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Patient Hospital-based

i i Patient Experience and
gz%f%% Satisfaction Survey 2013
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Patient Experience and
Satisfaction Survey on
Specialist Outpatient

Service 2014
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Patient Experience and
Satisfaction Survey on
Inpatient Service 2015
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Patient Experience / Satisfaction Surveys
What have we learnt from patients?



25 hospitals
9,297 cases

Patient Experience and
Satisfaction Survey on
Inpatient Service 2015
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Overall Patient Experience (Score 0-10)
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Overall Patient Experience by Hospitals
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Calculated Score: 7.8, range 7.5-8.2
# 7 Major Acute Hospitals: range 7.6-8.0



Responses by Percentages (All Core Items)
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Calculated Scores (All Evaluative Items)
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Calculated Scores (All Evaluative Items)
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Calculated Scores (All Evaluative Items)
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Calculated Scores (All Evaluative Items)
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Calculated Scores (All Evaluative Items)
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HA Inpatient PESS 2015 Result Highlights (1)

» Overall patient experience was good and similar among hospitals (7.8, 7.5-3.2)

> Relatively better experience

Relatively High Scores (>8.5) Score
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HA Inpatient PESS 2015 Result Highlights (2)

» Suggested areas for further study and improvement (low scores / variations)
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HA In-patient PESS 2015 - Overall Highlights

» Overall patient experience was good (7.8)

Good experience in

- Confidence and trust

- Respect and dignity

- Pain control

- Clear answers to important questions
- Information on taking medication

» Areas for improvement: information on leaving hospital
- Danger signs
- Side effect of medication
- Information on care and recovery.

» Variation of score with some items among some hospitals
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Satisfaction Survey on
Inpatient Service 2015
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Patient Experience / Satisfaction Surveys
What have we learnt from patients?



Positive / Impressive

Confidence and trust
doctor
other HCP

Inpatient

2013
(out of 100)

Inpatient

2010
(out of 100)

Respect and dignity

Overall rating
Overall experience




Inpatient Inpatient
Areas for improvement 2013 2010

(out of 100) (out of 100)

e Opportunity to talk to doctor 54

* Involvement in decision about care /
treatment

* HC staff discuss / comfort worries
or fears

Information on

 medication side effects

» danger signals to watch for

e care and recovery

* contact information when they
have worry




2010 (7 clusters)

vs 2015 (25 hospitals)

Mean

* Significantly increased P<0.05
* Significantly decreased P<0.05

Patient Care and Treatment

Information on Leaving Hospital

lOverall Impression and Overall Patient Experience

Were you told in clear and

If your family or someone else close

Q  to you wanted to talk to a doctor,
. . 0.8*

8 did they have enough opportunity

todo so?

Whenever you got worries or fears
Q  about yourillness or the treatment, 1.6*
O  did the healthcare workers discuss / ’

comfort you about your condition?

Did you think the hospital staff have
(112 done everything they could to help +0.8*

control your pain?

@ understandable way on how to +0.3* R (Gl o f.QEI L treatgd Wlth, +0.1*
13 A 17 respect and dignity while you were in hospital?
take your medication?
Dld a member Of Q  How would you rate the care you received from 0.5%
18 the doctors? :
staff tell you
Q about medication 2.0*
. - L. Q  How would you rate the care you received from 0
14 sjde effects to 19 the nurses? -05
watch for when
you went home? Q  How would you rate the care you received from o
20 the HCAs? )
Did a member of staff tell you
Q aboutany danger signals you -0.6* Q  Overall, how would you rate the care you - 0.4*
15 ;hould?watch for after you went D1 received? &
ome?




2013 (7 major acute hospitals)

VS
2015 (extracted 7 major acute hospitals)

* Significantly increased P<0.05
* Significantly decreased P<0.05
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Importa nt qUEStlons Q7 treatment,yo:erat'\or: ;r *+04% 11013 understandable way on how to +0.5* 18 How would you rate the care you received 03*
toaska doctor, procedure and its results in a way take your medication? from the doctors?
Q dld YOUF dOCtOF + 0 7* you could understand?
3 ' .
prOVIde a CIear and . Q19 How would you rate the care you received _0.3*
understandable If your famlly or Did a member of from the nurses? '
someone else close
answer to you? i’ staff tell you about
When you had to you wanted to Q medication side + 020 How would you rate the care you received - 0.4*
important questions =l e e 1.5%|[14 effectsto watch 1.4* e
Q to ask a nurse, did did they have ) for when you
E the nurse provide +0.8% enough opportunlty went home? 022 How vyould you rate the overall inpatient @
a clear and to do so? experience?
understandable
answer to you?




For better patient care,
engagement, partnership

Provide important and
necessary information
on admission / treatment / discharge

HIEELHE Professional Healthcare
PAN &2 Person-centred Care
f=»=HT Benevolent heart & Practice



