing so

If you wanted to alert the College to a concern about the professional
conduct of a colleague which put animal health or the public at risk, would
you feel comfortable to do so?

Veterinary surgeon

B Yes - completely

Yes - with some

— reservations

Registered

. . Mo
veterinary nurse

Practice
managerfadministrator

Q34. Base: all answering (3,884)
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Use of the RCVS website in the past year

About 1 in 4 visit the website every month or more, and almost half at least every three months.
Almost 3 in 10 never use the website

Over the past year, how often have you visited the RCV S website?

o weekly or more

I Every two weeks or so
I Every month or so

Bl Every two-three months

Less often than

- every three months

I Very rarely or never

Q35. Base: all answering (3,884)
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Main attributes of the RCVS website

Content is well rated, as is relevance and being up to date.
Ease of navigation is least well rated — about 1 in 6 users say navigation is poor

What rating would you give the RCVS website in terms of...PLEASE
SELECT ONE OPTION PER ROW

Breadth and depth
of content
Easy to find what
I'm looking for o Excellent
I Good
I Fair
Can answer my questions B Poor
B Don't know

|s up to date on
issues relevant to me

My overall rating
for the website is

I I 1
0% 20% 40 % 60 % 80 % 100 %

Q36. Base: all who have used the RCVS website at all in the past year (2,769) 53



Changes needed for the RCVS to become a First Rate Regulator

This open text question has been analysed in detail and the main themes grouped. The suggestions are very wide
ranging, but the most prominent themes address public image, engagement and communication,
as well as being more ‘in touch’ and modern

Be more in touch with the profession/more pro-active/more

engaging with members 9%

Be more undserstanding/supportive of members needs/helpful
Be more approachable

Be more open/transparent

More/better communication

Stronger public face/increase public awareness/improve public
image

Make animal welfare the aim/priority/reglate in such a way so
as to provide max. animal welfare

Revise Practice Standards Scheme/make scheme
mandatory/impose minimum standards

Improve complaints/disciplinary process

Be less stuffy/pompous/lose the 'old boys network' image/be
more modern

More consultation with members

Have more practitioners in the governing body/broader cross-
section of Council members

0% 2% 4% 6% 8% 10% 12%

Q37. Base: all answering (4,897) 54



Changes needed — a few examples (see database 037)

It needs to find a way to get the message across politically regarding the true value of
veterinary excellence to the UK - and to ensure that the standards obtained by UK and
foreign graduates are consistent with that value’

‘The College should be transparent and approachable for both the public and

veterinary surgeons, through improving its image and offering more of a supportive
role rather than a disciplinary one for the profession’

‘Needs to have a role more like GMC. Needs to take a position on salary issues, take a firmer
line on criminal convictions, alcohol and drug abuse and need to be more transparent’

‘Need to achieve trust and credibility with members and the public through increased
visibility of requlatory actions in the media/ press and veterinary press’

“To have ALL its Council made up of members who have lived in the real veterinary world -
which is a far cry from the privileged world of the small animal practitioner in leafy Surbiton
(or its equivalent)’

‘Sit down with the BVA and work out who does what ... RCVS should protect veterinary
surgery from a death by a thousand cuts. It should tell the public why we are important. We

n >’

are not simply "another service".




Appendix — the questionnaire



RCVS First-Rate Regulator Survey

Thanks very much Tor agreeing to take part in our survey.

We would ke to understand your perceptions of the Royal College of Veterinary Surgeons; how you feel It safeguards the health and walfare
of animals througn the reguiation of veterinary surgeons and vetennary nurses; and, where It cowld Improve.

This Is part of our First-Rate Regulator Inltiative, which seeks to dellver Improvements across the organisation to ensure that we are reguiating
as effactively as possibie.

We have commissionad Independent market research consultants to survey veterinary surgeons, veterinary nurses and practice managers. The
survey will take anout ten minutes to complete. Your answers will go directiy to the markst researchers and will be completely confidential.

¥our opinions are very Important, so please take the time to give us your views, by 4 January 2013.

Please feel free to pass on this emall to any other veterinary surgeon, veterinary nurse, practice manager or veterinary / veterinary nurse
stugent who would [ike to contripute thelr views. Separate surveys are belng carried out with members of the public.

Jacqul Molyneux
RCVS President

Nick Stace
RCVS Chief Exacutive

1. First, which of these describes you
Veterinary surgecn
R?g|5’.EfEﬂ l‘?E"BI'} nurse
Listed veterinary nurse
Practice r'|a1ager.‘a:m|n|s'.mt:ur
\I'Eleﬂnal'} slugent
\I'El@ﬂnll')‘ nurse student

Maone of these

2. To which category of RCVS ship do you belong

UK-practising
Overseas-practising
Mon-practising
Mon-practising, over 70

Sowthem Irish

Other {please specify)

3. Are youl...
Male

Famals

CVS First-Rate Regulator Survey

4. And are you aged...
Under 25
2510 34
351044
4510 54
S5t0 64

65 or over

5. Where is your main place of work?

UK

m no lenger praciising/working

€. In which region(s) do you work?
South East (outside London/M25)
Greater London | within M25
South West or Channel islands
East Miglands
West Miglands
East Anglla
Wales
Morth West
‘Yorkshire / Humberside

Morth E:

Scotiand

Northern Ireland

57



RCVS First-Rate Regulator Surv

7. Do you work in or for...
A clinical pmcl ce
Government or a Govermment agency
Academla or res2arch
Industry

A chartty ar trust

Other {please speciy)

8. Is your veterinary practice ...
Small animal
Large animal
Equine

Mixed

9. How many veterinary surgeons work at your practice premises?

1

ra
e

11 or mare

10. And how many registered, listed or enrolled student veterinary nurses work at your
practice premises?

None
1

2-3
45

& or mare

11. Would you describe your practice as mainly serving...
An urban area
A rural area

A mix of the two

RCVS First-Rate Regulator Survey

12. And do you work at a practice that is...
Part of the RCVS Practice Standards Scheme
Not part of this Scheme

Mot sure

13. Turning to the RCVS, please provide three words or adjectives that most readily
describe the RCVS as an organisation

First |

Second |

Thirg |
414. Which of the following do you regard as the MAIN FUNCTIONS of the RCVS — please
pick up to three.

Pm‘arﬂlng Fellowsh ps. Diplomas and Certfcates

Provi :Ing guigance about continui ng prDI'EEsIOnaI development r@qul'e ments

Sal’E;Lar:Ing the health and welfare of animals

Malntain: ng the fE;lE[E"S of 'l'@l.&”‘\!r} BUrgeons and nurses aole to F'factse n the UK

Provi :"'; nformed and Impal’.lal advice on veter nary matters

prmOL"g the F'fmsslons e*'.E”'a"j’

Mal’|'.a|n|ng high standards of ';e'.eﬂnar} pmc’.IcE vla the Code of Professional Conduct

SEl‘.Ing and monl[a”r; educational standards for the professions

Investigating complainis, and, when necessary, Imposing sanctions on veterinary surgeons and veterinary nurses
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RCVS First-Rate Regulator Survey

15. Please now consider these roles and functions of the RCVS again. For each one
please indicate if the RCVS should perform it better, pay less attention to it, or that no
change is required/no opinion.

SELECT ONE BOX PER ROW PLEASE

Mo change raquired / no opinien The RCVS should perform beiter  The RCVS should pay less attention
Malntaining the registers
of veterinary surgeons and
nurses able to practise in
the UK
Investigating complalnts,
and. whan nacassary.
Imposing sanctions on
vetarinary surgeons and
veterinary nurses

Maintaining high
standands of veterinary
practica via the Code of
Professional Conduct
Providing Informed and
Impartial advice on
vetarinary matiers

Awarding Fallowships,
Dlplomas and Certficates

Safeguarding the heaitn
and welfare of animals

Providing guldance about
continuing professional
devaiopment
requirements

Fromoting the professions
EI'.E[I'\E")'

Setting and monitoring
educational standards for
the professions

RCVS First-Rate Regulator Survey

16. How strongly do you agree or disagree with each of these perceptions of the
RCVS? Please give a rating for each based on your impression, even if you do not have
much contact.

PLEASE SELECT ONE OPTION ON EACH ROW

Maliher agree nor Unsure / don't

ree strongl Agree slighth Disagree slightly Disagree strongly
Ag gly al ghtly tlsagree U gnily gl oy Know

RCVS ragistration, which
provides a licence to
practise, Is good value for
monay

It commands my respect

It Is empathetic and
ungerstanding

It 5 good at
communicating with
vetarinary surgeons and
NUrses

Ifeel | can approach tne
organisation

It 15 nignly professiona;

The RCVS CounciliVvN
Council members
understand the challenges
of modem veteninary work

It has a good International
reputation

Its processes refiect best
practice

It 15 In touch with the Ilssuss
facing wetaninary surgeons
and nurses

It speaks out on anima
welfarz lssues

17. The RCVS has a number of stated values it aspires to as an organisation. In your
interactions with the RCVS, how well does it live up to each of these stated aims?
PLEASE SELECT ONE ANSWER OPTION PER ROW

Unable to judge / don't

Fully Pati Falls to Ive up to
¥ ¥ v P know

To be open

T be accountable
To be conslstent

To be forward thinking
Ta lbe understanding

To be fair
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18. Which of these words best expresses how you feel about the RCVS?
Pride
REspect
Neutral
Remote

Faar

Other (please specity)

19. Over the last two years or so have you had a complaint made against you to the
RCVS5?

Yas

Mo/ unable to say / not relevant to my position

20. And how would you rate the speed with which the RCVS dealt with the complaint?

Excelient

Falr
Poor

Don't remember

21. And how would you rate their ability to resolve the complaintissue?

Excelient

Falr
Poor
Unable io say / too early to say

Don't remember

22. And which of these words best describe their tone and attitude when they dealt with
you?

Courteous

Wallnformed

Helpful

Friendly

Professional

Cold

Superior

unnelpful

Mot relevant / contact too brief ! don't remember
23. Regardiess of the outcome, please briefly summarise what you thought of the

process used by the RCVS in handling the complaint, and how it could have been
improved.

=]

|

24. Overall, how satisfied have you been with the professionalism of the RCVS in its
dealings with you about this complaint?

Very satisfled

Falry satisfled

Mot very satisfiad

Mot at all satlsnad

Unable to 53y / too eany 1o say

Don't remamber

25. Over the last year or so have you made contact with the RCVS, in any way at all?
(Don’t include standard items sent from the RCVS to you)

Yas

No

RCVS First-Rate Regulator Survey
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26. How often have you made contact with the RCVS over the last year, in each of these
ways?
PLEASE SELECT ONE OPTION PER ROW
None 1-2 35 €10 Owver 10
By emall
By phone
By post

Vislited the RCV'S office In
person In London

Afended an RCVS event
outside of the RCVS ofMice

Vislted a RCVS stand ata
congress

27. When you made contact with the RCVS, what was the nature of the advice you
needed? Was it about...

Reglstration

Education and traini ng

Paying for something

Professlonal conduct

General agvice

Complaint about a vaterlrary surgeon or nurse

COTF-|B|I'|[ about the RCVS

Another reason

can't remember

28. And how would you rate the speed of response generally?
Excellent

Good

Poor

Don't remember

29. And how would you rate their ability to solve your issue or answer your guestions?
Excellent

Good

Poor

Mot refevant / too brief / don't rememoer

RCVS First-Rate Regulator Survey

30. And which of these words best describe the tone and attitude when they deal with
you?
PLEASE SELECT ALL THAT APPLY
Courteous
Welkinformed
Halpful
Friendly
Professional
Cold
Superior
unneipful

Mot relevant / contact too brief / don't remember

31. Overall, how satisfied have you been with the professionalism of the RCVS in its
dealings with you?

Very satisfled

Falny satisfled

Mot very satisfied

Mot at all satlsfied

Mot refevant ! too brief / don't rememboer

32. Please briefly summarise what you feel was positive about your contact with the
RCVS.

|

|
33. Please briefly summarise how the RCVS could improve in its dealings with you.

|

61



RCVS First-Rate Regulator Survey

34. If you wanted to alert the College to a concemn about the professional conduct of a
colleague which put animal health or the public at risk, would you feel comfortable to
do so?

Yag — compietely

Yeg — with some resamvations

No

35. Over the past year, how often have you visited the RCVS website?
Weekly or mare
Every two wesks or 5o
Every month or 0
Every two-three months
Less ofien than every mree months

Wery rargly or never

36. What rating would you give the RCVS website in terms of...
PLEASE SELECT ONE OPTION PER ROW

Excelient Good Falr Foor Dont know

Breadth and depth of
cantent

Easy to find what I'm
Iooking for

Can answer my guesiions

I up 10 date on ksues
relevant to me

My owerall rating for the
websits Is

37. Finally, what is the one change you think the RCVS should make to achieve its aim
of being a First-Rate Regulator? Please summarise this in a single sentence.

B

That completes the survey.
On behalf of the RCVS, thanks for providing your feedback — It Is very much appraciated.

Please cick ‘Done’ to submit your response.




