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PAnENT SAnsFAcnoN SURVEY 
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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 equi ty, 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. 

D.J. DOHERTY 
CHIEF EXECUTIVE OFFICER 

MID-WESTERN HEALTH BOARD 

JULY 1995 
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PATIENT SATISFACTION SURVEY 
ACUTE HOSPITALS MID-WESTERN HEALnt BOARD 

EXECUTIVE SUMMARY 
INTRODUCTION AND BACKGROUND 

The publicalion of "The Charter of Right s for Hospital Patients" (Department of 

Health, 1994) is generally regarded as the firSI slep in seuing OUI Ihe need for hospilals 10 
actively consider the views of attending patients with regard to service provision. The 
National Health Stralegy "Shaping a Healthier Future" (Department of Health, 1994) 

further emphasised this requirement when it identified that acule hospitals musl be able 10 
provide measurable cost effeclive. high quality clinical outcomes combined with a high 

level of client or patient satisfaction in an integrated framework . (Table I). 

Table 1 

COST 
EFFECTIVE • 
CARE 

HIGH 
QUALITY 
CUNICAL 
OUTCOMES 

• HIGH 
CUENT 
SAn5FACTION 

The purpose of this paper is 10 examine existing patients ' perceptions of the five acute 

hospitals and firslly identify areas of excellence that shou ld be encouraged and secondly 
areas that may require improvement e ither structurally or organisationally. 

The results of Ihe survey (Chapter 2) are based on five separate questionnaires completed 
by patients auending Ennis General Hosl'ital, Nenagh General Hosl'ital, Regional 
Maternity Hospital, Regional Orthopaedic Hospital and the Regional Hospital, 
Limerick. In 10lal 208 1 questionnaires were completed during the survey period. 
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Overall the results of this survey are extremely positive (Ta ble 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 
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WITH SERVICES 
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_ Satisfied 

Specific areas requiring further exam ination (Cha pter 3) have been identified and these 

will be discussed with the concerned staff in order to develop appropriate structures or 

mechanisms tha t wi ll enable the actualisation of optimum client/patient satisfaction. The 
survey will be repeated in six months and particular emphasis will be given to areas such 
as the Accident & Emergency Depanment, not yet studied and specific areas that have 

been identified in the first study as requiring development. 

IAN CA RTER 

GENERAL MANAGER 

GENERAL HOS PITALS PROG RAMME 
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PATIENT SATISFACTION SURVEY 
ACUTE HOSPITALS MID-WESTERN HEALTH BOARD 

CHAPTER ONE 

********************* 

SURVEY METHODOLOGY 
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1.0. Methodology and Contents of Survey 

The questionnaire was based on a previous fonnat used at the Regional Hospital 
Limerick in 1993/1994. From this prototype five specific questionnaires were 
deve loped to exam ine the following areas: O ut-Patients Depa rtment, In· 
Patient (Ward Area), In-Patient (Day Ward), In Patient (Paediatric Ward) 
and Catering Services. 

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

Structure e.g. ward layout and decoration 

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

Direct Care e.g. conrrol of pain. 

1.2. The questionnai res used a re latively simple "tick·box" approach allowing the 
patient to record a degree of satisfaction from "extremely sa ti sfied " 10 

"extremely dissatisfi ed" with specific services. Questionnaires were handed to 
the patient either on their arrival to the Out-Patients Depanment or during their 
admission to the ward and clearly identi fied as being confidential. 

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

Table 3 

I«lSPITAi. SITE OUT.pATEIIT N-PATEIIT CATERIIG DAYWARO PAEDIATRIC 
t:IlESTDIIAIRE ClESTlONNAIIIE OUEST1ONNAIIIE QUESTIONNAIRE QUESTIONNAIRE TOTAl. 

ENNtS 
GENERAL 1St 110 106 75 442 
HOSPITAL 

NENAGH 
GENERAl 101 60 - 40 201 
HOSPITAL 

REGIONAL 
MATERNITY 123 134 96 45 46 444 
HOSPITAL 

REGIONAl 
ORTHOPAEDtC 102 117 89 35 343 
HOSPITAL 

REGIONAL 
HOSPITAl 217 169 100 90 75 651 
lIMERtCK 

SUB-TOTAL 694 590 391 285 121 2061 
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2.1 . The sample group in comparison to actual cl inica l activity for th is period is 
identi fied in the fo llowing table. 

EIfIS ACTUAL SURVEY ~ IIS'. NEJIAGH ACTUAL SUIIVEY ~ IIS' 

GEIIEIW. ACTIVITY GEIERAl ACTIVITY 

HOSPITAL HOSPITAL 

(Jut-Patient 1259 151 12% (Jut-Patient 907 101 11% 

In·Patient 398 11 0 in·patient ~. In·Patient 511 6OWi-jlatient 12% 

106 caloring 25% ca1ering nol 

undertaken 

Day Ward 251 75 29% Day Ward 186 40 22% 

AEGIOIW. ACTUAL SURVEY ~ REP. REGIONAL ACTUAL SURVEY ~IEP 

IlATEIIIITY ACTIVITY OIITHOPAEDIC AC1MlY 

HOSPITAL HOSPITAL 

(Jut-Patient 890 123 14% (Jut-Patient 721 102 14.% 

In.-Patient 470 1341n'patient 29% In-Palien! 425 117 Wi-jlatient 27% 

96 catering 20% 89calering 21 % 

Day Ward 285 45 15% Day Ward 192 35 18% 

Paediatric 169 46 28% Paediatric not undertaken 

REGIONAL ACTUAL SURVEY ~ IIS'. ALL ACTUAL SURVEY ~IEP 

HOSPITAL ACTIVITY HOSPITAL AC1MlY 

LIEIICK sms 

(Jut·Patient 3971 217 6% (Jut-Patient m8 694 9% 

In·Patient 1432 169 ;,patient 11% In-Patient 3236 590 ,,-patient 18% 

100 caloring 7% 391 catering 12% 

Day Ward 365 90 24% Day Ward 1279 285 22% 

Paediatric 285 75 ~. Paediatric 454 121 28% 
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PATIENT SATISFACTION SURVEY 
ACUTE HOSPITALS MID-WESTERN HEALTH BOARD 

CHAPTER TWO 

********************* 

RESULTS OF SURVEY 
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PAnENT SATISFACTION SURVEY 
ACtITE HOSPITALS MID-WESTERN HEALTH BOARD 

2.0. The following graphs illustrate the response from attending patients to the five 
questionnaires for the following hospitals: 

Ennis General Hospital, 

Nenagh Genera l Hospital, 

Regional Maternity Hospita l, 

Regional Orthopaedic Hospita l, 

Regional Hospital, Limerick. 

Given the comparatively low number of paediatric attendances at Ennis General 
Hospital , Nenagh General Hospital and Regiona l Orthopaedic Hospital the 
paediatric questionnaire was not used in these hospitals. 
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ENNIS GENERAL HOSPITAL 
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ENNIS GENERAL HOSPITAL 

DAY WARD (N.7S) 
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ENNIS GENERAL HOSPITAL 
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NENAGH GENERAL HOSPITAL 
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REGIONAL HOSPITAL LIMERICK 
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3.0. Conclusions and Recommendations for the live acute hospital sites 

80 

Overall the results of this survey are extremely posi tive and clearl y reflect the 

continuing high standard of care provided by all staff working either directly or 
indirectly with patients attending each of the five hospi tals. 

ACUTE HOSPITALS 

OVERALL SATISFACTION 

WITH SERVICES 
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20 

3.1. Whilst accepting both the somewhat subjective nature of this fonn of analysis and 
that the sample groups in certain of the hospital sites are comparatively small and 
nOl necessari ly re flective of the overall patient perception of serv ices, the analysis 
does enable trends to be identified th at will require further exam ination in the 
following areas:· 

In·Patient 
O.P.D. 

Catering 
Paediatrics 

Day Room and bathroom facil ities 
Access, cleanliness, toilet facil ities . overall waiting times. 
Meal services 
Catering facilities. parent accommodation facilities. 

3.2. The survey will be repeated in six months and particular emphasis wi ll 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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PATIENT SATISFACTION SURVEY 
ACUTE HOSPITALS MID-WESTERN HEALTH BOARD 

APPENDIX ONE 

********************* 

IN-PATIENT QUESTIONNA IRE 
OUT-PATIENT QUESTIONNAIRE 

CATERI NG QUESTIONNAIRE 
DAY WARD QUESTIONNAIRE 

PAEDIATRIC QUESTIONNAIRE 
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w._~ ....... _~ ..... _...,.ir'I 
1'IoIpUII1O.,1O""" ___ .......... ~ 

pIMN __ 1'OfoI help ... br ......... -I'OfoIII'>ouiIht-.. 
__ ~.,.,..-..- .. In,.._ 
~._MkIW ... _,""'-I'OfoI...,.~_ooiII...,. 

be ~ 10 ~_ __ w. -",...com...". 

III<II'._.8UT Pl£ASE PUT THEM .... THE BOX 

PROVIDED. 

WHAT 00 YOU THINK ABOUT THE FOlLOWING: 

EXAMPLE 

The way !he ward is decofElled.fumished. ancllaJd out 

W3fd dean~ness 

the way your clay is or;anised on !he ward 

(meal times. ward routine) 

!he friendly atmosphere on !he ward 

!he control 01 any pain 

care given by nufSltS 

radio. T.V., dayroom 

lood 
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w ..... IooIUng lot _ys Nt _ Qf'O Ir'npro¥e ~ 

in !his hoIQIuII.CouId you pIeaM "*'P us bY" compIedng 

!hIS~""""" What_ you Ay is ~ 

and wiI onty be lolled ID IrnproYiI t"-~ tor otMr 

parillnts._~.",.adr;titiorYI_ BUT 

PlEASE PUT THEM IN THE 90X PROVIDED. 
PIlI ... _ve bIaAt art)' quntions U\al: do not apply . 

WHAT 00 YOU THINK ABOt1T THE FOLLOWING: 

F. In !he oval under tt... ptwaM 

which best .xpAlues ~ views 

--· -, ... 
• • • • 
• ••• 
• ••• 
• ••• 
• ••• t~tur.inlh4l~ _.- _._._--------_.---._._.--_._._-------_.-_._._._._- _.--~iiiiiiiiiiiiiii 

waiting _ in !his ~I 

!he Otganit.allon ollh/t department (e.g ..... lIabiIit)l 01 notes . 
expiaOllbOn ilbouI waiting lime) 

the 0UfMS in thII ~I 

the tre.lmeot 01 your cor'IdItIon 

privacy In IhIt consulting alA 

the lilal! who book)'OOJl' ~ 

eIIona mace bY" atafI to assisI you it you ..... ~tlenl ....!ttl 
apectaI tIHOs ( • . 11 panlaJty a/IgtTted. hIlrd 01 tIHmg. * .) 

!he ~bOn aVllilaCle abouI youf local healttl ..w:. 
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~_' 
refteahmllnt IIIdIiIIes 
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f.' A IT 

CT 
........ -r.u ..... _____ IAy .. 

~1D., .. hlOUI_ ... Qn...".,.~ ,.....ca'lJ'C!U'*P..,-. .. _,.... ...... __ 
.,o..-1ood1 ~,......,.oonIicIIIrlUI_""'"" 
1It_ .. impo .... ___ We_WI[IICOmotIl"'l 

~ /;ICIITIITIefQ,8VT COUlD YOU PlEASE Pur 
TlEM IN THE 80X PACMOEO 

WHAT 00 YOU THINK ABOUT THE FOlLOWING: 

the lood was always nicely presented 

the porooo sizes should be bigger 

I usually found the tood tasry 

occ:asionaIly my lunch was cold by the bme I reoeived iI 

I always got what I ordered 

my supper was SOfTlellmes kept WamI 100 long and was 

$&I'Ved dry 

my special diet was always catered for 

my lund! was served too early In the clay 

the lood vaned 'rom day to clay 

the hoI drinks did not laste very nice 

the last meal Is seNed 100 earty in the evening 

thefe was little fresh food available e ,g salad, ll'urt, etc. 
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REGIONAL HOSPITAL LIMERICK 

DAY WARD 
We .. IooIwIgIor..,._ ... _~_ .. 

-'-flAleo.....,...~ ...... bJ'~ .. 
.-. ~.,...MYiI ......... ItId .... .., __ IO~ .... _ _ w.'OIOUIcI0f'IIc0rnI.,. 

•• lra ~.8IJf PLEASE PUT THEM IN THE eox 

"""""'" 
OUESTIONS FOR ADULT PATIENTS 
WHAT 00 YOU THINK ABOUT THE FOLLOWING: 

In/ormation gIVen 10 you prior 10 admission 

The way the wald Is decorated,lurnished. and laid OUI 

Ward dean/ines.s 

Noise on the ward 

!he trierdy atmosphere on the ward 

The information (hal ls given 10 you about 'IOU' 

Ifealfoentlprocedure 

!he control 01 any pain 

care given by nurses 

care given by doctors 

bathfoom and toilets ladli!ies 

71 

.... ........... ..-...... 

'. . . -: V ··~ , . - .'---:' '~ ,_/ 

- -- - - -



We are IookIOQ lor ways thai _ can improve servk:es 

lor c:hiIOren in ItIIS hosptaI .1t would help if you could 

complete thIS quesboruwe. WheIIMlf you say IS 

confiOentlal and WIll onty be used 10 WnproYe Ih8 

seMce lor 0In&r children and parents.we would 

welcome 8I'I'f eJtr1I commetlts 8UT PLEASE PUT 

THEM IN THE BOX PROVIDED 

Questions for parents/carers 
WHAT DO VOU nUNK ABOUT THE fOLLOWING 

Ihe way the ward IS decorated, furnIShed and Iald out 

the friendhness 01 the Staff on the wan:I 

your Invotvemenl with your child's care 

!he tree access to YISII your child 

l/"Ie canleenfrestaurantladlities 
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