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FOREWORD

The National Health Strategy - “Shaping a Healthier Future” - proposes
that services be directed towards achieving health gain and social gain.
The key principles under pinning the Strategy are equity, quality and
accountability.

Quality of services is to be assessed in a number of ways, including
patient/client satisfaction with services provided. This report represents the
first comprehensive study of consumer satisfaction undertaken in the
Board’s acute hospitals and covers a wide range of issues relating to both
in-patient and out-patient hospital services.

Results are generally extremely satisfactory and where shortfalls are
identified, action will be taken to secure improvements. Overall, the good
results obtained are a tribute to the staff in the hospitals concerned:- Ennis
General Hospital, Nenagh General Hospital, Regional Orthopaedic
Hospital, Regional Maternity Hospital and Regional Hospital
Limerick.
s
G’ <

D.J. DOHERTY
CHIEF EXECUTIVE OFFICER
MID-WESTERN HEALTH BOARD

JULY 1995



_ PATIENT SATISFACTION SURVEY _
ACUTE HOSPITALS MID-WESTERN HEALTH BOARD

CONTENTS

Executive Summary

Chapter 1  Survey Methodology

Chapter 2 Results of Survey

Chapter 3  Conclusion and Recommendations for the
five acute hospital sites

Appendix 1
In-Patient Questionnaire
Out-Patient Questionnaire
Catering Questionnaire
Day Ward Questionnaire

Paediatric Questionnaire

page

65

67




EXECUTIVE SUMMARY
INTRODUCTION AND BACKGROUND

The publication of “The Charter of Rights for Hospital Patients” (Department of
Health, 1994) is generally regarded as the first step in setting out the need for hospitals to
actively consider the views of attending patients with regard to service provision. The
National Health Strategy “Shaping a Healthier Future” (Department of Health, 1994)
further emphasised this requirement when it identified that acute hospitals must be able to
provide measurable cost effective, high quality clinical outcomes combined with a high
level of client or patient satisfaction in an integrated framework. (Table 1).

Table 1

The purpose of this paper is o examine existing patients’ perceptions of the five acute
hospitals and firstly identify areas of excellence that should be encouraged and secondly
areas that may require improvement either structurally or organisationally.

The results of the survey (Chapter 2) are based on five separate questionnaires completed
by patients auending Ennis General Hospital, Nenagh General Hospital, Regional
Maternity Hospital, Regional Orthopaedic Hospital and the Regional Hospital,
Limerick. [n total 2081 questionnaires were completed during the survey period.
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Overall the results of this survey are extremely positive (Table 2) and clearly reflect the
continuing high standard of care currently provided by all staff working either directly or
indirectly with attending patients within each of the five hospitals.

Table 2
ACUTE HOSPITALS
OVERALL SATISFACTION
¥ WITH SERVICES

Il Extremely Satisfied
[ Satistied

Specific areas requiring further examination (Chapter 3) have been identified and these
will be discussed with the concemed staff in order to develop appropriate structures or
mechanisms that will enable the actualisation of optimum client/patient satisfaction. The
survey will be repeated in six months and particular emphasis will be given 10 areas such
as the Accident & Emergency Department, not yet studied and specific areas that have
been identified in the first study as requirng development.

IAN CARTER
GENERAL MANAGER
GENERAL HOSPITALS PROGRAMME
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1.0.

1.1

1.2.

2,0

Table 3

ENNIS

GENERAL 151 110 106 75 - 442
HOSPITAL

Methodology and Contents of Survey

The questionnaire was based on a previous format used at the Regional Hospital
Limerick in 1993/1994. From this prototype five specific questionnaires were
developed to examine the following areas: Out-Patients Department, In-
Patient (Ward Area), In-Patient (Day Ward), In Patient (Paediatric Ward)
and Catering Services.

The questionnaires were designed to elicit patients views on three key aspects of
the specific departments or service. (Appendix 1)

Structure e.g. ward layout and decoration

Organisation  e.g. waiting time for out-patient appointments

Direct Care e.g. control of pain.
The questionnaires used a relatively simple “tick-box™ approach allowing the
patient to record a degree of satisfaction from “extremely satisfied” to
“extremely dissatisfied” with specific services. Questionnaires were handed to
the patient either on their arrival to the Out-Patients Department or during their

admission to the ward and clearly identified as being confidential.

A total of 2081 patient satisfaction questionnaires were completed during the
survey period in March and April 1995 (Table 3).

NENAGH

GENERAL 101 60 - 40 - 201
HOSPITAL

REGIONAL

MATERNITY 123 134 96 45 46 444
HOSPITAL

REGIONAL

ORTHOPAEDIC 102 117 89 35 - 343
HOSPITAL

REGIONAL
HOSPITAL 217 169 100 90 75 651
LIMERICK

SUB-TOTAL 694 590 391 285 121 2081




2.1.  The sample group in comparison to actual clinical activity for this period is
identified in the following table.

Out-Patient | 1259 151 12% Out-Patient | 907 101 11%
In-Patient 398 110in-patient | 26% In-Patient 511 60 in-patient 12%
106 catering 25% catering not
undertaken
DayWard | 251 75 29% Day Ward 186 40 2%
Out-Patient | 890 123 14% Out-Patient 1 102 14.%
In-Patient 470 134 In-patient | 28% In-Patient 425 117 in-patient 2T%
96 catering 20% 89 catering 21%
Day Ward 285 45 15% Day Ward 192 35 18%
Paediatric 169 46 26% Paediatiic not undertaken

Out-Patient | 3971 217 6% Out-Patient 7748 694 %%
In-Patient 1432 169 inpatient | 11% In-Patient 3236 590 in-patient | 18%

100 catering 7% 381 catering 12%
Day Ward 365 90 24% Day Ward 1279 285 2%
Paediatric 285 75 2% Paediatric 454 121 26%
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2.0. The following graphs illustrate the response from attending patients to the five
questionnaires for the following hospitals:

Ennis General Hospital,
Nenagh General Hospital,
Regional Maternity Hospital,
Regional Orthopaedic Hospital,
Regional Hospital, Limerick.
Given the comparatively low number of paediatric attendances at Ennis General

Hospital, Nenagh General Hospital and Regionat Orthopaedic Hospital the
paediatric questionnaire was not used in these hospitals.
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REGIONAL HOSPITAL LIMERICK
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REGIONAL HOSPITAL LIMERICK
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COMBINED HOSPITALS
DAY WARD (N = 285)
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COMBINED HOSPITALS
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CONCLUSION AND RECOMMENDATIONS
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3.0. Conclusions and Recommendations for the five acute hospital sites
Overall the results of this survey are extremely positive and clearly reflect the
continuing high standard of care provided by all staff working either directly or
indirectly with patienis atending each of the five hospitals.

ACUTE HOSPITALS
OVERALL SATISFACTION
WITH SERVICES

Il Extremely Satisfied
Satistied

3.1.  Whilst accepting both the somewhat subjective nature of this form of analysis and
that the sample groups in certain of the hospital sites are comparatively small and
not necessarily reflective of the overall patient perceplion of services, the analysis
does enable trends to be identified thar will require further examination in the

following areas:-

In-Patient
O.P.D.
Catering
Paediatrics

Day Room and bathroom facilities

Access, cleantmess. toilet facilities. overall waiting times.
Meal services

Catering facilities, parent accommodation facilities.

3.2.  The survey will be repeated in six months and particular emphasts will be given to
the areas identified (3.1.) and areas such as the Accident & Emergency Department
which have not yet been examined.
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APPENDIX ONE
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IN-PATIENT QUESTIONNAIRE
OUT-PATIENT QUESTIONNAIRE
CATERING QUESTIONNAIRE
DAY WARD QUESTIONNAIRE
PAEDIATRIC QUESTIONNAIRE
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Ve e dellog paigcts somi cpadiony whos Sk sty INSTRUCTIONS: Lok for the oval under the face
fospital 1o by 1o find oul how we can make emprovements. Whith Desl axpresses your views.and fill in e whis
please can you heip us by tolling us what you Thought about Ay

he care? Whativer you say is confidential and will anly

be used 10 IMprove Ol SENICH. We would welcome any

exira comments,BUT PLEASE PUT THEM IN THE BOX

PROVIOED.

Please loave biank 3ny quesions that do not apply

WHAT DO YOU THINK ABOUT THE FOLLOWING:
The way the ward is decorated, jumished, and laid out
Ward cleanlinass

Noise in the ward

tha way your day is organised on the ward
{meal timas, ward routine)

the iriendly aimosphere on the ward

visiting arrangements on the ward

the information that is given to you about your condition

the reatment of your condition
the contro} of any pain
care glven by nursas
care given by doclors
radio. T.V., dayroom
food

telephones

bathroom and toilels
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Wa are looking for ways that we can improve services
in this hospital.Could you please help us by compieting
this q . Wh you say is

Fill in the oval under the phrase

and will only be used to improve tha service for other
patients.we any itional BUT
PLEASE PUT THEM IN THE BOX PROVIDED.

Please leave blank any questions thal do nol apply.

WHAT DO YOU THINK ABOUT THE FOLLOWING:
finding your way to the outpatients bullding
signs showing the way 1o this departmen)
the receptionis!
the surroundings in the waking area

cleaniiness in this department

In the dep

Do =i "”"-"'"""-"_‘-A_'"'-""Ah"—'-“-“-»"-"_--v’d‘.'--""“—""f

reading matarial in the waiting area
toilets in this department
the friendly atmosphere in this department

wailing time in this departmen?

the org: ion of this 1 (8.9 of noles,
explanation about waiting time)

the nurses in this department

the treatment ol your condition

thé inlormation that ls given 10 you about your treabmamt
privacy in the consulting area
the doctors who traal you in this department

the arr

o for ing your

tha stedl who book your appointment

efforts made by staft to assist you if you are a patient with
special needs (e.g. panially sighted. hard of hearing, 6tc.)
the information available about your local health servica
in genaral

refreshment lacilities

car parking facilitins

ovarall, how satisfied are you with this clinic

!
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Fill in the oval under tha phrase

Wea afe askang patents 30me questons aboul Mes stay M
hospital 1o Iry 10 ind out how we can make improverments. which bes! expresses your views
Please can you heip by Weling us what you fhought sbout

your fooa? Whatover you say 15 confidential and will only

e used 1o improve our Senice We would weicoms any
‘additional comments,BUT COULD YOU PLEASE PUT

THEM IN THE BOX PROVIDED.

Prease leave biank any questions Thal do not apply.

WHAT DO YOU THINK ABOUT THE FOLLOWING: o R Mdnges Bl

the food was always nicely presented

the portion sizes shoutd be bigger

| usually found the lood Lasty

occasionally my lunch was cold by the tme | received it

1 always gol whal | ordared

my SUpper was somelimas kept warm too long and was

my spetia) diet was always catered for

my {unch was served 0o easly In the day

the food varied trom day 1o day

the hot dnnks did nol taste very nice

the last meal is served too early in the evening
there should be more vegetarian meals available

thate was little fresh food available e.g. salad, fruit, etc.
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DAY WARD

INSTRUCTIONS: Look kor the oval under he face
wiuch best expresses your views.and il in the white
Epacs & shown below.

We are looking for ways INal we Can IMprove s&rvices i
Thes hospital Could you pinase help us by compioting this

you say is and will only
ba usad 10 NTHNTVE OUF BANICE We would weicome ary
exira comments, BUT PLEASE PUT THEM IN THE 80X
PROVIDED.

Please leave biank any quessons that do nol apply.

QUESTIONS FOR ADULT PATIENTS
WHAT DO YOU THINK ABOUT THE FOLLOWING:

Information given lo you pror to admission

The way the ward Is decorated.turnished. and laid out

Ward cleanliness

Noise on the ward . & LA

the triendly atmosphere on the werd

The infermation that is given 1o you about your
Ireatment/procedure

the coniral of any pain

care given by nurses

care given by doctots

bathroom and toilets facilities
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ITROOL DTN

We are looking lor ways thal we can improve services
for children in this hosptal. It would heip if you could
complete this questionaire. Whalever you say is
confidental and will only be used to improve the
service for other children and parents.we would
welcome any exira comments BUT PLEASE PUT
THEM IN THE BOX PROVIDED.

Plagse ledve Dignk any guestions fh

Questions for parents/carers
WHAT DO YOU THINK ABOUT THE FOLLOWING

the way the ward is decorated, furnished and laid out
the relaxed almosphere on the ward
1he friendliness of the staff on the ward

the care and attention your child has received from the nurses

the treatment of your child’s condibon

the inlormation given 1o you aboul your child’s condition

your involvement with ycur child’s care
e free access to visit your child

your sleeping arangemenis

the canteervrestauran! facilities
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