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DML Excellence Awards 2016 Report 

 

Project No: 116 – Patient Survey Programme  

Address: Tallaght Hospital, Tallaght, Dublin 24. 

Location: Dublin Midlands Hospital Group Tallaght Hospital  

 

Brief Description (up to 200 words)  

Tallaght Hosptial interacts with tens of thousands of people each year, so it is vital that we capture 

the nature of thsese interactions and how patient’s experience our services. In 2015, Tallaght 

Hospital developed a comprehensive and systematci patient survey programme that has enabled us 

to capture patient feedback on a continous basis, quickly highlighted areas for improvement as well 

as feeding back to taff and management team those areas that were working well for our patients in 

their healthcare journey. This programme was developed in partnership with collagues in the NHS 

(Southampton General Hospital) and the Picker Institure who have tremendous experience and 

expertise in this area. This ensured that the approach we adopted benefitted from having validated 

questions which had already been tried and tested elsewhere. It also allowed us to leverage 

methodologies and technical soulutions which were currently working very effectively in the UK.  

In March 2015, working with our Volunteer and Patient Advocacy Service we began recruiting 

volunteers to carry out our surveys. Between April and May 2015 an initial pilot was conducted with 

questions targeted at the improving the patients experience when entering the hosptial’s atrium. 

The questionnaires were initally completed manually and the feedback entered onto a template for 

reporting and analysis. The response from the pilot was extremely positive but the paper 

methodology was found to be resource intensive. Hand-held tablet were introudued to enable the 

hospital so simulaneously run multiple surverys, programmed so that patients are only asked 

questions relevant to them, making complex surverys very quick and easy to complete and analyse.  

All our volunteers were trained on how to confidently approach patients and conduct interviews 

using the tablets. We next developed a survery in relation to the patient’s inpatient experience at 

the hospital mostly using questions from the mandatory National Inpatient Survey (NHS hospitals, 

England) with some bespoke local questions allowing us to also focus on other key areas for Tallaght 

Hospital. A similar approcah was adopted in devloping a survery to cpature feedback from patients 

attending OPD. In parallel to these face to face surveys, we carry out an extensive postal survey of 

1000 patients post discharge with a response rate of 45%.  

The findings from these face-to-face surveys have been uploaded directly from the tablets onto the 

internet on a weekly basis. This enables almost real time updating and analysis of the data. This has 

allowed close monitoring of trends by senior managers in the hosptial who have been responding by 

introducing improvments targeted at impriving the patient experience and monitoring their impact.  

 



Main goal(s) and aims of the Project  

Project aim:  

To have an efficient, systematic, comprehensive system in place in Tallaght Hospital for capturing 

and responding to patient feedback through surveys.  

The main goals:  

 To embed a systemic process with numerous media and avenues to capture patient views 

on the quality and safety of the hospital on all our services, including the environment in 

which we provide care.  

 Ensure findings can be proactively incorporated into iterative quality improvement projects 

(QIPS) which will drive continuous quality improvement  

 To provide a basis to measure overall patient satisfaction to benchmark the performance of 

the corrective QIP’s being effected to address issues identified from surveys.  

Outline of Approach – main steps taken to implement the Project  

 Site visit to Southampton General Hospital in the NHS to learn from their experience using 

volunteers to develop a sophisticated, well organised system which has evolved over the last 

few years to a solution where over 400 patient surveys are completed per month covering a 

range of questions in a variety of settings.  

 Gained Executive Management Team and Hospital Board support for the programme  

 Formed a internal project team to driver the programme  

 Developed a steering group with representatives from Medicine, Survey and Paediatrics to 

ensure the areas and questions selected were supported by staff throughout the hospital.  

 Commissioned support from an experienced external agency who provided support in 

question selection and framing and volunteer training. They also provided a technical 

solution which allowed almost real time updating and analysis of the data. 

 Completed a feasibility study on April/May 2015. Volunteers were recruited to carry out the 

surveys as patients are more likely to provide their honest opinion to the volunteers as 

opposed to staff as there is often an inaccurate perception that any negative comments 

would impact their case. Six volunteers over a 2 week period carried out paper based 

surveys of patients and visitors to ascertain their views about the facilities and overall 

environment of the hospital atrium  

 Introduction of hand-held tablet technology and training in their use for volunteers  

 Identified themes and areas for surveys for quarter 3 & 4 2015 to include Outpatients and 

Inpatients. These mostly included questions from the mandatory National NHS Surveys. 

These are all cogitatively tested so we could be confident of patient comprehension. The 

survey was further developed by taking into account other key areas that the hospital and its 

stakeholders wished for focus on. A similar approach was adopted when developing the 

Outpatient survey.  

 Rolled-out postal survey in September 2015 to 1000 patients post discharge  

 Feedback of results to relevant staff and departments so that they can identify areas for 

improvement and implement action plans  



 Implemented a range of quality improvement initiatives to improve patient experience  

 Agreed an expanded programme of surveys for 2016 which includes surveys in our 

Paediatrics, Emergency and X-Ray Departments as well as topic specific surveys in areas such 

as infection control and catering  


