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NHS Patient Survey Programme

All NHS organisations in England carry out a survey of
patients’ experience every year

Standard methodology

Surveys developed and co-ordinated by Picker
Institute on behalf of the Healthcare Commission

Almost 1 million patients have participated in 15
surveys since 1998

Response rates range from 42%-75%




What do patients want?

Fast access to reliable health advice
Effective treatment delivered by staff you can trust

Involvement in decisions and respect for patients’
preferences

Clear, comprehensible information and support for self-
care

Physical comfort and a clean, safe environment
Empathy and emotional support

Invelvement of family and friends and support for carers
Continuity of care and smooth transitions
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Overview of national survey results (1)
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> rlospital patlents are pecormning more concarnad agour
nosolal cleanliness

> Many pailenis need more nelp witn pain relief

> Mlany patents want more INformaiorn apour mneir

rmedicinas

> More nelo needead witn recovery and renaoilitaion
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Proplem scores : identify Issues with
room for improvement

snaded voxes indicaiz responses codad as 2 ©Oroolem©

Were you old agour possiole side effects of your
medicaions?

L Yes, deinizly 52%0
2 Yes, 1o some extent 15%
3 No 5%

4 Not ansyerad 159%
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20% (15%+5%) of service users answering this

(uestion reporied a problerm
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Historical comparisons
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Linking similar questions
Outparjent

Insufrficient tirnea witn Doctor
Doctor didn’t always listen to patient

Doctor did not always glve clear answers

Inpatient
Nurse did not always give clear answers
Nurses talked in front of me as If 1 wasn’t
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Share results widely

Promoie understanding
rlign oroflle 2veniworKsnoo

Encourage sialf and patents o jeed
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Link data with patient comments

“I have never had any contact
about the results of my tests. | feel
totally ignored and let down. | had
expected some kind of follow up
appointment to discuss the results
and any necessary treatment but |
have heard nothing”

Patient comment
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Develop an action plan

..........................................................................................






Action planning and quality
improvement
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Local groups
Voluniary organisaions
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Further iInformation

VISIT: www.plcKeraurope.orgy

Ernail: danizlle.swain@opickereurope.ac.ux

Telephone: +44 1365 203100



