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Physiotherapy Patient Experience and Referrer Feedback  
‘’What you told us and What we Did?’’ 

Niamh Murphy, Elizabeth Sunderland, Lucinda Edge, Kevin O Doherty  
Physiotherapy Department, St James’s Hospital, Dublin 8 

The St James’s physiotherapy department sees 7,537 new inpatients 
and 5,231 new outpatients annually, providing over 69,000 total 
treatments on a yearly basis . It employs 68 staff who work in all 
specialities in the hospital.  
We aim to provide the highest quality of physiotherapy treatment 
possible based on the latest research and within the staffing resources 
provided to us. 
The patient is at the centre of everything we do, every patient matters 
and their experience is extremely important to us.  
We collect and listen to feedback from our patients, carers, staff and 
visitors. With this feedback we make changes to improve the patient 
experience, where possible. 

“A summary of feedback 
from  the people who use 
our physiotherapy 
services’’  
  Autumn Newsletter 2013 

What you told us What we did 

“Possibly consider some 
private rooms” 

Labelled treatment cubicles to 
ensure more privacy 

“Unmanned reception area 
in  early morning” 

Extended clerical hours so limited 
unattended front desk 

“Give leaflets in orthopaedic 
clinic before Physiotherapy 
appointment” 

All patients seen by physiotherapy 
in fracture clinic are provided with 
leaflets. Leaflets are also available 
on Physiotherapy internet site 

100% of respondents felt their care was satisfactory 

100% of respondents felt the physiotherapist was approachable, 
friendly and had sufficient time with them 
100% of respondents enjoyed coming and would return in the 
future 
All respondents felt that the clerical staff were courteous and 
helpful 

100% were satisfied overall with their physiotherapy experience 
100% were satisfied with their physiotherapist 
92% said they were happy with the number of treatment 
sessions received 
92% felt the time allocated to treatment sessions was 
satisfactory 
100% of respondents were happy with the equipment and 
facilities of the service 
92% felt happy with their discharge options and whether their 
needs were considered         in this decision 
100% felt that all aspects of their condition/treatments were 
explained clearly 


