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People-centred Care

This concept extends
beyond providing patients with

the best-possible services,

although that is always our top priority.
It also acknowledges the importance of

having a caring heart,
even when we are busy or a patient is
demanding, as well as
good two-way communication,
which is indispensable for understanding
and meeting a patient's needs.
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Insights from Hospital Authority’s
Patient Experience / Satisfaction

Surveys (PESS):

What is good?
What need to be improved?



Patient Experience and

Patient Hospital-based Satisfaction Survey on
Satisfaction Patient Experience and Specialist Outpatient
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Patient Experience and Satisfaction Survey
Over 80% patients rate Good!

The HA commissioned the Jockey Club School of Public Health and Primary Care, The Chinese University of Hong Kong

Patient Satisfaction Survey ==
— Results are encouraging &,

The Hospital Authority commissioned the School of Public Health and Primary Care of The .

T 3

Chinese University of Hong Kong to conduct the Patient Satisfaction Survey (PSS) in 2009, di &
More than 5,000 patients responding through telephone interview revealed their experience as -
inpatients at the HA hospitals. The survey was carried out from June to October 2010. The objective of
the survey is to better understand patients’ experience during hospitalization for further improvement
of service quality. Overall results of the survey are encouraging as patients in general are highly
satisfied with the service provided by the hospitals and the staff:

* Most of the patients (80%) rated the care they received as excellent, very good, or good
« Patients had confidence and trust in their doctors (87%) and nurses (88%)
 The vast majority of respondents (88%) agreed that they were treated with respect during their stay in hospital

mg Toread the full survey report, please visit ,
www.ha.org.hk - Corporate News - Special Reports £}

HA Chairman, Mr Anthony Wu, and Chief Executive, Dr PY Leung, deeply appreciated the good work performed by our
colleagues to provide high quality service to the community, as well as the frank opinions of the patients.

“My thanks go to the PSS Task Force which has worked diligently to steer and prepare
for the implementation of the survey. l«mmm:symmnmsmwwm
for HA to gauge and analyse patients' views. The patients’ views will certainly help
sl\lumiumndmmamhvwwwnyum -

Mr Anthony Wu

-
“We know that our colleagues have always been working conscientiously and efficiently to
deliver professional healthcare services of high Wllnll standards to our patients. On the other
hand, it is equally he patients’ Only
with their feedback can we truly treat patients as partners. | would like to thank the research
‘team and everyone who have contributed to this important study, in particular, our patients for
their frank opinions and feedback.”

Dr PY Leung

Please send your suggestions via fax: 2808 0242 or e-mail: ehaslink@ho.ha.org.hk

Overall rating of care = 74

to conduct the first Hospital-based Patient Experience and Satisfaction Survey in 2013. A validated short-form
Hong Kong Inpatient Experience Questionnaire was developed to collect and evaluate patients’ experience and

saisfaction levels. Over 3,500 patients from 7 major acute hospitals, one from each HA cluster, were interviewed.

i
H

« indoctors
/= in nurses

83% patns | Yot
patients ’-""ﬂ’l

7 e
81% patients rated doctors’ care ) il“"ﬂlt l
% patients rated nurses’ care ey ) l.“ -
83% patients rated healthcare assistants’ care = 7

/
A
bs
¥ /
92% rated ~ < 6 and above
rated = /= 7 and above
"‘ (out of a score of 0 -10. 10 is the best)

5
Areas where patients wished to see improvement

* information needed in patients’ care / recovery and medication side effects
* opportunity for their families or carers to talk to a doctor

fThanksTgoltolthelHAtacutelhospitalsiforsupportinglandcoordinatingjthelsurvey

W

Please send your suggestions via fax: 2808 0242 or e-mail: ehaslink@ho.ha.org.hk

Overall rating of care =72
Overall experience = 80/100

The Hospital Authomy released the Repan of 2014 Patient Experience and

Survey on Sp Outp Service.
The findings are encouraging.
é &
Patients rate Having confidence

their overall expenence and trust in doctors

Having confidence and trust in Being treated with respect and
other healthcare professionals dignity at SOPC

(scores are on average and on an ascending 10-point scae)

Patients at SOPCs wished to see improvements in:

- Information on logistic arrangement before or during the appointment

- Patient involvement in decision making concerning their medical treatment
- Information on self-care after leaving the clinic

The HA commissioned the Jockey Club School of Public Health and Primary Care of The Chinese
University of Hong Kong to conduct the survey from July to December last year. A total of around
14,000 patients from 26 HA SOPCs shared their views.

HA Management is grateful to colleagues at the 26 SOPCs for their support during the survey period.
The survey findings will play a vital part in helping to improve specialist outpatient service.

ings of the survey, please visit: -

Overall experience = 7.7 /10
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BEED, What have we learnt ?
What matters? What can be done?



Patient Experience and
Satisfaction Survey on
Specialist Outpatient

Service 2014
BHIBRAEBEBEAREHE

13,966 patients
26 clinics
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Positive / Impressive

Areas for improvement
(significant low Score)

e Confidence and trust
- doctor (9.6)
- other HCP (8.7)

* Treated with
respect and dignity
(9.3)

* Overall experience
(7.7)

* Healthcare staff introducing themselves
(0.9)

* Healthcare staff discuss / comfort worries
or fears (5.2)

* Involvement in decision about care and
treatment (3.9)

* Able to care for oneself (5.9)

Providing information on

* new medication given (4.1)

* medication side effects of new drugs (3.4)
 danger signals to watch for (3.7)

* contact information (3.0)

Outpatient 2014




Hospital-hased
Patient Experience and

Satisfaction Survey 2013
BARGERAERRFHREERERS

3,566 cases
from

/ acute hospitals
1 from each
cluster

(Short form)



Patient Experience and Satisfaction Survey 2013
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Patient Experience and Satisfaction Survey 2013
Calculated Scores (Q17-Q22)

I

Overall Impression

Q | Overall, did you feel you were treated with respect 93
17 | and dignity while you were in hospital?
Q | How would you rate the care you received from the

74
18 | doctors?
Q | How would you rate the care you received from the 75
19 | nurses?
Q | How would you rate the care you received from the 74
20 | HCA?
(211 Overall, how would you rate the care you received? 72
?2 How would you rate the overall inpatient experience?| 80

0

5

015 20 25 30 35 40 4 5 5 60 6 0 75 &0 8 % 9% 10




Patient Experience and Satisfaction Survey 2013
Calculated Scores (Q3-Q16)

When you had important questions to ask a doctor, did your doctor

the information they needed for your care and recovery?

3
:I: o provide a clear and understandable answer to you? 81
D] Q4 | Did you have confidence and trust in the doctors treating you? a0
When you had important questions to ask a nurse, did the nurse
Qs . 82
provide a clear and understandable answer to you?
D] Q6 | Did you have confidence and trust in the nurses treating you? 93
Patient Care & Treatment
Were you told the detailed aspects of your condition, treatment,
0] a7 . . ] 77
operation or procedure and its results in a way you could understand?
Qs If your family or someone else close to you wanted to talk to a doctor, 54
did they have enough opportunity to do so?
<- Zb > ‘ Whenever you got worries or fears about your illness or the
Q9 | treatment, did the healthcare workers discuss / comfort you about 65
:D your condition?
Were you given enough privacy when discussing your condition,
Q10 90
D] treatment or procedure?
Q12 Did you think the hospital staff have done everything they could to 94
help control your pain?
D] Information on Leaving Hospital
Did a member of staff tell you in clear and understandable way on
Q13 o 20
how to take your medication?
Q14 Did a member of staff tell you about medication side effects to watch 43
23 -> ‘ for when you went home?
Did a member of staff tell you about any danger signals you should
Qi1s 63
watch for after you went home?
Did the doctors or nurses give your family or someone close to you all
Q16 gIvey y y a7




o . Areas for improvement
Positive / Impressive g . .
(significant low Score / variation)

 Confidence and

Trust
- doctors (90) * Opportunity to talk to doctor
- nurses (93) (54, 44-64)

e Care with respect

and dignity (93) * Inform medication side effect

(43, 31-53)

* Overall inpatient  Information for care / recovery
experience (80) (47, 39-60)

Inpatient 2013



Patient
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urvey 2010 _

BABEREEAEHS In-Patient
5,030 cases
from

25 acute hospitals

’ (Long form)
Qr - 4




Q53

Q54

Q55

Qs6

Qs7

(Overall Impression)

Overall Impression

Q53

Overall, did you feel you
were treated with respect
and dignity while you were
in hospital?

94

Overall, did you feel you ware treated with respect and
dignity while you ware in hospital?

How would you rate the care you raceived from the
doctors?

How would your rate the care you received from the
nursas?

How would you rate the care you raceived from the
healtheare assistants?

Overall, haw would you rate the carg you received?

Q54

How would you rate the
care you received from
the doctors?

76

Q55

How would you rate the
care you received from
the nurses?

77

Q56

How would you rate the
care you received from
the healthcare assistants?

75

Q57

Overall, how would you rate
the care you received?

74




Patient Care and Treatment

Overall HA Performance

(Patient Care and Treatment)

026 Sometimes in a hospital, a member of staff will say one
thing and another will say something quite different.
Did this happen to you?

Q27 Were you invelved in decisions about your care,
treatment or procedure?

029 Was there enough information about your condition,

treatment or procedure given to you?

Q30 If your family or someane else close to you wanted to
talk to a doctor, did they have enough opportunity to
do so?

Q31 Whenavar you got worrias or fears about your illnass or
the treatment, did the healthcare workeres discuss/
comfart you about your condition?

Sometimes in a hospital, a member of

0510
<« worse

[

15 20 25 30 35 40 45 50 55 8D B8 70 75 B0 85 90 % 1N

better ->

- U~ I
Satisfaction Scares

Q [staff will say one thing and another will
. L o 196
26 |[say something quite different. Did this
happen to you?
Q |Were you involved in decisions about
16
27 |your care, treatment or procedure?
Was there enough information about
Q .
59 [Your condition, treatment or procedure |81
given to you?
Q If your family or someone else close to
30 |ou wanted to talk to a doctor, did they |62
have enough opportunity to do so?
Whenever you got worries or fears
Q |about your illness or the treatment, 57
31 [(did the healthcare workers discuss /

comfort you about your condition?




Overall HA Performance

(Leaving Hospital)

Q40 Were you involved in decisions about your discharge
from hospital?

Q44 On the day you left hospital, how long was the
delayed discharge?

Q45 Did a member of staff clearly explain the purpose of
the medicines you were to take at home in a way you
could understand?

Q46 Did a member of staff tell you about medication side
effects to watch for when you went home?

Q47 Were you told in clear and understandable way on
how to take your medication?

Q48 Were yeu given clear information about your
medicines (included written or printed)?

Q49 Did a member of staff tell you about any danger
signals you should watch for after you went home?

Q50 Did the dectors or nurses give your family or someone
close to you all the infoermation they needed in your
care and recovery?

Q51 Did hospital staff tell you who to contact if you were
worried about your condition or treatment after you
left hospital?

Q52 Did you feel the given contact information was useful?

Leaving Hospital

Were you involved in decisions about your

s

(———1

0% 10
<-worse

13

0 2% 30

Satisfaction Scores

35 40 43 %0 35 €0 63 70

75 80 85 90 &5 100

better ->

Q40 discharge from hospital? 26

Q44 [How long was the delay? 95
Did a member of staff clearly explain the

Q45 |purpose of the medicines you were to take at 93
home in a way you could understand?
Did a member of staff tell you about

Q46 |[medication side effects to watch for whenyou | 74
went home?
Were you told in clear and understandable way

Q47 . 92
on how to take your medication?

Q48 Were you given clear information about your 95
medicines (included written or printed)?
Did a member of staff tell you about any

Q49 (danger signals you should watch for after you 66
went home?
Did the doctors or nurses give your family or

Q50 [someone close to you all the information they| 53
needed in your care and recovery?
Did hospital staff tell you who to contact if

Q51 [you were worried about your condition or 43
treatment after you left hospital?
Did you feel the given contact information was

as2 |9 = 97

useful?




" : Areas for improvement
Positive / Impressive N .
(significant low Score / variation)

* Confidence and * Involved in decisions about your care,
Trust treatment or procedure?
for doctors (92) (16, 13-21)

for nurses (94)

* Healthcare staff discuss / comfort

e Treated with worries or fears (57, 54-66)
respect and
dignity (94) * Information for care and recovery
(53, 42-59)

* Rate care received | ¢ Information on who to contact if worry
(74) (43, 36-47)

Inpatient 2010



Patient Experience and

Fatient Hospital-based Satisfaction Survey on
Satisfaction Patient Experience and Specialist Outpatient
S”’”gy 2010 Satisfaction Survey 2013 Service 2014
BABESEERERE BB FAERREEAEERERS BHPIEFACREREREEEE

Summary: Key findings / Areas for improvement



Outpatient Inpatient Inpatient
Positive / Impressive 2014 2013 2010
(out of 10) (out of 100) (out of 100)
 Confidence and trust
doctor 9.6 90 92
other HCP 8.7 93 94
* Respect and dignity 9.3 93 94
* Overall rating 7.7 72
* Overall experience 80 74




Outpatient | Inpatient Inpatient
Areas for improvement 2014 2013 2010
(out of 10) (out of 100) (out of 100)

e Opportunity to talk to doctor 54 (62)

* HC staff introducing themselves 0.9

* Involvement in decision about care / 3.9 16
treatment

» HC staff discuss / comfort worries 5 2 (65) 57
or fears

* Able to care for oneself 5.9

Information on

* medication side effects 3.4 43

* new medication given 4.1

» danger signals to watch for 3.7 (62) (66)

e care and recovery 47 53

e contact information when they 3.0 43

have worry




For better patient care,
engagement, partnership

PAN &2 Person-centred Care

(2 B29R Professional Healthcare

1= L»=#%#F Benevolent heart & Practice

on

Provide important and
necessary information
admission / treatment / discharge
and at out-patient clinic



For better patient care,
engagement, partnership

Communication (Talk & Discuss)
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