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Providing people-centred care is central to Hospital Authority’s = : %
strategy. This report on 2015 HA Patient Experience and
Satisfaction Survey offers an insight into what inpatients in public
hospitals were saying about their healthcare experience. It also
serves to benchmark from patients’ perspectives our performance
in our ongoing efforts over the years to improve the quality of

inpatient services.

As a statutory body to manage all public hospitals in Hong Kong, HA’s long-term success
is closely intertwined with the perception of the patients, and our awareness and ability to

continually enhance the quality of our service delivery.

Our emphasis on building positive relationships with patients through service excellence
continues to reap rewards. Serving over 90% of inpatients in Hong Kong, HA hospitals
are favourably rated by our patients, with 86% of respondents rating their overall

experience as good to excellent.

The findings are an eloquent testimony to the ongoing dedication of HA’s 73,000 staff.
As the HA celebrates its 25th anniversary this year, I look forward to continuing to work
with my able team to uphold service excellence for our patients and the communities that

support us.

WM’) .

Professor John CY LEONG
Chairman

Hospital Authority
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The Hospital Authority’s success in upholding its mission of @" pr

Helping People Stay Healthy relies on our continued efforts to
improve the effectiveness and quality of our healthcare services
in meeting the evolving medical needs and expectations of the

public.

To seek out the perception of the patients toward public hospital
services, the HA has enlisted since 2010 a validated tool of

international standards to examine patients’ personal experience and satisfaction.

This report incorporated the findings of the 2015 HA Patient Experience and Satisfaction
Survey on Inpatient Service which was commissioned to the Jockey Club School of Public
Health and Primary Care of The Chinese University of Hong Kong. Among the 153,754
discharged inpatients, the Survey successfully interviewed 9,297 inpatients randomly

selected from 25 public hospitals during the survey period of July-November 2015.

I would like to take this opportunity to thank the research team for their essential work
to design and conduct the Survey. My sincere appreciation also goes to our patients who

gave their time so generously to participate in this study.

Patients are increasingly concerned about the performance of public healthcare services.
The views collected from this Survey are instrumental in helping us further our service
enhancement, while maintaining patients’ medical wellness remains at the heart of our

core values.
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DrPY LEUNG
Chief Executive

Hospital Authority
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The Jockey Club School of Public Health and Primary Care (JCSPHPC), Faculty of
Medicine, The Chinese University of Hong Kong (CUHK) was commissioned by the
Hospital Authority (HA) in 2009 to develop a tool for measuring patient experience and
satisfaction. The “Hong Kong Inpatient Experience Questionnaire (HKIEQ)”, which
was adapted from the General Inpatient Questionnaire of the Care Quality Commission
in England'”, was a locally-validated instrument used to conduct the first territory-wide
patient satisfaction survey among 5,030 discharged patients in the 7 Clusters of HA

hospitals™™.

JCSPHPC, CUHK was commissioned subsequently by HA in 2012 to develop a short
and validated version of HKIEQ (termed “Short-form Hong Kong Inpatient Experience
Questionnaire; SF-HKIEQ”) to efficiently and effectively collect and evaluate patient
experience and satisfaction levels; and to conduct the first Hospital-based Patient

Experience and Satisfaction Survey (PESS) using SF-HKIEQ in 2013

In line with HA’s plan to proactively gauge and report on patient experience in inpatient
setting on a regular basis, JCSPHPC, CUHK was commissioned again to conduct a
survey to codify the experience and satisfaction on inpatient service in 2015. This report

disseminates the findings of the 2015 PESS on Inpatient Service.

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Study Methodology

Taking into account the local context and the public hospital system in Hong Kong>*, the
tool for patient experience survey was designed and validated by the JCSHPC through
a rigorous, mixed methodology of qualitative and quantitative studies. A territory-wide
cross-sectional survey was conducted for patients who were discharged from any one of
the selected public hospitals (25 selected hospitals are listed in Appendix A) from 3 July
to 29 October 2015 inclusive.

survey Population

The survey was conducted from 14 July to 6 November 2015. An adequate sample of
eligible patients who was discharged from 25 public hospitals between 3 July and 29
October 2015 was recruited. Recruits must be aged 18 or above and had at least stayed
one night in the selected hospital. Patients admitted under the care of Psychiatric,
Obstetrics, Dentistry, Hospice, Infirmary, Paediatrics and Intensive Care services were not

included in this survey.

A total of 9,297 patients responded to the survey. The overall response rate was 83%
(ranging from 63% to 90% among the 25 public hospitals). Of the respondents, 55% were
under emergency or urgent admissions, 22% were admitted from a waiting list or planned
admission, and 23% were admitted from other sources such as hospital transfers. It was
noted that a comparatively smaller proportion of respondents living in elderly care homes
and patients aged over 80 were included in the survey in comparison with the overall
discharge population in the survey period. The details of demographic characteristics and

health status of the sampled patients are summarised in Appendix B.

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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survey Data - Standardisation

There was a variation in the patients’ demographic profiles across the 25 public hospitals
in age and gender. As these factors have been shown to influence respondents’ views and
experience, relative weightings were applied to individual patient’s responses to account
for the demographic variation. All evaluative items were weighted by age and gender
except the questions on demographics and self-perceived health status, which would be

presented in their original percentages.

A total of 18 core evaluative items in 4 dimensions of patient care were examined,

covering the patient journey from admission to discharge:

(1)  provision of care by hospital staff;
(2)  provision of different components of patient care and treatment;
(3)  provision of information on leaving hospital; and

4) overall impression to evaluate the patient’s experience and satisfaction
during hospitalisation.

In addition, one overarching question on patient’s overall experience during hospitalisation

was included.

The evaluative items would be rated by scores, which were converted from the categorical
responses to a particular question to a scale of O to 10. The score convertor for each
question is tabled for reference in Appendix C. The survey findings can then be used to
evaluate patient experience in HA’s inpatient service and identify priority areas for quality

improvement.

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Presentation of Survey Data

The key survey findings are presented in two formats: (i) a descriptive presentation of
the responses for each questions - percentage of response (Dashboards 1 - 6)*; and (i1) a
calculated score for each evaluative question by converting the range of responses into a
score on a scale of 0 - very poor experience to 10 - very good experience (Dashboard 7).
The text description of the questions are summarised in Appendix D and Appendix E, and

the scores of individual hospitals on each question are listed in Appendix F.

*  Percentages may not add up to 100% due to rounding
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The survey revealed an overall positive patient experience on inpatient service. The
overall experience was rated 7 or above (out of a score of 0-10) by 86%; 8 or above by
63% and 9 or above by 27% of the patients. The mean score of the overall experience of

the 25 public hospitals was 7.8, ranging from 7.5 - 8.2 (Dashboard 8).

The findings from the survey on different stages of patient journey were also encouraging.
Majority of the respondents were positive towards “provision of clear and understandable
answers to important questions”, “confidence and trust in healthcare professionals”, “pain
control”, “provision of clear and understandable explanation on how to take medication”

and “respect and dignity to patients”. The details are shown in Table 1.

Table 1: Care Aspects with Positive Feedback from Patients (Mean Score > 8.5)

Patient Experience Mean
Scores
Hospital Staff
Q3 Provision of clear and understandable answers to important 8.8
questions by doctors
Q4 Confidence and trust in doctors 9.3
Q5 Provision of clear and understandable answers to important 9.0
questions by nurses
Q6 Confidence and trust in nurses 9.4
Patient Care and Treatment
Q12 Pain control 9.4
Information on Leaving Hospital
QI3 Provision of clear and understandable explanation on how to 9.5
take medication
Overall Impression
Q17 Being treated with respect and dignity in hospital 9.5

o | PatientExperience and Satisfaction Survey on Inpatient Service 2015
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Several areas with relatively low scores or great variations across the hospitals (difference

between the highest and the lowest score among 25 public hospitals) are presented in

Table 2 and Dashboard 9, suggesting potential areas for improvement.

Table 2: Areas for Improvement for Inpatient Service

patient care and recovery to a family member

or someone else close to the patient

Areas with égfgtsixlllth
Patient Experience relatively y
great
low scores .
variations
Patient Care and Treatment
Q7 Being informed of the detailed aspects of 3.1
patients’ condition, treatment, operation or
procedure in a way that they could understand
Q8 Opportunity for a family member or someone 3.1
else close to the patient to talk to a doctor
Q9 Healthcare workers being able to discuss/ 3.8
comfort patients about their condition
Q10 Privacy given when discussing patients’ 5.3
condition, treatment or procedure
Information on Leaving Hospital
Q14 Being told about medication side effects to 54
watch for after discharge
QI5 Being told about any danger signals to watch 6.0
for after discharge
Ql6 Provision of all the information needed for 4.6 6.5

g9 | Patient Experience and Satistaction Survey on Inpatient Service 2015
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This Patient Experience and Satisfaction Survey (PESS) on inpatient service using the
locally-validated instrument was successfully conducted for 9,297 patients discharged
from any one of the selected 25 public hospitals in 2015. The response rate of the survey
was 83% which was higher than those of the PESS on inpatient service in 2010 (response
rate = 52%) and the Hospital-based PESS in 2013 (response rate = 73%).

The findings from the survey were positive and encouraging. The overall inpatient
experience was very good, with 86% rated 7 or above, 63% rated 8 or above and 27%
rated 9 or above on a scoring scale of 0 - 10 (mean score = 7.8). The patient experience
was found to be similar across all the 25 public hospitals. Majority of the respondents
were positive towards “provision of clear and understandable answers to important
questions”, “confidence and trust in healthcare professionals”, “pain control”, “provision
of clear and understandable explanation on how to take medication” and “respect and

dignity to patients”.

However, there is room for improvement in several aspects of patient experience with
relatively low scores. These included: (1) being told about medication side effects to
watch for after discharge; (2) being told about any danger signals to watch for after
discharge and (3) healthcare staff providing all the information needed for patient care and
recovery to a family member or someone else close to the patient.

This survey provided important insights for the hospital management and frontline
healthcare staff into delivering quality health care from patients’ perspectives. It also
served as an important platform for patient engagement in the care process. Further study
would be useful to identify the underlying factors for those aspects with relatively low
scores for continuous improvement and ensuring a positive patient experience.

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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List of 25 Public Hospitals Involved
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Appendix A

HA Clusters Name of Hospitals

BE R Bt

Hong Kong East 1) Pamela Youde Nethersole Eastern Hospital (PYNEH)
el S sk AT T 25

2) Ruttonjee and Tang Shiu Kin Hospitals (RHTSK)
ERUA KBl EE R

3) Tung Wah Eastern Hospital (TWEH)
FEER

Hong Kong West 4) Grantham Hospital (GH)
Cluster (HKWC) B e

%il/\
3 4
Rk 5) Queen Mary Hospital (QMH)

HERERSTT
6) Tung Wah Hospital (TWH)
FEER DT
Kowloon Central 7) Hong Kong Buddhist Hospital (BH)
ey EREE
8) Kowloon Hospital (KH)
JLEERS bR
9) Queen Elizabeth Hospital (QEH)
AR (S

Kowloon East Cluster  10) Haven of Hope Hospital (HHH)

USRI -
’ 11) Tseung Kwan O Hospital (TKOH)

R
12) United Christian Hospital (UCH)

BB G

5o | PatientExperience and Satisfaction Survey on Inpatient Service 2015
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Appendix A

HA Clusters Name of Hospitals

BEE e Bt

Kowloon West Cluster  13) Caritas Medical Centre (CMC)

(KWC) ik

UG 14) Kwong Wah Hospital (KWH)
B

15) Our Lady of Maryknoll Hospital (OLM)
SRR

16) Princess Margaret Hospital (PMH)
HEza 3B e

17) TWGHs Wong Tai Sin Hospital (WTS)
= AfLEERE

18) Yan Chai Hospital (YCH)

(BRI

New Territories East
Cluster (NTEC)

BT R

19) Alice Ho Miu Ling Nethersole Hospital (AHNH)
HMERE X [Pl AN T 2R B85t
20) North District Hospital (NDH)
bk B b
21) Prince of Wales Hospital (PWH)
P SR - B e
22) Shatin Hospital (SH)
/OB
23) Tai Po Hospital (TPH)
KI5

New Territories West
Cluster (NTWC)

ST PR

24) Pok Oi Hospital (POH)
THERRME

25) Tuen Mun Hospital (TMH)
B s
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Appendix B
i B

Demographics and Health Status of Respondents

=1 OUNEE -y S Y3
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Appendix B

Age i
Frequency %  Valid % Cumulative %
Valid 18-30 years old
1878305 516 5.6 5.6 5.6
31-40 years old
3125405 621 6.7 6.7 12.2
41-50 years old
41755015 847 9.1 9.1 21.3
51-60 years old
512560745 1597 17.2 17.2 38.5
61-70 years old
61257075 1890 20.3 20.3 58.8
71-80 years old
7158055 1944 20.9 20.9 79.8
81 years old or above
815551 F 1882 20.2 20.2 100.0
Total 9297 100.0 100.0
Answered by all respondents
Gender MRl
Frequency % Valid %  Cumulative %
Valid - Male 4738 510 510 51.0
5
Femal
;ma ¢ 4559 490 490 100.0
Total 9297 100.0 100.0
Answered by all respondents
Education level ZHERE
Frequency % Valid % Cumulative %
Valid No formal education / kindergarten
. - - 1443 15.5 15.5 15.5
SRBESBIEREE | 4itEE
Primary
JNEE 3384 36.4 36.4 51.9
Lower secondary (F.1 to F.3)
; _ 1445 15.5 15.5 67.5
I (F—Zf=)
Upper secondary (F.4 to F.5)
- 1906 20.5 20.5 88.0
Ef (PIUEST)
Matriculation (F.6 to F.7)
. N 193 2.1 2.1 90.0
R (FAZEF )
Post-secondary
e 210 2.3 2.3 923
B e
Tertiary or above
S 4 1 1 4
JEEEED | 66 7 7 99
Refuse to answer
st 52 0.6 0.6 100.0
BRI
Total 9297 100.0 100.0

Answered by all respondents

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Current living status

JEAEARDL

Appendix B

Frequency % Valid % Cumulative %
Valid Live alone
604 6.5 6.5 6.5
TaE
Live with family / others
e — 8284 89.1 89.1 95.6
FEZEA | HAMAREFE
Live in institution (Convalescent
Hosp¥tal / Rehabilitation Hospital/ 183 20 10 976
Hospital)
bedr (b / BERR / Bl)
Live in old age home
. 191 2.1 2.1 99.6
EYNT
Refuse to answer
e 35 0.4 0.4 100.0
ENGIERS
Total 9297 100.0 100.0
Answered by all respondents
Current work status T AEEIL
Frequency %  Valid % Cumulative %
Valid Retired
\ 5328 57.3 57.3 57.3
RIR
Unemployed
. 465 5.0 5.0 62.3
FZE
Full-time student
. . . 2
2 F s 86 0.9 0.9 63
Home-maker
s — 826 8.9 8.9 72.1
FIE Ll
Full-time worker
P 2404 259 25.9 98.0
Part-time worker
e 161 1.7 1.7 99.7
S
Refuse to answer
e 27 0.3 0.3 100.0
AHEE
Total 9297 100.0 100.0

Answered by all respondents

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Receiving any allowance from the government B2 EUFHI (T $2E)

Appendix B

Frequency % Valid % Cumulative %
Valid I ;hd not receive any allowance 4464 43.0 43.0 430
2H
I received one of the following
allowance 4822 51.9 51.9 99.9
H
Refuse to answer
e 11 0.1 0.1 100.0
AREEE
Total 9297 100.0 100.0
Types of allowance & H/jHYFEH Frequency %%
(could choose more than one answer) (1] %5E247H) (Yes) ¢
Comprehensive Social Security Assistance (CSSA) 520 12.0
SGettgrERD $RE) ‘
Disability Allowance
o 316 6.6
(2
Old Age Allowance
s 3925 81.4
RS
Others
> 7 0.1
Answered by all respondents
Current health condition FRIFHYEEEARNL
Frequency % Valid % Cumulative %
Valid Very good
A 44 0.5 0.5 0.5
IR
Good
2975 32.0 32.0 32.5
fE
Fair 4996 537 53.7 86.2
—fi%
Poor
o 1240 13.3 13.3 99.5
7=
Very poor
A 36 0.4 0.4 99.9
IR =
Refuse to answer
st 6 0.1 0.1 100.0
AEREE
Total 9297 100.0 100.0

Answered by all respondents

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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EQ-5D — Mobility 178}

Appendix B

Frequency %  Valid % Cumulative %

Valid I have no problems in walking about

oI AP ®) » 4 FE TR 8 6le 619 oL

I have slight problems in walking

about 1912 20.6 20.6 82.5

WHTE AR

I have moderate problems in walking

about 964 10.4 10.4 92.9

WHITENA T REfTRE

I have severe problems in walking

about 411 4.4 4.4 97.3

WHTEN A B E

I am unable to walk about

AT ) 244 2.6 2.6 99.9

?é%%%answer 8 0.1 01 100.0
Total 9297 100.0 100.0
Answered by all respondents
EQ-5D - Self-Care H IR

Frequency % Valid % Cumulative %

Valid I have no problems washing or

dressing myself 6544 70.4 70.4 70.4

AL IR SR GAR TN A AT

I have slight problems washing or

dressing myself 1579 17.0 17.0 87.4

AL SR B EAR T A B R

I have moderate problems washing or

dressing myself 614 6.6 6.6 94.0

AL SRR GATT IR A T FRE

I have severe problems washing or

dressing myself 370 4.0 4.0 98.0

WAL SR B EFAR T 18 A e 2B R

I am unable to wash or dress myself

B E CHRRER 220 2d 7

Refuse to answer

REEES 8 0.1 0.1 100.0
Total 9297 100.0 100.0

Answered by all respondents

gg | PatientExperience and Satisfaction Survey on Inpatient Service 2015
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EQ-5D - Usual Activities (e.g. work, study, housework, family or leisure)

EEED GUTIE < B 5 - FERARES)

Appendix B

Frequency % Valid % Cumulative %
Valid I have no problems doing my usual
activities 5467 58.8 58.8 58.8
WREEIT P EIEE) - (AR
I have slight problems doing my usual
activities 1505 16.2 16.2 75.0
BATHEST VS T E A B R
I have moderate problems doing my
usual activities 1492 16.0 16.0 91.0
BAFET P EJEEN T A R
I have severe problems doing my
usual activities 516 5.6 5.6 96.6
AR T Vo 5B U5 A R e R
I am unable to do my usual activities
NN 309 33 3.3 99.9
PR TP 58
Refuse to answer
s 8 0.1 0.1 100.0
ABRIEE
Total 9297 100.0 100.0
Answered by all respondents
EQ-5D - Pain / Discomfort ¥JF / FNEFER
Frequency % Valid % Cumulative %
Valid I have no pain or discomfort
o . 4393 47.3 47.3 473
B E TR A EF iRk
I have slight pain or discomfort
© E5 e . 3498 37.6 37.6 84.9
WP IR A EF I
I have moderate pain or discomfort
"y . 1180 12.7 12.7 97.6
RGP A ET I
I have severe pain or discomfort
N X 201 22 22 99.7
RSB E R A &7k
I have extreme pain or discomfort
"y . 17 0.2 0.2 99.9
R (SR LI RES T N il
Refuse to answer
st 8 0.1 0.1 100.0
A FEEE
Total 9297 100.0 100.0

Answered by all respondents

Patient Experience and Satisfaction Survey on Inpatient Service 2015
EhERAERRBEENEREAE



EQ-5D - Anxiety / Depression £ / JHEE

Appendix B

Frequency %  Valid % Cumulative %
Valid I am not anxious or depressed 6310 67.9 67.9 67.9
WABEEESOHE ' ‘ '
I am slightly anxious or depressed
PR 0 £ B 2197 23.6 23.6 91.5
I am moderately anxious or depressed
N . 646 6.9 6.9 98.5
W GTEEEEOH
I am severely anxious or depressed
e o 118 1.3 1.3 99.7
WS EEESCHE
I am extremely anxious or depressed
s s . 18 0.2 0.2 99.9
B HRE fE B0 H 2
Refuse to answer
P 8 0.1 0.1 100.0
AHREE
Total 9297 100.0 100.0

Answered by all respondents

Having longstanding condition(s) RHIGEEARMT

Frequency % Valid % Cumulative %
Valid I do not have a long-standing condition
N r . 3853 41.4 41.4 41.4
HAA LT prit ey & B SRS 1E
I have one of the following longstanding
conditions 5438 58.5 58.5 99.9
A LUT BTy & 5 #1500
Refuse to answer
o 6 0.1 0.1 100.0
FBREE
Total 9297 100.0 100.0
Types of longstanding conditions =85 #E AT HIFERH Frequency o
(could choose more than one answer) (0] #5E267H) (Yes) 0
Valid Deafness or severe hearing impairment 3 0.6
PN Y ek ‘
Blindness or partially sighted 2% 0.5
PN EEG L (7SS '
A long-standing physical condition 29 0.5
RIS AR ‘
A learning disability 9 0.2
BB s ‘
A mental health condition 114 51
T TR R 0 '
A long-standing illness
EBER
Heart disease
- 1243 22.9
AW 30
Hypertension
G 1 .
= 1B 3715 68.3
Diabetes
" 2149 39.5
A7
Cancer
240 4.4
Others
i 882 16.2

Answered by all respondents

go | PatientExperience and Satisfaction Survey on Inpatient Service 2015
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Long-standing condition(s) cause any difficulty [K=Hi.EF&R0 5 | B A RIS

Appendix B

Frequency % Valid % Cumulative %
Valid No difficulty with any of these
7 S TSR 4 A PE Bl e 302
I had some difficulty with the
following conditions 3455 37.2 63.5 100.0
HA LUT B ey S Eh R
Total 5438 58.5 100.0
Missing  System 3859 41.5
Total 9297 100.0
Condition with difficulty Ff5 |EHY R Frequency o
(could choose more than one answer) (FA[#E5%TH) (Yes) ¢
Valid Everyday activities that people your age can usually
do 3209 92.9
AT — BB [EFLH N R ED)
At work, 1111: ed‘uca;uon, or training 617 179
TAE ~ FEEEsE
Access to builfli\ngs‘, street, or vehicles 203 5.8
AT ~ HIE S '
Reading or writing
BRI “ b2
People’s attitudes to you because of your condition 75 0.7
ftt NEHRHIREEE '
Communicating, mixing with others, or socializing 179 59
i~ Bt ASIAE ~ 2CEH '
Any other activity
(EfT T 7 o0

Answered by the respondents who had long-standing condition(s)

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Appendix C
i C

Scoring of Evaluative Questions

B AR
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Appendix C

Hospital Staff BZ& A B
No. Question Response option Score
25t | EH IR AL 54
Yes, always 10
When you had important questions | &% H
to gsk a doctor, did your doctor Yes, sometimes
provide a clear and understandable 5
BIEEES
Q3 answer to you?
A BRI R R AN o B Ijjo 0
AR ERREREE | 4H
HYEE ? I had no need to ask
B A MR
Yes, always 10
—H#WE
Did you have confidence and trust in v metim
Q4 | the doctors treating you? g;;ﬁ;g ©s 5
IRE2IEIRIVBEAZARBL ? RS
No 0
RE
Yes, always 10
When you had important questions | & 7H
to ask a nurse, did the nurse provide a Yes, sometimes
clear and understandable answer to 5
0 CiEEEs]
Q5 | you?
EirH EREE RS T AR o {fjo 0
T H R ERREREE | 4H
HYEE ? I had no need to ask
B A MR
Yes, always 10
Did you have confidence and trust in ;E%ﬁ -
Q6 the nurses treating you? eHs, sometimes 5
Gl SRt I G e L
0
e 0

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Appendix C

Patient Care and Treatment J5 A FVZEEE 57 G
No. Question Response option Score
At | EH IR AL 5
Yes, completely 10
Were you told the detailed aspects of | A » 774
your %onditiogil,. t‘[rcatmlt:nt., operation or Yes, to some extent S
procedure and its results in a way you , o
Q7 could understand? v A REEE
BB HGH IR R | No 0
TREE RIS ~ A/ Filstrs | 4H
FREEER 2 I did not need such information
AR A R &k
Zje;j gﬁnitely 10
SEE
Yes, to some extent 5
__Fa
If your family or someone else close ORELR
to you wanted to talk to a doctor, did Iio 0
they have enough opportunity to do H
Q8 | s0? (In hospital) No family or friends were
BAOFRANBIRBRIAFTZER | involved
XK Mg raERAeEE | (ERHRED) SWeaBLER,
el ? My family did not want or need information
WIIR AR FES A R &R
I did not want my family or friends to talk to
a doctor -
A I N BRI A\ 188 A= A8
Yes, definitely 10
Whenever you got worries or fears wHH
about your illness or the treatment, did | Yes, to some extent
the healthcare workers discuss / =] 5
Q9 | comfort you about your condition?
aRRHECHRE AR AR | N 0
SRR B A B a2
IR [ERET i / 228K 2 I had no worries or fears
B H BRI
Were you given enough privacy when Yes, always 10
discussing your condition, treatment —HAH
Q10 (:i prgﬁedurez i ‘ Yes, sometimes 5
EEE N\ BaminnnEts - e | AiHEE
FMfEFlE - AR [,
A o 0
/13
Yes, definitely
Did you think the hospital staff have ar=] 10
done everythmg they could to help Yes, to some extent
Q12 | control your pain? o g 5
IREERE B R AR [
(RS ? No o
H

gy | Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Appendix C

Information on Leaving Hospital HBeiF Rty E:
No. Question Response option Score
A5t | EH BIH paL 4
Yes, completely 10
H g
Were you told in clear and Yes, to some extent 5
understandable way on how to take H o FREEE
QI3 | your medication? No
s A B CE RN | s 0
SRS I did not need to be told how to take my
medication ——
E Rl A LU SR i 4 5
Yes, completely 10
A +oiEE
Did a mt?mbe.r of staff tell you about Yes, to some extent
medication side effects to watch for | 4o prgoper - 5
Q14 | when you went home?
Bt \ B S vEifE | No 0
=R BHE
I did not need an explanation
B AT Z At A fhe
Yes, completely 10
Ho +oiEE
Did a member of staff tell you about Yes, to some extent
any danger signals you should watch | 75 » Ffgps | 5
Q15 | for after you went home?
S\ B ESTHRERR N | NO 0
CER SRR ? Gl
It was not necessary
A2 E TR
Yes, definitely 10
EHE
Did the doctors or nurses give your Yes, to some extent 5
family or someone close to you all HIEE EA
the information they needed in your |
Q16 | care and recovery? Y1 0
B EGE LA A EIRR AR : : :
IRES N R AT S R B AR I}/Ijo farrlnly or frlengs were involved N
My family or friends did not want or need
information ——
IR NG AR At NS At &k

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Appendix C

Overall Impression EXfEFI%
No. Question Response option Score
By | EH B TR
Yes, always 10
Overall, did you feel you were treated | —EHEA
with ljespect.and dignity while you Yes, sometimes
Q17 | were in hospital? ey 5
HEFET S - RESERIE A YA S
B3 ? No .
B
Excellent / Very Good 10
IEEHF
Good
7.5
%
How would you rate the care you Fair
Q18 | received from the doctors? i 5
R EETHMER A RrEH ? =
Poor )5
- .
Ve\r}'/ poor 0
EEE
Excellent / Very Good 10
IEEHF
Good 75
How would you rate the care you 4
19 received from the nurses? Fair 5
QU rehsrmsturgs /B | -1
B Poor )5
- .
Ve\ry poor 0
IEE=
Excellent / Very Good 10
IEEH
Good 75
How would you rate the care you iF :
received from the healthcare Fai
Q20 | assistants? jn 5
IR EHEHME BTSRRI /i] =
B Poor
9 2.
- 5
Ve\ry,/ Roor 0
IEHE=

g6 | Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Appendix C

Overall Impression (continued) EXZEE15: ()
No. Question Response option Score
&5t | -EH IR Ay 4
Excellent / Very Good 10
L
%"Od 75
Overall, how would you rate the care
21 you received? Fair 5
QU s (Rt Rs | n
=23
ﬁ&ﬁﬁ*ﬁ {? Poor 55
Very poor 0
IEE =

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Appendix D
i D

Descriptive Analysis of Results

SR SRR A AT

gg | Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Appendix D

* Percentages of responses may not add up to 100% due to rounding.

E 77 EEARRTEGA N (7 B TR BE I 100%%

Admission to Hospital A5 (Q1 - Q2)

Q1&Q2. Types of admission
ABt R

Frequency % Valid %  Cumulative %

Valid Emergency or urgent admission
through A&E Department
L B L S T T S 5069 54.9 55.5 55.5
e
Waiting list or planned in
advance 1990 21.6 21.8 77.3
I {2 2K P R Seat 2
Other admission (e.g. hospital
transfer) / Emergency or urgent
admission not through A&E

Department 2078 225 22.7 100.0
HoAth R R (AR 2E s
P E A SIEE AT
Total 9137 99.0 100.0
Missing  System 92 1.0
Total 9229 100.0

Hospital Staff &3E A & (Q3 - Q6)

Q3. When you had important questions to ask a doctor, did your doctor provide a clear and
understandable answer to you?

EfREEERERRAERNRER  BEFIAERREAETEREMANEE ?

Frequency % Valid %  Cumulative %
Valid Yes, always
S 6768 73.3 80.0 80.0
Yes, sometimes
’ 1349 14.6 15.9 95.9
BIEEEE]
No
. 343 3.7 4.1 100.0
gl
Don't know / Can't remember
N 1 0.0 0.0 100.0
AHIE FEARE
Total 8462 91.7 100.0
I had no need to ask
o 767 8.3
A MEEEM
Total 9229 100.0

Answered by all respondents

Patient Experience and Satisfaction Survey on Inpatient Service 2015 |
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Appendix D

Q4. Did you have confidence and trust in the doctors treating you?

RE2aIRRERHEDL ?

Frequency Y% Valid %  Cumulative %
Valid - Yes, always 8110 87.9 87.9 87.9
—HH#A ' ' '
Yes, sometimes
: 861 9.3 9.3 97.2
HEHEA
No
. 257 2.8 2.8 100.0
H
Don't know / Can't remember
N 1 . . 100.
AHIE GLARE 0.0 0.0 00.0
Total 9229 100.0 100.0

Answered by all respondents

Q5. When you had important questions to ask a nurse, did the nurse provide a clear and
understandable answer to you?

EfrE EEEENELARHE - BRI AaRRAE R R ERHEENEE ?

Frequency % Valid %  Cumulative %

Valid Yes, always

S 7153 77.5 82.1 82.1

Yes, sometimes

’ 1365 14.8 15.7 97.7

BIEEEE]

No

. 197 2.1 2.3 100.0

H

Don't know / Can't remember

N 1 0.0 0.0 100.0

AHIE GLARE

Total 8716 94 .4 100.0

I had no need to ask 513 5.6

A MEREEM '
Total 9229 100.0

Answered by all respondents

Q6. Did you have confidence and trust in the nurses treating you?

R IRERHE LR AEREL ?

Frequency Y% Valid %  Cumulative %

Valid Yes, always

e i 8300 899  89.9 89.9
g%ﬁggﬁmes 766 8.3 8.3 98.2
2{% 162 1.8 1.8 100.0
%);D%‘ﬁga%%t remember 1 0.0 0.0 100.0
Total 9229 1000 1000

Answered by all respondents

20 Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Patient Care and Treatment 5 A HYEH ;2 /65 (Q7 - Q12)

Q7. Were you told the detailed aspects of your condition, treatment, operation or procedure
and its results in a way you could understand?

B\ BA A AR R R B IREVER  JaR / THIEVAERER ?

Frequency Y% Valid %  Cumulative %

Valid Yes, completely

B 4y 6273 68.0 69.2 69.2

Yes, to some extent

’ 2117 22.9 234 92.5

HoFEEEE

No

. 675 7.3 7.5 100.0

SH

Total 9065 98.2 100.0

I did not need such information 164 18

TImEEAHRAER )
Total 9229 100.0

Answered by all respondents

Q8. If your family or someone else close to you wanted to talk to a doctor, did they have enough
opportunity to do so?

BAMRRE NSRRI AR R AR » e S H eGSR ?

Frequency % Valid %  Cumulative %

Valid Yes, definitely

A 3362 36.4 54.9 54.9
Y t

g?;;ffg ent 1805 196 295 84.4
7R IS

No 955 10.3 15.6 100.0
=] ' ' ’
Don't know / Can't remember

REDE /SO 3 0.0 0.0 100.0
Total 6124 66.4 100.0

(In hospital) No family or friends

were involved 337 3.7

((EPpeiAf) W ERAER
My family did not want or need
information 2678 29.0
YR AN FHECA TR &R
I did not want my family or
friends to talk to a doctor

HAFAZ N SRR A B1EE 89 1.0
Total 9229 100.0

Answered by all respondents

Patient Experience and Satisfaction Survey on Inpatient Service 2015 n
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Q9. Whenever you got worries or fears about your illness or the treatment, did the healthcare

workers discuss / comfort you about your condition?

WRIRE B CRYRFECERA RE B BNRHER - B A RAE A BRI B E R /

FEHRIR ?
Frequency Y% Valid %  Cumulative %
Valid Yes, definitely
. 3700 40.1 60.1 60.1
SaEaps]
Yes, to some extent
’ 1303 14.1 21.2 81.3
H—EE LA
No
e 1152 12.5 18.7 100.0
/X
Total 6156 66.7 100.0
I had no worries or fears
N 3073 333
g H B oS
Total 9229 100.0

Answered by all respondents

Q10. Were you given enough privacy when discussing your condition, treatment or procedure?

EREN SN ITAYRE GRS TFMETR  HSE OB ARIIRAR ?

Frequency % Valid %  Cumulative %

Valid - Yes, always 7674 832 832 83.2
—EHH#H
Yes, sometimes
A 284 3.1 3.1 86.2
zioﬁ 1268 13.7 13.7 100.0
bid
Don't know / Can't remember

e 3 0.0 0.0 100.0

A1 S

Total 9229 100.0 100.0

Answered by all respondents
Q11. Were you ever in any pain during admission?
B - AR Y ERENERE ?
Frequency % Valid %  Cumulative %

Valid Yes
%5 4130 447 447 447
N
w‘;ﬁ_ 5099 553 553 100.0
=

Total 9229 100.0 100.0

Answered by all respondents

Q12. Did you think the hospital staff have done everything they could to help control your pain?
RERRENERRERNEEIRREREE ?

Frequency Y% Valid %  Cumulative %
Valid Yes, definitely
. 3858 41.8 93.4 93.4
EHA
Yes, to some extent
’ 1 2.1 4. 2
R A %8 i %8
No
. 4 . I. 100.
A 7 0.8 8 00.0
Total 4130 44.7 100.0
Missing ~ System 5099 553
Total 9229 100.0

Answered by all respondents who experienced pain

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Information on Leaving Hospital [R5tV EER (Q13 - Q16)

Q13. Were you told in clear and understandable way on how to take your medication?

BEA SR SAERBYRMEIRH B SRR ?

Frequency % Valid %  Cumulative %
Valid Yes, completely
. 6903 74.8 91.8 91.8
B Horme
Yes, to some extent
’ 423 4.6 5.6 97.4
HoFEEEE
No
. 193 2.1 2.6 100.0
BH
Total 7519 81.5 100.0
I did not need to be told how to
take my medication 346 3.7
PRI M A B I B IR EE
Total 7865 85.2
Missing  System 1364 14.8
Total 9229 100.0

Answered by all respondents

Q14. Did a member of staff tell you about medication side effects to watch for when you went

home?

BE B AEMREYREIER ?

Frequency % Valid %  Cumulative %
Valid Yes, completely
. 2 . 44, 44,
B s 3280 35.5 6 6
Yes, to some extent
’ 1394 15.1 19.0 63.6
o FEELE
No
S 2675 29.0 36.4 100.0
Total 7350 79.6 100.0
I did not need an explanation 515 56
LA T At AR ’
Total 7865 85.2
Missing  System 1364 14.8
Total 9229 100.0

Answered by all respondents

Q15. Did a member of staff tell you about any danger signals you should watch for after you

went home?

BE A B ASHMRERERIYNOEREERENR ?

Frequency % Valid %  Cumulative %

Valid Yes, completely

B sy 4075 442 46.6 46.6

Yes, to some extent

’ 2090 22.6 23.9 70.5

Ao FREEL

No

e 2582 28.0 29.5 100.0

Total 8747 94.8 100.0

It was not necessary

s ‘o 482 2

A S ERE i >
Total 9229 100.0

Answered by all respondents

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Q16. Did the doctors or nurses give your family or someone close to you all the information they

needed in your care and recovery?

B 4 e 5 H IR R ASRRB IR AR BUE BRATEOR S 8 Bh R R /IR R R 7

Frequency % Valid %  Cumulative %
Valid Yes, definitely
o 2160 23.4 30.5 30.5
B
Yes, to some extent
’ 2008 21.8 28.4 58.9
HREE A
No
e 2908 31.5 41.1 100.0
/X
Total 7075 76.7 100.0
No family or friends were
involved 1337 14.5
AR NBH A S
My family or friends did not
want or need information 816 8.8
WHIR N BGHA f 7R 22 A '
REER
Total 9229 100.0

Answered by all respondents

Overall Impression BEEF15 (Q17 - Q22)

Q17. Overall, did you feel you were treated with respect and dignity while you were in hospital?

EENS  FESERIMAESERIIEE ?

Frequency % Valid %  Cumulative %
valid  Yes, always 8458 91.6 916 91.6
—EHH#H ' ' '
Yes, sometimes
: 663 7.2 7.2 98.8
HEHER
No
. 108 1.2 1.2 100.0
SH
Total 9229 100.0 100.0
Answered by all respondents
Q18. How would you rate the care you received from the doctors?
TRERREHE R A HHREYEHE ?
Frequency % Valid %  Cumulative %
Valid Excellent / Very Good
- 633 6.9 6.9 6.9
FEH 4
Good
6597 71.5 71.5 78.3
4
Fai
an 1846 200 20,0 98.3
—f%
Poor
o 126 1.4 1.4 99.7
7=
Very poor
A 20 0.2 0.2 99.9
IR
Don't know / Can't remember
e a 6 0.1 0.1 100.0
A1 S
Total 9229 100.0 100.0

Answered by all respondents

n Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Q19. How would you rate the care you received from the nurses?

RS HEE S ReV R / R 7

Frequency Y% Valid %  Cumulative %
Valid Excellent / Very Good
. 571 6.2 6.2 6.2
FEH 4
Good
6987 75.7 75.7 81.9
33
Fair 1533 16.6 16.6 98.5
—f%
Poor
o 131 1.4 1.4 .
- 3 99.9
Very poor
A 1 1 100.
JE e 8 0 0 00.0
Total 9229 100.0 100.0

Answered by all respondents

Q20. How would you rate the care you received from the healthcare assistants?

IR ERREHE B E B R Y ReVE T /IR 2

Frequency % Valid %  Cumulative %
Valid Excellent / Very Good
- 464 5.0 5.0 5.0
IR
Good 6684 724 724 77.5
4
Fair 1817 19.7 19.7 97.1
— {2
Poor
. 227 2.5 2.5 99.6
yach
Very poor
Ny 4 4 4 100.
St 3 0 0 00.0
Don't know / Can't remember
N 3 0.0 0.0 100.0
AHIEEOAEE
Total 9229 100.0 100.0

Answered by all respondents

Q21. Overall, how would you rate the care you received?

BENS > REMREERA2IE B ERSEK ?

Frequency Y% Valid %  Cumulative %
Valid Excellent / Very Good
. 465 5.0 5.0 5.0
FEH 4
Good
6636 71.9 71.9 76.9
33
Fair 1936 210 210 97.9
—f%
Poor
o 1 1. 1. .
- 65 8 8 99.7
Very poor
A 1 2 2 .
St 8 0 0 99.9
Don't know / Can't remember
N 8 0.1 0.1 100.0
ARIEEEOAEE
Total 9229 100.0 100.0

Answered by all respondents

Patient Experience and Satisfaction Survey on Inpatient Service 2015 »
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Q22. Overall, how would you rate the inpatient experience, scores ranging from 0 (very poor
experience) to 10 (very good experience). What was your score?

WRB(RE BRI H—EERD - B 0GFE ZRVELEER) 2 10 GRE FrIER

&y > BERESE TS0 ?

Frequency Y% Valid %  Cumulative %
Valid 10 873 9.5 9.5 9.5
9 1641 17.8 17.8 27.2
8 3334 36.1 36.1 63.4
7 2109 229 229 86.2
6 851 9.2 9.2 95.4
5 293 32 3.2 98.6
4 48 0.5 0.5 99.1
3 36 0.4 0.4 99.5
2 20 0.2 0.2 99.7
1 6 0.1 0.1 99.8
0 17 0.2 0.2 100.0
%;D%‘ﬁga%c%t remember 3 0.0 0.0 100.0
Total 9229 100.0  100.0

Answered by all respondents
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b+ E

Calculated Scores of Evaluative Questions

S TR SR
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Appendix E

*Range. Difference between the highest score and the lowest score among 25 HA

hospitals
gl © 25 B E s [ e s R R (L A
Overall 22885745
Mean | Lowest | Highest
No. |Question Score Score Score | Range’
R’ | EH Fghy | &Ry | s | #iE
Hospital Staff B3:E A &

When you had important questions to ask a
doctor, did your doctor provide a clear and
Q3 understandable answer to you? 8.8 8.1 94 1.3
A EEEERERAENRE - BEREAN
IR AR R R E Y EE ?

Did you have confidence and trust in the doctors
Q4 |treating you? 9.3 8.9 9.8 0.9
IR aImVRERLEREL ?

When you had important questions to ask a
nurse, did the nurse provide a clear and

Q5 |understandable answer to you? 9.0 8.1 94 1.3
ErAEEMEE LR - LA AER
IriefER REIRHA VS E 7

Did you have confidence and trust in the nurses
Q6 |treating you? 9.4 8.9 9.9 1.0
IR IR R 2 A B ?

Patient Care and Treatment jj5 A FYEEHH K JG658F
Were you told the detailed aspects of your
condition, treatment, operation or procedure and its
Q7 |results in a way you could understand? 8.1 6.6 97 3.1
B8 N\ B2 A (e SRR R (E fRBA B URAY
T ~ SRR [ TR AR SR 7

If your family or someone else close to you
wanted to talk to a doctor, did they have enough
Q8 |opportunity to do so? 7.0 5.9 9.0 3.1
AR R N BRI R A SRR AR - (i
METEH ARG B 2

Whenever you got worries or fears about your
illness or the treatment, did the healthcare workers
discuss / comfort you about your condition?

Q0 st CimE R LR RE R | 73 | 36 94 | 38
ez - BN AL RIRHITE R FERET i /&
#RIR 2

Were you given enough privacy when discussing
your condition, treatment or procedure?

QIO e\ mapimimioneny - omen gy | 84 | 42 ) 95 | 53
I > HIZA B ARHIRAR ?

Did you think the hospital staff have done
everything they could to help control your pain?

Q2 \yriassis  mmemmh=mpivnmn | 24 | 73 | 99 | 26
%9

- Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Overall #8575

No.
RE5R

Mean
Question Score

#H 55y

Lowest
Score

T4(%s)

Highest

Score

SR=aN
1 7J

Range*
i [

Information on Leaving Hospital H PR RALHIE R

Q13

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

S\ B R R SR T R B B AR 9.5
2 0

9.0

9.9

0.9

Q14

Did a member of staff tell you about medication
side effects to watch for when you went home? 5.4

BN B ST EEYIREIER ?

3.9

6.8

2.9

Q15

Did a member of staff tell you about any danger
signals you should watch for after you went
home? 6.0
BN B A ETREZRE T N R
fEREEuR ?

4.7

7.2

2.5

Q16

Did the doctors or nurses give your family or
someone close to you all the information they
needed in your care and recovery? 4.6
B4 B AR IR R NSRBI IREI A SR
R TEOR Z B B R BEAE /TR 2

0.6

7.1

6.5

Overall Impression BF8F152

Q17

Overall, did you feel you were treated with respect
and dignity while you were in hospital? 9.5

BRI S > IRRGEREYHA A REEE ?

9.1

9.9

0.8

Q18

How would you rate the care you received from
the doctors? 7.1

IR ERRHERE R R /aE ?

6.7

7.7

1.0

Q19

How would you rate the care you received from
the nurses? 7.2

ISR R A R EE TR 2

6.7

7.7

1.0

Q20

How would you rate the care you received from
the healthcare assistants? 7.0

/S HE BB B e Y R 7

6.3

7.7

1.4

Q21

Overall, how would you rate the care you
received?

RIS S - IR IR AUR2IE R E R E & 7.0

B

6.5

7.7

1.2

Q22

Overall, how would you rate the inpatient
experience, scores ranging from 0 (very poor
experience) to 10 (very good experience). What
was your score? 7.8
WIS E R R R R BB (F H—(E48E 0 i
0FEH Z=RIEREAEER) F 10 GRH Ay ERAE
By EHIRgE TS0 ?

7.5

8.2

0.7

Patient Experience and Satisfaction Survey on Inpatient Service 2015
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Appendix F
M4+ F

Scores of Individual Hospitals

(In order: HKEC, HKWC, KCC, KEC, KWC, NTEC and NTWC)
ARl g

(R By : BRIRBE - BEEBE - JUETBRE - JURETRBE -
TUREFERRAE ~ S SRR S ST Paeee)
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