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• 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%
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• 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-
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• Physical comfort and a clean, safe environment

• Empathy and emotional support 
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• Continuity of care and smooth transitions
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• Access to quality assured websites
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• Educator, facilitator, information broker

• Excellent communication  and negotiation skills

• Time for the patient

• Skilled team-worker

• Partners in care – patient is co-producer
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in treatment decisions?

(NHS patient surveys, England 2004)
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Not enough information about medicine 
side-effects
Not enough information about medicine 
side-effects

0

10

20

30

40

50

60
%

 p
at

ie
n

ts

Inpat
ie

nts

Outp
at

ients

Emerg
en

cy

Men
tal

 h
ea

lth
 

(NHS patient surveys, England 2004)



Not enough information to aid recoveryNot enough information to aid recovery
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Overview of national survey results (1)Overview of national survey results (1)

• Significant improvements in government’s target areas: 
hospital waiting times, cancer care and CHD

• Patients want more information, more involvement and 
more support for self care

• Hospital patients are becoming more concerned about 
hospital cleanliness

• Many patients need more help with pain relief

• Many patients want more information about their 
medicines

• More help needed with recovery and rehabilitation
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Overview of national survey results (2)Overview of national survey results (2)

• Levels of satisfaction are high and improving but overall 
ratings mask key problem areas

• Quality of patients’ experience is improving but more 
work needed to make NHS in England truly patient-
centred
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Problem scores : identify issues with 
room for improvement
Problem scores : identify issues with 
room for improvement

Shaded boxes indicate responses coded as a ©problem©. 

Were you told about possible side effects of your  
medications?

1 � Yes, definitely 65%

2 ���� Yes, to some extent 15%

3 ���� No 5%

4 � Not answered   15%

Both answers ‘Yes, to some extent’ and ‘No’ indicate room 
for improvement

20% (15%+5%) of service users answering this 

question reported a problem
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Compare results with others:  
‘External Benchmarking’
Compare results with others:  
‘External Benchmarking’



Compare results within your 
organisation:‘Internal Benchmarking’



Historical comparisonsHistorical comparisons



Linking similar questionsLinking similar questions

Outpatient

Insufficient time with Doctor 25.6%

Doctor didn’t always listen to patient 20.5%

Doctor did not always give clear answers 24.3%

Inpatient

Nurse did not always give clear answers 30.9%

Nurses talked in front of me as if I wasn’t there 28.7%
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• Examining performance across themes 

• Looking at aspects of the patient journey

• Focusing on areas where work is already underway
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“ It’s not the strongest species that survive,  
nor the most intelligent, but the most 

responsive to change.”

Charles Darwin
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Share results widelyShare results widely

• Make tailored presentations to as many groups as 
possible

• Promote understanding

• High profile event/workshop

• Encourage staff and patients to feed back ideas for 
improvement

• Share information locally

• Local media

• Websites

• Newsletters
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Link data with patient commentsLink data with patient comments

5% of outpatients were never told their test results.5% of outpatients were never told their test results.

“ I have never had any contact 
about the results of my tests.  I feel 
totally ignored and let down.  I had 
expected some kind of follow up 

appointment to discuss the results 
and any necessary treatment but I 

have heard nothing”

Patient comment



Communicate positive messages:
Mid Cheshire Hospitals NHS Trust
Communicate positive messages:
Mid Cheshire Hospitals NHS Trust



Develop an action planDevelop an action plan



Involving key stakeholders: 
Dudley Group of Hospitals NHS Trust
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Action planning and quality 
improvement
Action planning and quality 
improvement

Why involve
patients?

Why involveWhy involve
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CLINICIAN

• diagnosis

• disease aetiology

• prognosis

• treatment options

• outcome probabilities
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Next stepsNext steps

• Implement ‘quick wins’

• Ongoing two way feedback

• Monitor progress

• Keep up momentum

• Emphasise the positive
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Patients Accelerating Change (PAC)Patients Accelerating Change (PAC)

• National programme 
jointly sponsored by 
Picker and NHS Clinical 
Governance Support 
Team

• Worked with 53 hospitals 
since 2003

• 3rd phase commencing 
October 2005

• Planning expansion into 
Primary Care and Mental 
Health
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• Waiting areas

• Work across the health community
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• Local groups

• Voluntary organisations

• Use existing patients/carers
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Practical examples from PAC: 
Rotherham General Hospitals NHS Trust
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Immediate feedback 
on urology scans

=
Potential saving of 325 

outpatient 
appointments each 

year
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