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Patient Satisfaction Survey ==
— Resulls are encouraging &,

The Hospital Autherity commissianed the Schoal of Public Health and Primary Care of The

Chinesa University of Hong Kong to conduct the Patient Satisfaction Survey (PSS) in 2009, i"&
More than 5,000 patients responding through telephone interview revealed their experience as —ry

inpatients at the HA hospitals, The survey was carried out from June to October 2010. The objective of

the survey s to better undorstand patients’ experience during hospitalization for further impravement i

al 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

* Pationts had confidence and trust in their doctrs (87%) and nursas (88%)

* The vast majority of respandents (88%) agroed that they wera treated with respect during their stay in hospital

www.ha.org.hk - Corporate News — Special Reports;

HA_ Ghairman, Mr Anthony W, and Ghief Exscutive, Dr PY Leung, deeply appreciated the good work performed by our

colleagues to provide high quality service 10 the community, as well as te frank opinions of the patients.

“My thanks 9o o the PSS Task Force which has worked diligently to steer and propare
for the implementation of the survey, It provides a systematic and structured approach
for HA to gauge and  views. The patients’ views will cortainly help
shape the future of HA policies and imprave our quality of care.” ——

Mr Anthony Wu

“We know that our colleagues have always been working consclentiously and efficiently to
deliver professional heafthcare services of high ethical standards to our patients. On the other
hand, Itis equally important for us to understand the patients” perceptions and experiance. Onty
with their feedback can we truly treat patients as partners. | would like to thank the research

m and everyone who have contributed to this impartant 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@hoe.ha.org.hk

BRI R Em= T74/100

To read the full survey report, please visit m
o

Thu, 24 September 2015

Thu, 25 Sep 2014

Patient Experience and Satisfaction Survey & SOPE service satisfaction survey Qib%
Over 80% patients rate Good! mals positive ﬂgyg[][gmgﬂg[]gg

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

10 canduct the first Hospital-based Patient Experience and Satisfaction Survey in 2013. A validated short-form The Hospital Authority released the Report of 2014 Patient Experience and
Hong Kong Inpatient Experience Questionnaire was developed o collect and evaluate patients’ experiance and Survey on [e] Service.
satistaction levels. Over 3,500 patients from 7 major acute hospitals, one from each HA cluster, were interviewed. The findings are encouraging.

1 ~ -

gg% patients in doctors
patients T in nurses
- > . 7.7 8.6
\
‘ ing confidence

. , lce II.. their ovsmﬂ ax Brfeuce and trustin docmrs
81% patients rated doctors’ care =~ ‘ t ‘

. -
Bg% patients rated nurses’ care - / l.n
8 % patients rated healthcare assistants’ caré = 9 2 9 3

[ Having confidence and trust in Being treated with respect and
w Il other healthcare professionals dignity at SOPC
rated - - 6 and above (scores are on average and on an ascencing 10-poin scale)
-~
85% rated — ! 7 and above Patients at SOPCs wished to see improvements in:
- (out of a score of 0 -10. 10 is the best) - Information on logistic arrangement before or during the appointment

- Patient involvement in decision making concerning their medical treatment

Areas where patients wished to see improvement Information on seif-care aftor leaving the clinic

* information needed in patients’ care / recovery and medication side effects
= opportunity for their families or carers to talk to a doctor
14,000 patients from 26 HA SOPCs shared thelr views.

hLhankslgoltolthelH Alacutelnospitalsifogsupportinglandlcoordinatingjthelsurvey )
HA Management is gratetul to colleagues at the 26 SOPCs for their support during the survey period.
mmmﬁmm [pieaselvisii] The survey findings will play a vital part in helping to improve specialist outpatient service.

To chack out

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

Please send your suggestions via fax: 2808 0242 or e-mail: ehaslink@ho.ha.org.hk
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2013 | 2015
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$EL} o 30 | %4
WP ELIE & 9.3 | 9.5
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