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Abstract

In recent years, the research trend of foreign people's satisfaction with medical
treatment has gradually developed into a patient's medical experience-oriented, in order
to be close to the public's medical treatment situation and actual feelings. and this study
analyzed the results of six surveys on the rights and interests of the public of holistic,
Western medicine, Chinese medicine, Dental, Hospitals and Outpatient Dialysis in
2014-2019, the explanation is as follows.

First, is about the satisfaction survey method, topic design, and the medical rights
and interests of the subjects. The results of the study found that: (1) The survey methods
and tools in various countries mainly use telephone interviews or letters, and most of
the telephone parts use local calls for questionnaire interviews, and countries that use
letters, telephones and mixed modes mainly use letters to interview Mainly, when the
patient cannot be contacted, the telephone and e-mail are further used for access. As far
as taiwan’s survey methods are concerned, telephones are mainly used, and mobile
phone surveys are added, which are not limited to the part of local calls, and more
research objects can also be included.

(2) Among the surveyed subjects, Taiwan include patient who is over 18 years old
or is over 18 years old. However, in various countries, the conditions are set for each
medical department.

Second, From the results of medical satisfaction analysis, it is found that : (1) In
each of Global Budgeting departments (Western medicine, hospital, Chinese medicine,
outpatient dialysis, dentist and holistic), they are satisfied with the overall medical
results and diagnosis and treatment environment. (2) In the question, whether there are
patients seeking medical treatment on holidays, and the number of patients who

answered "Yes" has increased in Western medicine and dental departments, but the



Chinese medicine department has a downward trend. The reason for this problem has
been found after inspection It may be caused by the change of the questionnaire content
of the questionnaire. Due to the different questionnaire questions and questioning
methods in each year, the survey results may change. It is recommended to unify the
questioning methods that can be investigated to avoid differences in investigation
results. (3) The survey results of the total amount of hospitals show that the National
Health Insurance Department currently implements telemedicine, but it is not widely
used. It is recommended to cooperate more with regional and regional hospitals to
provide access to people in need of medical treatment, which can reduce the travel time
caused by medical treatment. The situation without medical treatment. It is also possible
to add shuttle buses for various medical institutions, and set up more stops in areas with
lower transportation convenience, so as to increase the willingness of the public to seek
medical treatment. (3) The hospital Global Budgeting survey results show that people
are unwilling to see a doctor because of the long time for medical treatment. It is
recommended that you can use telemedicine to reduce the problem of travel time to the
doctor.

Third, in the future, this plan will further analyze the performance facet indicators
of my country and foreign countries, and complete the results of the supervision
indicators and provide policy recommendations in 2019.

The plan has also completed the results of the supervision indicators for 20109.
Based on the monitoring performance part of the overall operation of health insurance
in 108 vyears, the results are positive in terms of efficiency, medical quality,
effectiveness and financial aspects, but the "resource allocation™ aspect is biased
towards negative The result shows that there is still room for improvement, and it is
advisable to continue to observe and to further develop relevant improvement plans.

At present, the monitoring indicators are quite diverse, but only a small part of the



indicators can be compared with foreign countries. Because the health insurance
systems of various countries are different, and my country and the total amount of
departments are classified, foreign countries are mainly based on the entire medical
institution. As for the indicators of individual diseases, since the National Health
Insurance Agency has conducted monitoring and review for individual diseases, it is
considered that there is no need to repeat them. In view of the supervision indicators,
this study puts forward the following points:

First, the monitoring performance of the overall operation of health insurance in
the year of 2019 showed positive results in terms of efficiency, medical quality,
effectiveness” and financial aspects, but the "resource allocation” aspect was biased
towards negative results, indicating that there was still progress and progress. The room
for improvement requires continued observation and attention, and relevant
improvement plans can be further developed.

Second, in the calculation method of the supervision indicator 2.4 "The
distribution of the average daily rate of nursing care in acute wards", my country uses
monthly weighted calculations, while foreign countries use the average number of
nursing staff excluding beds (Aiken, 2012). Due to different calculation methods, it is
impossible to compare with foreign values. In the future, it is recommended to add
statistical items to facilitate the possibility of international comparison.

Third, for the improvement direction of the supervision indicators: 1. Indicator 2.1
"Surgical infection rate” is currently presented with a semi-annual monitoring period.
Because foreign data is presented annually, it is recommended to present it annually,
and calculate the supervision value of the supervision index with reference to
international definitions to achieve international comparability. 2. Indicator 1.5 "The
number of patients and the proportion of outpatient services in western medicine at the

grass-roots level and in hospitals™.It is recommended that hospitals be further divided



into medical centers, regional hospitals and regional hospitals to understand the medical
care of each level of medical variability. 3. Indicator 4.1 "Observe the ratio of the
highest to the lowest two groups of physician manpower (each department) based on
the development level of the township and urban area.” The ratio is used to facilitate
subsequent improvement studies for counties and cities with too large differences.

Third, the relevant supervision indicator 3.1 "Public satisfaction with the medical
results of medical institutions (various departments)™ is used to understand the public's
satisfaction with the rights and interests of medical treatment. However, the survey was
a sample of the residents who responded to the city calls from 2017 to 2019.The number
falls between 1032 and 1034, while the sample number of mobile phones is only 301
to 505. Given the limited number of samples, whether the number of samples of the
sample survey results is sufficient to represent the satisfaction of the people with the
total amount of departments is still questioned by some scholars and needs further
discussion. Therefore, it is recommended to expand the number of samples and include
multiple survey methods to obtain more representative survey results, and then
cooperate to modify the supervision indicators

keywords : people satisfaction, medical rights, medical quality, supervision indicator
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OECD 9 WHO R be £ 5 R R

health lives or health status improvement &£ & # = |V % % % v v
B ORE B R R i

appropriateness of care if & P& &g % v v v

competence or capability it 4 % % v
Responsiveness » J& 1+ \Y; \Y; \Y \Y

Safety = » % % v v

patient experience &Jﬁ = % % % v v

Accessibity ¥ i1 % % v v v

continuity of care P& £ if 4§ |+ Y, Y]
Efficiency/Effectiveness »x 5 fr3 »x it v v v v v

Macroeconomic efficiency % gig s 5 v

unit costs H i+ = & v v v
Equity =T % % % v

equity of health care gﬁ B RE o T v v

equity of responsiveness = L ek it v v

equity of access %% FaT s T Y Y Y Y v

equity of financial contributions v v

A ke T

TR kR o Hurst, J., & Jee-Hughes, M. (2001). Performance measurement and performance management in OECD health systems. » Canadian Institute for Health Information.
(2013). A Performance Measurement Framework for the Canadian Health System (Updated November 2013). Canadian Institute for Health Information.
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o i
Accessibity ¥ 17+ Availability of primary care providers 4~ & if- it # i ¥ * {2

Children’s access to primary care providers 52 3 $ff 4~ % i it 3%

K i §

Avallablllty of mental health/chemical dependency providers = 32
R F RIf K T AT

Annual dental visit # -& 7 e A &

Availability of dentist 7 F§ IV 1T M

Adults’ access to preventive/ambulatory health services = * J&EF
BIAIF 2 f Ry PR T2

Adult Initiation of prenatal care = + A % & &

Availability of obstetrical/prenatal care providers & #1/4 = i i

BT g

Low birth-weight deliveries at facilities for high-risk deliveries and
neonates & & '& A WIrAT4 20l 4 B E A Mk &

Availability of language interpretation services % 3 #8: /R ixh

GRS
Responsiveness & &% The Member Satisfaction Survey ¢ R s & A3 &

Survey descriptive information 33 # 4 i 2 F 3
Efficiency/Effectiveness Advising smokers to quit (in Member Satisfaction Survey)i® %
P oy st AEAA(LgRBRLAENS)

Beta blocker treatment after a heart attack « %p & iFis i@ *
SRR 2 UPRY

The health of seniors & & JF,Z gk E

Eye exams for people with diabetes #% 7 5 B iﬁ Pl i A

Flu shots for older adults & & & i g 3 7 3248

Cervical cancer screening =+ g 5 /& & 1

Breast cancer screening ' & #

Childhood immunisation status 3% & # & &=

Adolescent immunisation status § > & # %

Treating children’s ear infections /5% 7% & e 2 i R 4

Prenatal care in the first trimester | % % #p g w & &

Low birth-weight babies ! 4 %8 & #2 4 ¢h% 2

Check-ups after delivery 4 4.5 chs 2

Follow up after hospitalisation for mental illness ## 4¢ ;5 J G Fx i




AV ES SRR B TR

e i

health lives or health status | Well-child visits in the first 15 months of life 2 s2 d1 4 {55 15
improvement & 2 jE e gk | B2 mfj*u;C = #i
Bk nen L

Well-child visits in the third, fourth, fifth and sixth year of life %
SNy Z o~ Fw o~ BT 2 G2 ERgaidk

Adolescent well-care visit 3 > # i3 |

Frequency of selected procedures iE Z i #% cip 5

Inpatient utilisation -- non-acute care A.Fef|* -2L4& (4 pR &

Ambulatory care p ¥ e 3%

Caesarean section and vaginal birth after caesarean rate (VBAC
-rate) 2L A (52 A frisig A 5 (VBAC )

Discharge and average length of stay for females in maternity
care A ¥ iRiE? 4 Mehdi e F fo T o A Y

Births and average length of stay, newborns #7# s2e3d1 2 4v
T30 pE

Frequency of ongoing prenatal care it {7 & = #& & g &

Mental health utilisation -- percentage of members receiving
inpatient day/night and ambulatory services ##¢ &4 1 * -
3 R AR B IRIE A (%)

Readmissions for specified mental health disorders % =k #¢ i
B A e 5o~

Chemical dependency utilisation -- inpatient discharges and
average length of stay i+ & i &f {2 e f * - fags 4 N T
ESRENEN:= 01

Chemical dependency utilisation -- percentage of members
receiving inpatient, day/night care and ambulatory services

CE R R G s P RBEICM BRI
(%)

Mental health utilisation - inpatient discharges and average
length of stay I G2 & 1% -G s 4 e o0 o pr

Readmission for chemical dependency F]it 5 iz {+m £ =
» F(%)

Outpatient drug utilization F* 2 * (%)

T &R : Hurst, J., & Jee-Hughes, M. (2001). Performance measurement and performance management in OECD health
systems.,Braithwaite, J., Hibbert, P, Blakely, B., Plumb, J., Hannaford, N., Long, J. C., & Marks, D. (2017). Health system
frameworks and performance indicators in eight countries : a comparative international analysis. SAGE open medicine, 5,
2050312116686516.
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% 3 WREEE REM L F 0 2 ik

e i

Accessibity ¥ 174 Surgery rates for CABG and PTCA %k & 7% MEsg £ jiv 2 T g
Y1k 5 B HBATOL S

Surgery rates for hip replacement (aged 65 or over) 65 # 12
[ H AL & £ prend jivs

Surgery rates for knee replacement (aged 65 or over) 65 # 12 *
[ H AL & £ prend e

Surgery rates for cataract replacement v p F& ¥ $& £ pren+ i

3‘_‘;«

Size of inpatient waiting list per head of population T 35 f

Xiz X #c

Adults registered with an NHS dentist & * NHS 7 %5 PR A%
oS

Early detection of cancer, composite consisting of target
population screened for breast cancer & & 5* B d vt

CERED

Early detection of cancer, composite consisting of target
population screened for cervical cancer & # =+ ¥ 3¢ e d v

(F2Ar)
Efficiency/Effectiveness Disease prevention and health promotion % of target population
e st vaccinated g fEfAend v (F A T)

Inappropriately used surgery, composite consisting of age
standardised : # if § eE e o 2 R E I E L

rates of D&Cs performed in women under 40 40 p 12 = %
S g SR £ e 4 %

surgical intervention rates for glue ear (grommet surgery) *#
B L e 5 (k£ )

Acute care management, composite consisting of age
standardised A PR E g 1T o rof D HRE L E

admission rates for severe ENT infection & 2 f xR %

SEIEN £

kidney/urinary tract infection %~//gig g % &

heart failure = % % (%)

Asthma # =4 (%)

Diabetes #% 7 7 (%)

Epilepsy i (%)

10
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i

i

Efficiency/Effectiveness

*;;Z,2 ﬂfr"ﬁ B

Mental health in primary care volume of benzodiazepines ¥ =
FLMES b sty oI

Cost effective prescribing composite, consisting of £ 5 = # 7%

i SR

NIC/PU of combination products i % e 55k 2 & 5

e L
E e

NIC/PU of modified release products i & pe £ 55k & 5

e33R (T

NIC/PU of drugs of limited clinical value i & P& ‘5 2% &2
A&y iRk il E

NIC/DDD of inhaled corticosteroidfu = » 4% & F % i
Er el EREGKE 5 P AL

Discharge from hospital, composite consisting of rate of I} fx

Food T LR e

rate of discharge to usual place of residence within 56 days
of emergency admission from there with a stroke (ages 50
and over) Bf% »Fats 56 % P R DIW B e end)
P (50 gk 2 12 )

rate of discharge to usual place of residence within 28 days
of emergency admission from these with a fractured neck of
femur (ages 65 and over) "% ¥ 3 ¥ 370 R F ,iﬁf E et
28 2 R FiE o R B et F(65 k2 )

Responsiveness » i1+

Day case rate =+ p % it &

Casemix adjusted length of stay 5 & e & 33 B i = #ic

Unit cost of maternity (adjusted for casemix and market forces)
Al A AR p b e b e B4 B ERE)

Unit cost of caring for patients in receipt of specialist mental
health services (adjusted for casemix, quality and market
forces) #est % fhow TG B JRARPE BRGE L F 0 2 A (1045
Fbles o FEACD 4 L2701 AK)

% of generic prescribing - 4k £ et st
g

11
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ot e 2 gy -5

i

i

Responsiveness » Ji& 1+

Patients who wait less than 2 hours for emergency admissions
(through A&E) %2 3|2 B [ PFenE Lo A (L @%A;c 3

,\_, F/ » P’D)

Patients with operations cancelled for non-medical reasons on
the day of, or after, admission » fx§ % 2 2_ {5 F]2L %5 B R F]
By £ g %

Delayed discharge from hospital for people aged 75 or over, per
1,000 of those aged 75 or over and not in hospital. 75 # g« 12
A A et Gl 75 R Fenk @ 1000 AR A

P?‘:D A% l/}lJ

First outpatient appointments for which patient did not attend,
percentage A %*c g, H e XA

Percentage of those on waiting list waiting 12 months or more
ExrHEALBY AL EZ

health lives or health status

improvement £ & 4 & & i
Bk L

i

Standardised all cause mortality ratio (ages 15-64 and 65-74)
Bl irg R Fl5v = 5(15-64 & 2 65-74 )

Cancer registrations — the summation of age and sex-
standardised rates for the following cancers : g % 32— F
T f0E #4fo BRI 1 i e

malignant neoplasm of the stomach 5 Z 474 %

malignant neoplasm of trachea, bronchus, and lung # ¥ -
EF N R e R B

malignant melanoma of the skin & % &+ 2 ¢ % %
other malignant neoplasm of female breast * 4 5 5 e H &
R el R

malignant neoplasm of cervix uteri + ¥ 3¢ &% & |+ "6.7%

death rates from = & A %

all malignant neoplasms (people aged under 75) #r3 &+
(75 A T )

all circulatory diseases (people aged under 75) *7% #% &

suicide and undetermined injury ¥ f % AP Frenig T i
&

12
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1 I
health lives or health status Deaths from accidents standardised mortality ratios from
improvement £ & 2 & & i | accidents and adverse effects ¥ zc7 = A #c¥ qefr? L %

Bk nen L

$ 9 R g

Conceptions below age 16 (rate, girls aged 13-15) 16 g 12 ™ &
% 4 %t 5 (1315 g ek 3%)

Decayed, missing and filled teeth in five year olds, average
number I & 523 07 W A4 2 Tk E

Adverse events/complications of treatment composite,
consistingof : Ja e & et LE EH/FFog o ¢

age standardized 28 day emergency readmission rates # #
N2 FEL T

surgery for hernla recurrence i F 8 % + #7(%)

Emergency admissions to hospital for people aged 75 or over,
per 1000 population # 1000 * # 75 g r2 b et & » e

Emergency psychiatric readmission rates B%‘ EAMEAFL > RF

Infant mortality composite, consisting of : 8 2 % 38 7= = & »

v

A5 G

stillbirth rates = & %

mortality rates 7=

Cancer 5 year survival rates - composite indicator, consisting of
age standardized & 5 & 4 & F-SF Edp ik 0 d £ R E

survival rates from breast cancer (ages 15-99) ' e /%

% (15-99 &)

survival rates from cervical cancer (ages 15-99) + § % & <
% 7 % (1509 )

Potentially avoidable mortality composite, consisting of (with
age and sex standardisation where possible) : & ¥ #F £ 0

P FE LR f4E(R T R E o R )

mortality from peptic ulcer (ages 25-74) " i* {2 if 3 e+ =
% (25-74 )

maternal mortality (ages 15-44) % # %75+ = 5 (15-44 )

7 4% &k & tHurst, J., & Jee-Hughes, M. (2001). Performance measurement and performance management
in OECD health systems.,Braithwaite, J., Hibbert, P., Blakely, B., Plumb, J., Hannaford, N., Long, J. C.,
& Marks, D. (2017). Health system frameworks and performance indicators in eight countries : a
comparative international analysis. SAGE open medicine, 5, 2050312116686516.
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i

i

health lives or health status
improvement i & 4 & & ik
Bk nen L

mortality from tuberculosis (ages 5-64) %% a7 % (5-64

)

mortality from Hodgkin’s disease (ages 5-64) 7.+ £ < g 7=
< 5 (5-64 )

mortality from chronic rheumatic heart disease (ages 5-44)
Hb B Rop e 2 5 (5-44 1)

mortality from hypertensive and cerebrovascular disease (ages
35-64) % i RAcfaid F A op i< 5 (35-64 )

mortality from asthma (ages 5-44) # v 5+ = 5 (5-44 &)

mortality from appendicitis, abdominal hernia, cholelithiasis
and cholecystitis (ages 5-64) R & » L0 F 0 BT g e
"% < % (5-64 k)

mortality from CHD in persons under 65 65 # 12 T A 3 5w
:}P‘:,r = _‘?

In-hospital premature deaths, composite consisting of age
standardised : Fp & Hp = o & FERE L E &

30 day perioperative mortality rate 30 % =+ jirlp 7> = &

30 day mortality rates following myocardial infarction (MI)
(ages 50 and over) 3T % (MI){¢ 30 % 7= F(50 & %
)

F R % & tHurst, J., & Jee-Hughes, M. (2001). Performance measurement and performance management
in OECD health systems.,Braithwaite, J., Hibbert, P., Blakely, B., Plumb, J., Hannaford, N., Long, J. C.,
& Marks, D. (2017). Health system frameworks and performance indicators in eight countries : a
comparative international analysis. SAGE open medicine, 5, 2050312116686516.
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~ et B PR AR k5 »k(Health System Performance, HSP){= 2% » & d f#F
A AR IR B BB 4 £ & A F M 3 ¢ o (Canadian Institute for Health
Information, CIHI) » % Fe 57 % > 2 & - H & = 4p B 2 B REM & 2 §ocip ik
(Government of Canada, 2002,Braithwaite et al., 2017) -

TA A S EEREREN S e 2 4pih 0 AV TR Y 0 Ry
3 RELEFIFFITROBE 48 PP AIE TS AE ELEHP R
W/ELEZRNEHEDx e a S oy safiiis ks ER LR
(Acute myocardial infarction, AMI){s i@ * T e #9%:3 B2~ 30 X £ Afa(-] 3t 19 &
)30 2 AP Gf s B F IR ATRO5 R )EE LR F LR
EVEL AR AR P X Ga Ll AT LN F T EE R PR
VLSS FRE KRR FIERDOT LD F o

RO TEA AR SV E RNy IR Ay s SEEE NI S 8

HIAR T AT APAI G BREE A G PG R BRIEE AR
FrRREslg d(os pad 5 8) SRAESEITE 2 304E - A AR £

A fren 2 30 X FIHA Ao S M B B bR 2 E S AR R L
B IR AR R AT e IR B S R R (e 1 A M E A s
L2

FEME S M E S B A

-anl

MR M :)J% SRR

FAREUPIEE o FREARRR R S TERE S 22 g M adpiR(e 7
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i

Accessibity ¥ 71+

Emergency department (ED) wait time for physician assessment
L_%;/;r_ £ 3’-?553: I"\:' mEEFm

Total ED length of stay &3 % /0o 5% % #ic

Hip fracture surgery within 48 hours 48 -| p j #38 ¥ 47 = jir

Number of days the ED was closed/number of days the ED was
overcapacity £ 2 z M F X B/EZ 3D | # X #ik

Efficiency/Effectiveness
RES ﬂ]?r"ﬁ B

Use of coronary angiography following acute myocardial
infarction (AMI) & {£.w 3 = (AMI) {8 & * Tk &5 7% 3¢ B

30-Day Readmission-Age younger than 20 years 30 = £ @ fx-
3 19 2T (%)

30-day obstetric readmission 30 = & # £ & fx(%)

30-day readmission — patients age 19 and younger 19 #& 2
B4 30 % £ i f=(%)

30-day surgical readmission 30 = + s i [ (%)

30-day medical readmission 30 = # 7 £ i Fe(%)

In-hospital hip fracture in elderly (65+) patients i 3 F 14"
$4TE(E5 v 1)k E 4K (%)

Ambulatory care sensitive conditions(ACSC) F* # pe i v

Self-injury hospitalization p & % i @ @A Fx(%)

Potentially avoidable mortality rate /& & 7 3 ¢ 5+ = & (%)

Rate of avoidable mortality from preventable causes ¢ [+ & ¥]
ERv L= F (%)

Rate of avoidable mortality from treatable causes ;o & ¥ 3%
RNy @ d = (%)

Responsiveness » i1+

Nursing-sensitive adverse events for medical patients ¥ 7 £
SRER AR L E 2 (%)

Nursing-sensitive adverse events for surgical patients = fi= £,
R IR AR F L E (%)

R kR Hurst, J., & Jee-Hughes, M. (2001). Performance measurement and performance
management in OECD health systems. - Canadian Institute for Health Information. (2013). A
Performance Measurement Framework for the Canadian Health System (Updated November 2013).
Canadian Institute for Health Information.
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;A

i

Responsiveness » &+

Obstetric trauma — vaginal delivery with instrument
AFAIG—* EREEE A (%)

Obstetric trauma — vaginal delivery without instrument Z #* £
i BRI A (%)

Hospital-acquired infections (rates of sepsis, etc.) %5 e 8 3 R
A(Prm a2 5%)

Hospitalized hip fracture event fredg® % 47 % 2 (2 #)

Caesarean section 2|% # (%)

Patients with repeat hospitalizations for mental illness #]#% #¢
n L= kR ¥ (%)

30-day readmission for mental illness 30 = F)# 4 2 5 £ =x »
B (%)

health lives or health status
improvement i & 4 & & ik
Bk

Well-being A&k

Perceived health znsrei: &

Perceived mental health nsrerw 32 4 &

Perceived life stress z% % 2 /& /& 4

Health conditions & & &=

Adult body mass index = +* 8 € 35 #c

Youth body mass index 7 > # # € 45 #&

Arthritis B¢ & X (%)

Diabetes #% 7 7 (%)

Asthma # 3 (%)

High blood pressure % = /& (%)

Chronic obstructive pulmonary disease (COPD)M |+ e % |+
5 s (%)

Pain or discomfort that prevents activities 7% J§ & 7 i * *34]
7% 8 (%)

Pain or discomfort by severity gk € 25 % % & % if (%)

Mood disorders H§- 4 Fi 7%

Birth-related indicators &7 ) 2 5 B crdp 1%

Low birth weight 1! 4 £8 & (%)

High birth weight ! # & £ % (%)

7 4% &k & tHurst, J., & Jee-Hughes, M. (2001). Performance measurement and performance management
in OECD health systems. » Canadian Institute for Health Information. (2013). A Performance
Measurement Framework for the Canadian Health System (Updated November 2013). Canadian Institute

for Health Information.
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i

health lives or health status
improvement B 4 & & i
Bk

Small for gestational age *¢ ¥2 4

4 e ] (%)

Large for gestational age * %2 4 8¢ < (%)

Pre-term births % # %

Deaths >+ -

Infant mortality & 25+ -

i‘;}:
Perinatal mortalitye % 2 #p 5+ =

A 3
&

Total mortalit

Life expectancy 7f #F

RoFL =
w7 - ~

All diseases of the circulatory system deaths % & st7 73
P 7 = (%)

All malignant neoplasms (cancer) deaths *73 & |+ &% (%
)7 2 (%)

All diseases of the respiratory system deaths #73 = % &t
P 7 = (%)

Suicide p #.(%)

Unintentional injury deaths &, *t i T 5= (%)

AIDS deaths & i 7~ = (%)

Premature mortality % # 7= (%)

Potential years of life lost (PYLL) /B st 2 24 & £ #ic
(PYLL)
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R 7

for total mortality > 7 F]7 = %

for all cancer deaths 13 #75 Jg g 7 =

for all circulatory disease deaths ¥+t +#73 ¥5% & St T €50

v =

for all respiratory disease deaths ¥t #73 s & Lip 7
= (%)

for unintentional injuries & ¢t & 3

for Suicide p #*

for AIDS deaths & ;% 7

7 4% &k & tHurst, J., & Jee-Hughes, M. (2001). Performance measurement and performance management
in OECD health systems. » Canadian Institute for Health Information. (2013). A Performance
Measurement Framework for the Canadian Health System (Updated November 2013). Canadian Institute

for Health Information.
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e st
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Proportion of pregnancies with an antenatal visit in the first
trimester 4= = i 7 [RF 0t &

Cancer screening rates % T B ¥ Ff 17 Afx

Selected potentially preventable hospitalisations % z e/ &
VIR Afa

P

Survival of people diagnosed with cancer 4 %1 2 7 & 0

L

Survival following acute coronary heart disease event % 4 %
AR B PR R 0

Potentially avoidable deaths + it #F ¢ er5x = &

hospital service outcomes % P PR %5 5

emergency patient readmission rate & &£ » e ¥

unplanned return to theatre * &33P ¢ & % /5% (%)

hospital-acquired infection rate FLph g % %

cost per casemix-adjusted separation L3z & T T b &3
&T té T

Cost per casemix-adjusted separation for acute and non-acute
care episodes * *t & Bzt L M R EINA 2 T a4 AT T
> 48 F’i FEtS eniy BE

average length of stay T35 Fe = #ic

cost pernon-admitted occasion of care & = & JT » m-l? w7
#

Net growth in health workforce 4 4 4 % = £ (%)

F kL % R tHurst, J., & Jee-Hughes, M. (2001). Performance measurement and performance management
in OECD health systems. » Data, G. A. C. (2011). Australia's health 2016 Web report Last updated : 13

Sep 2016. Diabetes, 12(5.0), 2-3.

20



%05 B IR REM L e 2 -

e i

Responsiveness » Ji& 1+ patient satisfaction surveys s 4 7% LADA

Adverse events treated in hospital %5 Poioh ? 2% 2

Falls resulting in patient harm in hospitals % ¥ f= R A
I

health lives or health status
improvement i £ 2 i & i | Incidence of heart attacks < %Ca & 2 ¥
Bk

Incidence of cancer J& & % #

Severe or profound core activity limitation +% < F# B & %
g

Life expectancy g8 & &

Psychological distress « 72 ¢ #

Potentially avoidable deaths + it #F ¢ er5x = &

Infant mortality 2 27—

Mortality for National Health Priority Area diseases and
conditions B flerd & BL3 % B i fofk i en <

Cervical screening =+ ¥ 5 & & % (%)

Breast cancer screening ' & & # (%)

Childhood immunization 7% 3§ % % ¥ & (%)

Influenza vaccination 7 g % w3 7 4% 44(%)

Cancer survival & 75 75 ¥

Survival following acute coronary heart disease event % 4%

R R R

Incidence of sexually transmissible infections and blood-
borne viruses |+ # 3 % frat ik B m 4 g 2 5

Incidence of end-stage kidney disease * & # %5 Jp <3
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Hospitalisation for injury and poisoning = & %2 ¢ & i fe

Proportion of babies born with low birthweight =} # %8 & <

SRR ST L B

Self-assessed health status p #\ 3= G ik & ik w

F kL %k tHurst, J., & Jee-Hughes, M. (2001). Performance measurement and performance management
in OECD health systems. » Data, G. A. C. (2011). Australia's health 2016 Web report Last updated : 13
Sep 2016. Diabetes, 12(5.0), 2-3.
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Hospital CAHPS®

SURVEY INSTRUCTIONS

# Anszwer all the questions by checking the box to the left of your answer.

# “fou are sometimes told to skip over some guestions in this survey. When this happens you will
see an arrow with a note that tells you what question to answer next, like this:

O Yes

E Mo = If No, Go to Question 1 on Page 1

{This box should be placed on the Cover Page}

All information that would let someone identify you or your family will be kept private,
{SPOMNSOR HAME} will not share your personal information with anyone without your

OK. You may choose to answer this survey or not. If you choose not to, this will not
affect the benefits you get.

You may notice a number on the cover of this surnvey. This number is ONLY used to

let us know if you returned your survey so we don't have to send you remindars.

If you want to know more about this study, please call XXX,

Draft—Not for Circulation

This questionnaire may not be used without
permission

This Hospital CAHPSE® Questionnaire is being developed under the
sponsorship of the Agency for Healthcare Research and Quality
(AHRQ) and the Center for Medicare & Medicaid Services (CMS).
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Please answer the questions in this
survey about this stay at [FACILITY
MAME]. Do not include any other
hospital stay in your answers.

Using any number from 0 to 10
where 0 is the worst possible care
and 10 is the best possible care,
what number would you give the

care you got from all the nurses

YOUR CARE FROM NURSES who treated you?

°0 o worst possible nursing care

1.  Dwuring this hospital stay, how 0
often did nurses treat you with ) 1
courtesy and respect? O >
3
'O Never ig 3
“0O sometimes g 4
*0 usually 0 ;’
‘O Always
a7
2. During this hospital stay, how 3 s
often did nurses listen carefully to 0 g
'
you: O 10 Best possible nursing care
'O Never
0 sometimes
30 usually YOUR CARE FROM DOCTORS

‘0O Always 6. During this hospital stay, how often

did doctors treat you with courtesy
3.  During this hospital stay, how and respect?

often did nurses explain things in

1
a way you could understand? O Never
1 0O sometimes
O Never 30 Usually
*O sometimes ‘0] Always
*0 usually
‘0O Always 7. During this hospital stay, how

often did doctors listen carefully to
4, Dwuring this hospital stay, after you you?
pressed the call button, how often

did you get help as soon as you ;D NE"'H_
wanted it? O sometimes
'] Never ?l:l Usually
*O sometimes ‘0 Always

30O usually

‘O Always

°0O | never pressed the call button
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16.

17.

18.

19.

During this hospital stay, how
often did the hospital staff do
everything they could to help you
with your pain?
'O Never
*0 sometimes
30 usually
*‘0O0 Aways
During this hospital stay, did
doctors, nurses, or other hospital
staff ever ask if you were allergic
to any medicine?
'O ves
‘O ne
During this hospital stay, were you
given any medicine that you had
not taken before?
'O ves
‘0 No<» If No, Go to

Cuestion 20
Before giving you the medicine,
did hospital staff describe possible
side effects in a way you could
understand?
'O ves
‘O no

WHEN YOU LEFT THE HOSPITAL

20.

After you left the hospital, did you
go directly to your own home, to
someone else’s home, or to
another health facility?

'O own home

0O someone else’s home

*0O Another health
facility =  If Another, Go to
Question 23
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21. During your hospital stay, did
hospital staff talk with you about
whether you would have the help
you needed when you left the
hospital?

'O vYes
‘O No

22. During your hospital stay, did you
get information in writing about
what symptoms or health
problems to look out for after you
left the hospital?

'O ves
‘0 No

OVERALL RATING OF HOSPITAL

Please answer the following questions

about the stay at the hospital
shown on the cover. Do not include

any other hospital stays in your answer.

23. Using any number from 0 to 10,
where 0 is the worst hospital
possible and 10 is the best
hospital possible, what number
would you use to rate this
hospital?
‘Oo
'O 1
0 2
°’0 3
‘0 4
0O s
0O s
a7

0 s
5
1

Waorst hospital possible

0

O 10 Best hospital possible
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24,

Would you recommend this
hospital to your friends and
family?

'O Definitely no

’0O Probably no

*0O Probably yes

‘0O Definitely yes

ABOUT YOU

There are only a few remaining items

left.
25.

26.

27.

In general, how would you rate
your overall health?

'O Excellent
0 very good
*0 Good

‘0O Fair

0 poor

In general, how would you rate
your overall mental or emotional
health?

'O Excellent
20 very good
0 Good

*0 Fair

*0 Poor

What is the highest grade or level
of school that you have

completed?

'O ath grade or less

2O some high school, but did not
graduate

0O High school graduate or GED
*0O some college or 2-year degree
*0O 4-year college graduate

*O Mare than 4-year college degree
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28,

29,

30.

3.

32.

Are you of Hispanic or Latino
origin or descent?

'O es, Hispanic or Latino
0O No, not Hispanic or Latino

What is your race? Please choose
one or more.

'O white
2O Black or African-American

0 Asian

* Native Hawaiian or other Pacific
Islander

0O American  Indian or
Indian or Alaskan Native

*0 other (please print):

Alaskan

What language do you mainly
speak at home?

'O English
2O spanish

*0 some other language (please
print):

Did someone help you complete
this survey?

'O ves >
ONo >

Go to Question 32

Please return the
survey in the postage-
paid envelope.

How did that person help you?
Check all that apply.

'O Read the questions to me

20O wrote down the answers | gave
*0O Answered the questions for me

*0O Translated the questions into my
language
*0 Helped in some other way
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THANK YOU

Please return the completed survey in the postage-paid envelope.
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CAHPS® Hospital Survey

Version: Child Version

Language: English

C'“’h S File name: Child_ HCAHPS_English_Survey 954a docx
e P Last updated: May 12, 2016
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CAHPS Child Hespital Survey English

Instructions for Front Cover

* Replace the cover of this document with your own front cover. Include a user-fiendly title
and your own logo.

*  |nclude this text regarding the confidentiality of survey responsesa:

Your Privacy is Protected. All infformation that would let someone identify you or
your family will be kept private. {VENDOR MAME} will not share your personal
informaticn with anyone without your QK. Your responses to this survey are also
completely confidential. You may notice a number on the cover of the survey. This
number iz used only to let us know if you retumed your survey 3o we don't have fo
send you reminders.

Your Participation is Voluntary. You may choose to answer thiz survey or not. If
you choose not to, this will not affect the health care you get.

What To Do When You're Doneg, Once you complete the survey, place it in the
envelope that was provided, seal the envelope, and retum the envelope to [INSERT
YENDOR ADDRESS].

If vou want to know more about this study, please call X300

Instructions for Format of Questionnaire

Proper formatting of a questionnaire improves responze rates, the ease of completion, and the
accuracy of responses. The CAHPS team’s recommendations include the following:

v |f feasible, insert blank pages as needed so that the survey instructions (see next page)
and the first page of questions start on the right-hand side of the questionnaire booklet.

*  Maximize readability by using two columns, serif fonts for the questions, and ample white
space.

*  Number the pages of your document, but remove the headers and footers inserted to help
sponsors and vendors distinguish among guestionnaire versions.
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CAHPS Child Hospital Survey English

Survey Instructions
Answer each question by marking the box to the left of your answer.

You are sometimes told to =kip over some guesticns in this survey. When thiz happens
you will zee an armow with a note that tells you what question to answer next, like this:

[ Yes = If Yes, go to #1 on page 1

[] MNa
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CAHPS Child Hospital Survey

Please answer the questions about the chuld and
hospatal named m the cover letter. Do not

melude any other hospital staws in vour answeers.

When Your Child Was Admitted to
this Hospital

1. Was vour child bom dunng this hospital
stay?

'] Yes = If Yes, 2o to #14 on page 3

]D Mo

!i

For this hospatal stav, was yvour chald
admitted through thiz hospital®s
Emergency Foom?

'] Yes=

] ¥o = IfNo, zo to 25

3. Were vou 1n thas hospital s Emergency
Eoom with your chald?
I|:| Yes

] He = IfNo, go to 45

4. Whle vour chuld was m this hosprtal s
Emergency Eoom, were vou kept informed
about what was bemg done for vour chald?

'[] Yes, definitely
[ Yes, somewhat

T ¥e

272

English

Thong the fivst day of this hospital stav,
were vou asked to hist or review all of the
prescription medicines vour child was
taking at home?

'] Yes, definitely

] Yes, somewhat

O %e

6. Dhmng the first day of thas bospital stay,
were vou asked to hist or review all of the
vitamins, herbal medicines, and over-the-
counter medicines vour child was takmg at

home?
'] Yes, defimtely
] Tes, somewhat

] 1e

Your Child's Care After Admission to
this Hospital

Do not include care recerved in the Emergency
Eoom for the rest of the survey.

7. Is your chald able to talk with nurses and
dectors about has or her health care?

'] Tes

] No — If No, go to #14 on page 3
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CAHPS Child Hospital Survey

English

Your Child's Experience with Nurses

Your Child's Experience with Doctors

The next questions azk about your child’s
experience duning this hospital stav. You will be
asked about vour own expensnce dunng ths
hospital stav in later questions.

10,

Dhunng this hespital stav, how often did
vour child’s nurses histen carefully to vour
child?

'] Mever

] 5ometimes

] Usually

‘O Always

Dhunng this hespital stav, how often did
vour child’s murses explam things v a way
that was easy for your chuld to understand?

'] Mever

]D Sometimes

] Usually

] Alway=

Durmg this hospatal stav, how often dud
vour child’s murses encourage your chald to
ask questions?

'] Mever

] Sometimes

[ Usnally

‘O Always
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11.

13,

Dhinng this bespatal stawy, how often did
vour chuld’s doctors histen carefully to your
chald?

'] Never

ID Somefimes

] Usually

] Always

. [hning thiz hospital stay, how often did

vour chuld’s doctors explain things in a way
that was easy for your child to understand?
'] Never
] Sometimes
1] Usually
O Always

Dhmng this kospatal stay, how often did
vour chuld’s doctors encourage vour cluld
to ask questions?

'[] Mever

1|:| Sometimes

] Usually

] Always
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CAHPS Child Hespital Survey

English

Your Experience with Nurses

Your Experience with Doctors

14. Dunng this hospatal stav, how often did
wour child’s nurses histen carefully to vou?

'[] Never

] Sometimes
] Usually
O Always

1%, Dunng this hospital stay, how often did
wour child’s nurses explam things to you
a way that was easy to understand?
'] Mever
] Sometimes
] Usnally
4|:| Always

16, Dunng this hospital stav, how often did
wour child’s nurses treat you with courtesy
and respect?

'] Mever

1] Sometimes
O Usually
1] Always
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17, Dhing this hospatal stav, how often did
your chuld’s doctors listen carefully to you?
'] Never
[] Sometimes
] Usually
‘1] Always

18, Dhing this hospatal stav, how often did
your chuld’s doctors explain things to vou i
a way that was easy to understand?

'] Mever

[0 Sometimes
] Usnally
4|:| Always

19, Thming this bospatal stay, how often did
your chuld’s doctors treat vou with courtesy
and respect?

'] Mever

[] Sometimes
0 Usually
1] Atways
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CAHPS Child Hospital Survey English
Your Experience with Providers 213, Duning thiz hospital stay, how often did
providers keep vou informed about what

10, A provider mn the hospatal can be a doctor, was bemg done for your child?

murse, murse prachitioner, or phy=ician I

assistant. Dunng this hospital stay, bow zEl NETH.

often were you given as mmch privacy a 3|:| Sometimes

vou wanted when discuszing vour cluld's [] Usually

care with providers? ‘O Always

'] Mever

] Sometimes
] Usually
‘0 Always

11. Thmngs that a fammly mght know best about
a child mclode howr the chuld usually acts,
what makes the child comfortable, and how
to calm the chuld's fears. Dunng this
hospatal stay, did providers azk you about
these types of thimgs?

'] Yes, definitely
] Yes. somewhat
0 ¥e

12, Durmng this hospital stav, how often did
providers talk with and act toward vour
chuld 1 a way that was nght for vour
chuld’s age?

'] Mever

[0 Sometimes
] Usnally
4|:| Always

275

. Tests in the hospatal can melude tings hke

blood tests and x-ravs. Dunng thes bospital
stay, did vour child have any tests?
'] Yes

] Mo — If No, zo to £26

. How often did proanders give you as much

mformation as vou wanted about the results
of these tests7

'] Mever

] Sometimes

] Usually

4|:| Always
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CAHPS Child Hospital Survey

Your Child's Care in this Hospital

16,

Drunng this hospatal stay, did vou or your
chuld ever press the call button?
'] Yes

] No = IfNo, go to #23

. After pressing the call button, how often

was help grven as soon as vou or your chald
wanted 1t7

'] Never

] Sometimes

(] Usnally

] Always

. Dunng this hespital stay, was your chald

FIven znv medicime’

] Yes
1|:| Ho = If No, go to #30

. Before grving vour child any medicine, how

often did provnders or other hospital staff
check your child’s wnistband or confirm s
or her 1dentity in some other way?

'] Never

] Sometimes
] Usnally
] Always
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0,

A1,

English

hiistzkes 1n vour cluld’s health care can
mclede things ke miving the wiong
medicine or domg the wrong surgery.
Dhoing this hospital stay, did providers or
other hospital staff tell vou how to report 1f
vou had any concerns about mastakes m
vour chuld’s health care?

'] Yes, definitely
] Yes, somewhat

3|:| Ho

Thong this hospital stay, did vour chald
have pam that needed medicme or other
treatment?

'] Yes
] Mo = If No, go to £33

. Dhmng this bospatal stay, did providers or

other hosmital staff ask about vour chuld’s
pamn as often as vour child needed?

'] Yes, definitely

] Yes, somewhat

] ¥e
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CAHPS Child Hospital Survey

The Hospital Environment

English

33, Dunng this hospatal stav, how offen were
vour chuld’s room and bathroom kept
clean?

'] Mever

1|:| Sometmes
] Usnally
] Always

34, Dunng this hospatal stav, how often was the
area around vour child’s room quet at
might?

'] Mever

] Sometimes
] Usnally
] Always

35, Hospitals can bave thaings hike toys, books,
mobiles, and games for children from
newhoms to teenagers. Dhunng this bospatal
stay, did the hospital have things available
for vour chald that were right for vour

chuld’s age?

'] Yes. definitely
] Yes, somewhat
] ¥e
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When Your Child Left this Hospital

36, As a remunder, a provider m the hospatal
can be a2 doctor, urse, nurse practihoner, or
phyvsician assistant Before vour child laft
the hosprtal, did a provnder ask vou 1f you
had any concerns about whether your chald
was ready to leaveT?

' Yes, definitely
f|:| Tes, somewhat
] Mo

37, Before yvour chuld left the hospital, did a
provider talk with vou as mach as vou
wanted about how to care for your child’s
health after leaving the hospital?

'] Yes, definitely
1|:| Tes, somewhat
] He

38, Before your chuld lefi the hospital, did a
provider tell vou that vour child should take
any new medicine that e or she had not
been taking when this hospital stav began?

I|:| Tes
] Mo = If No, go to 241

39, Before vour chald left the hospatal. did a
provider or hospitzl pharmacist explain m a
way that was easy to understand how vour
child should tzke these new medicines after
leaving the hospital?

'] Yes, definitely
] Yes, somewhat
] He
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40.

41

43,

Before your cluld left the hospatal, did a
provider or hosprtal pharmacist explain m a
way that was easy to understand about
possible side effacts of theze new
medicines ]

'] Yes, defimtely
[] Yes, somewhat
] He

A child’s regular activihes can mclude
things like eating, bathing, going to school,
or playing sports. Before vour child left the
hospatal, did a provider explam m a way
that was easy to understand when vour
child could retum to lus or her regular
activities?

'] Yes, definitely
] Yes. somewhat

T He

. Before yvour cluld left the hospatal, did a

provider explam 1n a way that was easy to
understand what symptoms or health
problems to look out for after vour chald
left the hospatal?

'] Yes, defimtely
] Yes, somewhat
] Mo

Before vour cluld left the hospatal, did vou
get mformation 1o wmihng about what
symptoms or health problems to look out
for after vour chald left the hospital?

'[] Yes, definitely
] Yes, somewhat

T ne
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English

Your Teen's Care in this Hospital

.

46.

47,

Dhoing this bospatal stay, was your chald 13
vears old or older?

'] Yes

] No = If No, go to 48

. Dhming thiz bospatal stay, how often dud

providers imvolve your chald in discussions
about his or her health care?

'] Hever

] Sometimes

3|:| Usually

] Always

Before vour chald left the hospital. did a
provider ask vour child if he or she had any
concerns about whether he or she was ready
to leave?

'[] Yes, definitely
] Yes, somewhat
] Ne

Before your child left the hospatal, did a
provider talk with vour child about how to
take care of s or her health after leaving
the hospatal?

'] Yes, definitely
f|:| Yes, somewhat
] Mo
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CAHPS Child Hospital Survey

English

Owerall Rating of This Hospital

About Your Child

As a remunder, please answer the questions
about the chald and hospital named 1n the cover
letter. Do mot include any other hospital stavs o

FVOUr answWwers.

48, Usmng any mumber from 0 to 10, where 0 15
the worst hospital possible and 10 1= the
best kospital possible, what mimber would
vou use to rate thas bospital dunng vour
chuld’s stay?

[] 0 Worst hospital possible
[]1

dim ad b

I o

[] 10 Best hospital possible

492, Would vou recommend this hospital to vour
fnends and farmly?
'] Definitely no
:|:| Probably no
‘] Probably yes
‘] Definitely ves
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50,

In general, how would you rate your child’s
overall health?

'] Excellent
‘[ Very zoed
] Good

(] Fair

‘] Poor

. What 15 your child’s age?”

[] Less than 1 year old

YEARS QLD furite in)

. Is your chald male or female?

'] Male
(] Female

. Is yvour chald of Hispame or Latino origin or

descent?

'[] Yes, Hispanic or Latino
] Mo, not Hispanic or Latino

What 15 your chald’s race? Mark one or

moTe.

'] White

:|:| Black or Affican Amencan

1 Asian

*[] Mative Hawaiian or other Pacific
Llander

(] American Indian or Alaska Mative

"] Other



W22 FRZABAAERNE-4

CAHPS Child Hospital Sunvey

About You

5%, How are vou related to the chald?

'[] Mother

7] Father

] Grandmother

*[] Grandfather

*[] Crther relatrve or legal guardian
“[] Someons else

Please print:

56, What 15 vour age?

"] Under 18
'] 18-24

] 25-34

i 35-44

‘O 45-54

0 55-84

‘] 65-74

] 75 and older

280

English

£7. What 15 the highest grade or level of school
that vou have completed?

I|:| 8th zrade or less

] Some high school, but did not
graduate

3|:| High school graduate or GEDY

] Some college or 2-year degree

*[[] 4-vear college graduate

*[] More than 4-year college degres

£3. What 15 vour preferred langnage?

'[] English

’[] Spanich

] Chinese

] Vietnamese
] Ecrean

“[] Fussian

'] Other language

Please print:

59, Dhmng vour child’s hospatal stay, bow
much of the fime were vou at the hospatal?

'[] Hone of the time

[ A little of the time

] Some of the time

‘] Most of the time

*[] Al or nearty all of the tme
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CAHPS Child Hespital Survey English
60, Iz there anvihing else you would like to say 62, How did that person belp vou? Mark one ar
about the care your child recerved dunmg moTs.
thus hospatal stay?

I|:| Esad the queshions to me

Plsase print: 7] Wrote down the answers I gave

] Answered the questions for me

] Translated the questions into my
language

*[’] Helped in some other way

FPleasze print:

61, Ihd someone belp you complete this
survey’”

' Yes
‘] ¥o - Thank you.
Pleaze return the completed

survey in the postage-paid
envelope,

Thaok vou.

Pleaze return the completed survey in the postage-paid envelope.
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2.2 English Survey Version 5.0

I

About Your Emergency
Room Visit

All information that will kgt someonis ident®y you will be kept privaie, We wil
not share your personal méormation wih anyone without your parmission,

@rcert as requined by law. You may choose to answer this survey ar not, If
you choose not to, this wil not affect the health care you get

el the envalops, and refun the enwelape 1o

Once you comgiale e survay, place 1 in the arvelops (hal was proviced

[MAKME OF SLURVEY VENDOR QR SELF-ADMINISTERING HOEPITAL]
[RETURM ADDRESS OF SURVEY VENDOR DR SELF-ADMINISTERING HOEPITAL]

Il youd wanl Lo kaow more aboul this sludy, please call [NAME OF SURVEY VENDOR OR SELF-ADMNISTERING
HOSEPITAL] al ()0K] 00K All cals fo thal number are free,
Virskan 5.0
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. E EMERGENCY ROOM PATIENT SURVEY .

[Dralt

SURVEY INSTRUCTIONS

« Answer all the guashions Dy checking the bax to the left of your answar.

+ To Indicate an answer selectad was In error, cleary draw a line through the Do and
Salect another Dox.

* You are sometimes told to skip over soma questions in this survey. When this
nappans, you will 320 an amow wiih a nota that talls you what guestion to answer
mext, ke ihis:

OYes
EHo — I No, Go to Gueston 1

YU My notica & number on tha surey. TRIS number 1S wsed 10 iat ws know [ you
retumad your survey 50 we don't have to send you remindars.

Al of the gquestions in the survey ask about the emergency room visit named in the cover better.

GOING TO THE EMERGENCY ROOM DURING THIS EMERGENCY ROOM
VISIT

1. Thinking about this visit, what was the main
reason why you went to the emergency room? | 4 During this emergency room visit, did you
get care within 30 minuies of getting to the

[J An accident or injury smergency room?
O A new heslth problem [ '¥es
O An engoing health condition or concam [INo

2 For this visit, did you go to the emergency

room in an ambulance? 5. Duwring this emergency room visit, did the

doctors or nurses ask about all of the
O ¥es medicines you were taking?
O ke OYes
3. When you first arrived at the emergency room, O No
howr long was it before someone talked to you i . .
about the reason why you were there? & During this emergency room visit, were you
given any medicine?
O Le=s than & minutes
O & to 15 minules [ ¥es
D Mors than 15 minutes D Mo 4‘ If Hﬂ. Go to Question §
. ODen'tknow — |f Don't know, Go to .
. 1 CQuestion 8
Yarsnn
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T. Before giving you medicine, did the doctors
of murses tell you what the medicine was for?

[ Yes, definitsly

O ¥es, somewhat

O Mo

4 Before giving you medicine, did the doctors or
nurses describe possible side effects to you in
a way you could understand?

O ¥Yes, definitaly
O ¥es, somewhat

OMa

% During this emergency room visit, did you
hawe a blood test, x-ray, or any other test?

O%Yes
OMo — K No, Go to Question 11

10. Dwring this emergency room visit, did doctors
of murses give you as much information as
you wanied about the esults of the se tests?

O Yes. definitaly
O Yes, somawhsat

O Mo

Waaea 50
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PEOPLE WHO TOOK CARE OF YOU

Please anzwer the following guestions about
the people who took care of you during this
SMergency room visit

11. Dwring this emergency room visit, how often
did nurses treat you with courtesy and
respect?

O Meaver
O Sometimes
O Usualy

O Abways

12 Dwring this emergency room visit, how
often did nurses listen carsfully to you?
O Mawver

O Sometimes
O Usualy
O Alway=

13, Dwring this emergency room visit, how
often did nurses explain things in & way
you could understand?

O Mawar

O Somatimes
O Usualy

O Abways

14. Dwring this emergency room visit, how often
did doctors treat you with courde sy and
respect?

O Mewear

O Somatimes
O Usualy

O Always



i3 ERALELAN E-H

G
Deatt

Pleass answer the following questions about
your visit to the emergency room named in the
cover letter. Do not include any other
emergency room visits in your answers.

22. Using amy number from 0 to 10, where 0 is
the worst care possible and 10 is the best
care possibla, what number would you
use to rate your care during this
emergency reom visit?

O 0 Worst care possible
a1
Oz
O3
O«
Os
O&
ar
Os
g
[0 10 Bast care possible

23, Would you recommend thiz emergency
room to your friends and family?

O Definitely no
O Probebly no
O Probebly yes
[ Definitaly yes

Wersion 5.0
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YOUR HEALTH CARE

24,

25,

In the last & months, how many times
hiave you visited any emergency room to
get cam for yourse H? Please include the
emergency room visit you have been
answering questions about in this survey.

01 time

02 times

03 timas

O 4 times

O5 1o 9 fimes

[ 10 or more fimes
Mot counting the emergency room, is
there a doctor's office, clinic, or other
place you usually go if you need &
check-up, want advice about a health
problem, or get sick or hurt?

O Yes

O Mo

ABOUT YOU

There are only & few remaining items left

26.

.

In general, how would you rate your overall
health?

O Excellient

OVeary good

O Good

O Fair

O Poor
In general, how would you rate your overall
mental or emotional health?

O Excelient

OVery good

O Good

O Fair

O Poar
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28. What is the highest grade or level of school
that you have completed?

[ Eth grade or less

O Some high achool, but did not graduste
[ High school graduate or GED

O Some college or 2-year degres

O 4-year college graduate

O More than 4-year college degres

28, Are you of Spanish, Hispanic or Lating
origin or descent?

O Mo, not SpanshHespanic’Lating

O ¥es, Puerio Rican

O Yes, Maxican, Mexican American, Chicano
[ *es, Cuban

[ Yes, other Spanish/Hiepanic ating

30. What iz your race? Please choose one or
miore.

OWhie

O Black or African Amienican

[ Asian

O Mative Hawssan or other Pacific slander
O American Indian or Alaska Netive

31. What language do you mainly speak at
home?

[ English

O Spanish

O Chinezs

O Russian

O Vietnamass

O Portuguess

[ Some other language (please print):

Warsizn S0
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32. Did someone help you complete this survey?

O ¥es

O Mo — Thank you Please mturn the
completed survey in the
postage-paid emelope.

33, How did that person help you? Mark one or
more,

O Aead the questions ta me

O Wrote down the answers | gave

O Arewered the questions for me

O Translated the questions info my language
O Helped in some other way (pleass print):

34, Was the personwho helped you with you at
amy time during this emergency room visit?

O Ye=
O Mo

THANK YOU
Please return the completed survey in the
postage-paid envelope.

[MAME OF SURVEY VENDOR OR
SELF-ADMINISTERING HOSPITAL]
[RETURN ADDRESS OF SURVEY VENDOR
OR SELF-ADMINISTERING HOSPITAL]
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OMB No. 0938-1240
Expires December 31, 2021

Consumer Assessment of
Healthcare Providers and Systems
Outpatient and Ambulatory

Surgery Survey
(OAS CAHPS®)

A PATIENT EXPERIENCE OF CARE SURVEY ABOUT OUTPATIENT AND AMBULATORY SURGERIES
AND PROCEDURES

Accorming To THE ParErwork REpucTion Act oF 1993, MO PER2ONE ARE REQUIRED TO REZPOND TO A
COLLECTION OF INFORMATION UNLESE IT DIZFLATS & vaLD OMB conTROoL numBeR. THE vaLin OMB conTRoL
NUMBER FOR THIE INFORMATION COLLECTION 12 D938-1240 wire an expwmaTioN DATE oF DEcEmzer 31,

2021. THE TIE REQUIRED TO COMPLETE THIZ INFORMATION COLLECTION I3 E3TIMATED TO AVERAGE & MINUTES
PER REZFONIE, INCLUDING THE TIME TO REVIEW INSTRUCTIONE, SEARCH EXIZTING DATA REZDURCES, GATHER
THE DATA NEEDED, AND COMPLETE AND REVIEW THE INFORMATION COLLECTION. IF YOU HAVE COMMENTS
COMCERMING THE ACCURACY OF THE TIME E3TIMATE(2) OR 2UGGESTIONS FOR IMPROVING THIE FORM, FLEASE

wrimE To: CMS, 7300 Securmy BouLevaro, ATTh: PRA RerorTs CLearance OFFicer, Man Stor C4-26-
03, BaLmmore, MarvLamo 212441830,

287




HiE4A FRPBEPZIALAER S-4

SURVEY INSTRUCTIONS

Answer all the questions by checking
the box to the left of your answer.

You are sometimes told to skip over
some questions in this sunvey. When
this happens you will see an amow with
a note that tells you what question to
answer next, like this:

ﬂ Yes

¥ Mo s Mo, go to #1
This survey asks about your experience
at the facility named in the cover letier.
For this survey, we use the term
“procedure” for diagnostic, surgical or
other procedures. We refer to “facility”
as the place where you had your
procedures.

Please answer these questions only
for the procedure(s) you had on the
date included in the cover letter. Do
not include any other procedures in
YOuUr answers.

|l. BEFore Your PROCEDURE

The: first few questions are about getting

ready for your procedure. Include any
information you received before and

on the day of your procedure.

. Before your procedure, did your
doctor or anyone from the facility
give you all the information you
nesded alout your procedure?
1[] ves, definitely
z[] Yes, somewhat

[ ] Mo

2. Before your procedure, did your

doctor or anyons from the facility
give you easy to understand
instructions about getting ready for
your procedure?

1[] ves, definitely

=[] fes, somewhat

[ Mo

Il. AeouTt THE FACILITY AND STAFF

The next questions ask about the day of
your procedure.

3. Did the check-in process run
smoothly?

1] ves, definitely
2[] ves, somewhat

[ Mo

4. Was the facility clean?

1] Yes, definitely
=[] es, somewhat

[ MNo

3. Were the clerks and receptionists
at the facility as helpful as you
thought they should be?

1[] ves, definitely
=[] es, somewhat

[ MNo

G. Did the clerks and recepiionists at
the facility treat you with courtesy
and respect?

1[] ves, definitely
=[] es, somewhat

[ MNo
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T. Did the doctors and nurses treat
you with courtesy and respect?
'L ves, definitely
:[1 ves, somewhat

3] No

8. Did the doctors and nurses make
sure you were as comfortable as
possible?

1[0 ves, definitely
[ ves, somewhat

‘[ No

lll. CommunicaTioNs ABOUT YOUR
ProcEDURE

As a reminder, please include any
information you received before and
on the day of the procedure.

9. Did the doctors and nurses explain
your procedure in a way that was
easy to understand?

1] ves, definitely
z[] Yes, somewhat

2] Mo

10. Anesthesia is something that would
make you feel sleepy or go to sleep
during your procedure. Were you
given anesthesia?

1] ves
2] Mo = If Mo, go to #13

289

11.

12.

13.

14.

Dhd your doctor or anyone from the
facility explain the process of giving
anesthesia in a way that was easy
to understand?

1 ves, definitely
=[] Yes, somewhat

[ Me

Did your doctor or anyone from the
facility explain the possible side
efiects of the anesthesia in a way
that was easy to understand?

1 ves, definitely
2] Yes, somewhat

[ Me

Discharge instructions include
things like symptoms you should
watch for after your procedure,
instructions about medicines, and
home care. Before you left the
facility, did you get written
dizcharge instructions?

1 ves
2 e

IV. Your REcovERY

Dhd your doctor or anyone from the
facility prepare you for what to
expect during your recoverny?

1] ves, definitely
=[] Yes, somewhat

[ Me
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15.

16.

17.

18.

Some ways to control pain include
prescription medicine, over-the-
counter pain relievers or ice packs.
Did your doctor or anyone from the
facility give you information about
what to do if you had pain as a
result of your procedure?

1 ves, definitely
1 Yes, somewhat

2] No

At any time after leaving the facility,
did you have pain as a result of
your procedure?

1 ves

20 ne

Before you left the facility, did your
doctor or anyone from the facility
give you information about what to
do if you had nausea or vomiting?
1 ves, definitely

1 Yes, somewhat

[ ne

At any time after leaving the facility,
did you have nausea or vomiting as

a result of either your procedure or
the anesthesia?

1O ves
2 No

290

19.

21.

Before you left the facility, did your
doctor or anyone from the facility
give you information about what to
do if you had bleeding as a result
of your procedure?

1] ves, definitely
2[] Yes, somewhat

[ Ne

At any time after leaving the facility,
did you have bleeding as a result of

your procedure?

1 ves
[ Ne

Possible signs of infection include
fever, swelling, heat, drainage or
redness. Before you left the facility,
did your doctor or anyone from the
facility give you information about
what to do if you had possible
signs of infection?

1] ves, definitely
2] Yes, somewhat

[ Ne

At any time after leaving the facility,
did you have any signs of infection?

1] ves
21 No
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23.

24,

23.

V. Your OveraLL EXPERIENCE

Using any number from 0 to 10,
where [ iz the worst facility
possible and 10 s the best facility
possible, what number would you
use to rate this facility?

[ 0 wWaorst facility possible
1

HiEmnnEnn .
o =] 00 A = a3 pka

10 Best facility possible

Would you recommend this facility
to your friends and family?

4l Definitely no
2] Probably no
:[] Probably yes
+[ Definitely yes

VI. Aeout You

In general, how would you rate
your overall health?

1 Excellent

2 very good

2[] Good

+[1 Fair

=[] Poor
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26.

28.

In general, how would you rate
your overall mental or emotional
health?

1[] Excellent
=[] Yery good
[ Good
+[] Fair

[ Poor

What is your age?
18 t024

[ ]2510 34

2] a5 to 44
4[] 45 to 54

5[] 550 64
5[] 65 to 74

" 75t0 79
] a0 to 84
#[ ] 85 or older

Are you male or female?

1] Male
[ ] Female

What iz the highest grade or level
of school that you have completed?
1] ge grade or less

2[[] Some high school, but did not
graduate

:[] High school graduate or GED
+[] some college or 2-year degree
=[] 4-year college graduate

s [ More than 4-year college
degree
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30.

31.

32.

33

Are you of Hispanic, Latino, or

Spanish origin?

[ Yes, Hispanic, Latino, or
Spanish

=[] Mo, not Hispanic, Latino, or
Spanish < If No, go to #32

Which group best describes you?

gl Mexican, Mexican American,
Chicano

2 Puerto Rican

:[] Cuban

+[] Another Hispanic, Lating, or
Spanish origin

What is your race? You may select
one or more categories.

1] White
2[] Black or African American

2] American Indian or Alaska
Mative

+[] asian Indian

=[] Chinese

=[] Filipino

gl Japanese

=[] korean

*[] vietnamese

2] Other Asian

1[] Native Hawaiian

12[] Guamanian or Chamormo
13[] Samoan

#[] Other Pacific Islander

How well do you speak English?
1 wvery well

2 well

2] not well

+[ not at all

292

35.

7.

o you speak a language other
than English at home?

1] ves
2 Mo = If Mo, go to #36

What is that language?
gl Spanish

2[] other Language
(FLEASE SPECIFY):

(Please print.)

Did someane help you complete
thiz survey?

[ ves
2[] No 9 If No, go to END.

How did that person help you?
Check all that apply.

[ Read the guestions to me

2[ ] Wrote down the answers |
gave

2] Answered the questions for me

+[] Translated the guestions into
my language

=[] Helped in some other way:
(EXPLAIN):

(Please print.)

51 No one helped me complete
this survey

END
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CareQuality m
Commission

Accident and Emergency (A&E)
Department Questionnaire

This survey is about your most recent visit to the Accident and Emergency Department at
the hospital named in the letter enclosed with this questionnaire. The department may also
be refermed to as Casualty, Emergency Department or A&E. It does not include other
wards or units that you might have been moved to whilst you were at the hospital, such as
an inpatient ward.

What you tell us is confidential and taking part is voluntary.

/WHAT TO DO \

Put a cross [ clearly inside one box using a black or blue pen.

If you make a mistake, just fill in the box land put a cross (X1 in the comect box.

If you cannot answer a question, or do not want to answer it, just leave it blank and go fo
the next question.

Please remember not to write your name or address anywhere on the guestionnaire.

When you have filled in as much as you can, please refum it in the Freepost envelope
provided.

WEED MORE HELP?

For help completing the questionnaire, please call the survey helpline on <insert helpline
number here=

If you have concemns about the care you or others have received please contact the Care

Qalih,r Commission (CQC) on 03000 61 61 61. /
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ARRIVAL

Plzase remember, this guestionnaire is about your
meast recent visit to the ASE department at the
hospital named in the letter.

1. Was this ARE department the first serice you
weent to, or contacted, for help with your
condition™

it Odves 2Gotod

: LMo =+ Goto2

2. Before going to this A&E department, where did
you go bo, or contact, for help with your
condition® [Cross OME only - if more than
one opticn applies, cross the last one you
went to, or contacted, before AKE)

: Dﬂgﬂenergenwﬁeru'iﬁe
[ mHS 111 telephone ! online service

[ A different ASE department

« [ Pharmacist
DGF‘pra-:ﬁne

: [ GP cut-of-howrs senvics

-0 Urgent Care Centre § Minor Injuries Uinit |
Walk-in Centre

s L1 Somewhere else

2. What was the MAIN reason for going to ASRE
following your contact with the service abowve?
{Cross OME only)

+ O The service above referred / took me

: O couldn't get a GP appointment quickhy
enough

s+ 1 1 am not registered with a GP

« LI My condition became worse

: [ | was not satisfied with the help | received

« O A different reasan

4. Were you taken to AEE in an ambulanc=?

«OdYes SHGotos
:OMa S+ Gotok

I Copyrignt of the Care Suallly Commission
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3. Dnce you armived at ASE, how long did youw wait
with the ambulance crew before your care was
handed owver to the ASE staff?

+ [ 1 did not have to wait
. Up te 15 minutes
» [ 18 — 30 minutes
« [1 21 - 80 minutes
¢ [ More than 1 hour but no more than 2 hours
¢ [ More than 2 hours
» [ Don't know / can't remember
6. Were you given encugh privacy when
discussing your condition with the
+ O ves, definitely
: [ ves, to some extent
+» O e
« O 1 did not discuss iy condition with a
receptionist
T. Before your most recent wisit to A&E. had you
previoushy been to the same ALE department
about the same condition or something related
to it?
1+ [ ves, withim the previous week

2 D‘EEE,betweennnEHEEkandmnmﬂﬁ
earlier

. O Wes, more than a month earlier

4DND

« [ Dan't know ! can't remember

WAITING

8. How long did you wait before you first spoke to
a nurse or doctor?

+ 1 0-15 minutes

: [1 16 - 30 minutes

s [1 21- 60 minutes

« [ Mare than 80 minutes

+ [ Don't know / can't remember
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Sometimes, people will first talk o a doctor or
nurse and be examined |ater. From the time
you armived, how long did you wait before
being examined by a doctor or nurse?

. O | did net have to wait = Goto 12
: [ 1-30 minutes = Goto 10
2 [ 31-80 minutes 2 Goto 10

« O More than 1 howr but no mare
tham 2 hours =% Go to 10

: [ More than 2 howrs but no mare

tham 4 hours = Go to 10
« [ More than 4 hours = Goto 10

» [ Don't know § car't remember =2 Go to 10

10. Were you informed how long you would have

to wait to be examined?

: D?e&. but the wait was shorter

: LI ves, and | had to wait about as long as |
was informed

s L ves, but the wait was lnger
+ O Mo, 1 was not informed

+ [1 Don't know / can't remember

11. While you were waiting, were you able to get

help from a member of staff?
s O ves
: [ Mo

s L1 1 did net nead any help

12. Owerall, how long did your wisit to ARE last?

s O Upto 1 hour

2 [J More than 1 hour but no more than 2 hours
s [J More than 2 hours but no more than 4 hours
« [J More than 4 hours but no more than & hours
s [J Mare than & hours but no more than & hours
o [J Mare than 8 hours but no more than 12 hours
» [J More than 12 hours

« [ Can't remember
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DOCTORS AND NURSES
Thinking about your expenence in ALE only ...

13. Did you have encugh time to discuss your
condition with the doctor or nurse?

1+ O ves, definitety

: Yes, to some extent

» L Ne

14. While you were in ASE. did a doctor or nurse:
explain your condition and treatrnent in a way
you could understand?

+ O ves, completely
: O fes, to some extent

: O Ne
« O 1 did not need an explanation

135, Did the doctors and nurses listen to what you
had to say?

1+ O ves, definitety

- Yes, to some extant

» L Ne

16. If you had any anxielies or fears abouwt your
condition or treatment, did a doctor or nurse
diszuss them with you?

+ O ves, completely
: Yes, to some extent

» O Ne

.4 | did not have any anxieties or fears

17. Did you have confidence and trust in the
doctors and nurses examining and treating

you?
+ O ves, definitety

: O a5, to some extent

: O e
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18. Did doctors or nurses talk to each other about
you as if you weren't there?

+ O ves, definitely

2 D"‘l"E’S..tDSEH"I‘EEﬂEﬂT

» O Mo

19, When you were at ASE, did you have afamily
member, friend or carer with you?

« Odves 2 Goto20
: a3 Goto21

20. If afamily membser, friend or carer wanted to
talk to a doctor, did they have emough
ocpportunity to do so?

+ O ves, definitely
2 D‘\'E&hjﬁnrrheenem

» O Mo

4 DThEnﬁErﬂnEﬂessary

YOUR CARE AND TREATMENT

2. While yvou were in ALE, how much infomnation
about your condition or treatment was given to
you'?

: thtem.lgh

2 DFEiQhI.aTu::unt

s [ Too much

« O 1 was niot given any information abowt my
candition or trestrment

22, Were you given enough privacy when being
examined or treated

+ O es, definitely
2 D"‘l"E’S..tDSEH"I‘EEﬂEﬂT

» O Mo
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23, IFyou needed attention, wers you able o geta
membser of medical or nursing staff to help you?

+ O ves, always
: O Yes, sometimes

» [ Mo, | could not find a member of staff to help
me

+ [ A member of staf was with me all the time

¢« (11 did not need attention

24, Sometimes, a member of staff will say one thing
and ancther will say something quite different
Ciid this happen to you?
+ O es, definitely
: [ ves. to some extent

» Mo

23, Were you imeolved as much as you wanted to be
in decisions sbouwt your care and treatment?

+ O es, definitety

- Yes, to some extant

+ O Mo

« O | was rot well encugh to be invohead in
decisions about my care

TESTS
26. Did you hawve any tests (such a5 x-Tays, scans
or blood tests) when you visited ARET

i+ Oves =Goto2T
: dNe = Goto3

27 Did a member of staff explain why you needed
these test{s) in a way you could understand?

1+ O ves, completehy

: O fes, to some extent

+ O Mo
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28. Before you left ARE, did you get the results of
your tests?

«OdYee S Goto29

:OMc 3 Goto30

s [ | was told that the resulis of the tests would
be given to me at a later date =% Go to 30

+ L] Don't know ! can't remember = Go to 3

29. Did a member of s1af explain the results of the
tests im a way you could understand?

s O ves, definitely 2 Go to 31
: [ e, to some extent = Go to 3
s OMa 2 Goto 34

« O Mot sure / can't remember 3 Go to 3

3. I you did not get the resulis of the tests when
you were in ASE, did a member of staff explain
hiow you would receive them?

« O ves
» [ Mo

+» [ Don't know / can't remember

PAIN

3. Were you in any pain while you were in ASEY
:ves 2 Goto32
:Me 2 Goto33

32. Do you think the hospital staf did everything
they could to help control your pain®

+ O ves, definitaly

2 D?e&tﬂmeﬂent
» 1 Mo

« O cant say [ don't know
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HOSPITAL ENVIRONMENT AND
FACILITIES

33, |m your opinion, how clean was the AZE
depariment?

.d ‘ery clean
2 [ Fairly clean
. Mot wery cean
« [ Mot at all clean

: O] cant say

34, While you were in ASE. did you feel threatensd
by other patients or visitors?

+ O ves, definitety

. Od fes, to some extent

: O Ne

33 Were you able to get suitable food or dinks
when you were in ASET

1|:|‘|‘E5
:DND
+ [ 1 was told not to eat or drink

« O 1 did not know if | was allowed to eat or drink
« [ 1 did not want anything to eat or drink

LEAVING A&E
36, At the end of your visit to ABE, were you
transfemed to & hospital wand?
1dves 9 Gotods

:ONe 2 Gotoa7

Medications (e.g. medicines, tablets,
ointments)
7. Befors you left ASE, wers you prescribed any
rew medications?
1ves < Goto3s

:OMe = Gotodd
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3. Did a member of staff explain the purpose of the
medications you were to take at home in 3 way
you could understamd ¥

¢+ O es, completely
: [ Yes, to some extent

» O Mo

« O 1 did not need an explanation

3. Did a member of staff tell you about
medication side effects to watch for?

: D?e&mmplelely

2 D?e&hﬂmeﬂem

s O Ma

« O 1 did not need this type of information

Information
4. Did a memiber of staff tell you when you could
resume your usual activities, such as when to
go back to work or drive a car?
s O es, definitely
1 [ es, to some extent
s [ Mo
« O 1 did not need this type of information
41. Did hospital staff take your family or home

situation into account when you were leaving
AERET

+ O es. completely
2 [ ves, to some extent
2 [ Mo
4 Dllw.EEr'ﬂtnEa:essary
: [J Don't know / can't remember
42. Did a member of staff tell you about what

symptoms to watch for regarding your illimess
or treatment after you went home?

: D?e&mmplelely

2 D?e&hﬂmeﬂem

s O Ma

« O 1 did not need this type of information
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43, Did hospital staff tell youw who to contact if you
were wormed about your condition or treatment
after you left ARET

+ O ves
: O Ne
: [ Don't know / can't remember

44 Did siaff give you enough information to help

you care for your condition at home?
. O ves. definissly

1 D‘fes.l:mnmeeﬂerl
:-th

. O did not need this type of information

OVERALL

45, Crverall, did you feel you were treated with
respect and dignity while you were in AREY

+ O ves, all of the time

: O fes, some of the time

:-DND

46. Crerall... (please circle a number)

| had a wery | had a very good
poor experience EXDErene
o 1 2 3 4 5 & 7T 8 9 10

ABOUT YOU

47. Who was the main person or pecple that filled
in this gquesticnnaire?

+ [ The patient (named on the front of the
envelope)

: [ A friend or relative of the patient
+ [ Both patient and friend / relative together

« [ The patient with the help of a health
professional
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Reminder: All questions should be answered from
the point of view of the person named on the
emvelope, incduding these background questions.

48 Are you male or female?
« [ Male
: [ Female

49, What was your year of birth?

EOEE

[Please write in] e.g.

. What is your religion?

+ [ Mo religion

» [ Buddhist

+ O Christian {incuding Church of Emgland,
Catholic, Protestant, and other Christian
denominations)

+ [ Hindu

: [1 Jewish

« O Muslim

» O sikh

s [ Other

3 |:|I1.l.|'|:=|l..|h:||:l|'veferr'n::|':l.|::nE.ag,I

3. Which of the following best describes Fomw you
think of yours=if?

+ [ Heterosesxual / straight
+ L] Gay / leshian

s O Bisexual

« L1 Other

:Dlm.lidprefermtl.nsay
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32. Do you have any physical or mental health
conditions, disabilities or illnesses that hawe
lasted or are expected to last for 12 months or
miore?

Imclude problems related to old age.
[ ves
: O Mo

< Goto 53

-

= Go to 55

33. Do you have any of the following ¥
Select ALL conditions you have that have

lasted or are expected to last for 12 months or
more.

. 4d Breathing problem, such as asthma

: L] Blindness or partial sight

» [ Cancer in the last 5 years

+ [ Dementia or Alzheimer's disease

: [ Deafness or hiearing loss

s [ Diabetes

» [ Heart problern, such as angina

¢ [ Joint problem, such as arthritis

« L1 Kidmey or liver disease

s L1 Leaming disability

11 L] Mental health conditicn

12 [ Meurclogical condition

11 [ Ancther long-term condition

34, Do any of these reduce your ability to camy out

day-to-day activities?

+ O ves, alat

: [ Yes, alitie

» [ Mo, not at all
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3. What is your ethnic group? (Cross ONE box
anly)

a. WHITE
« [ English ! Welsh / Scottish / Morthern Irish /
British
: O Irish
O Gypsy or Irish Traveller
+ O Any other White background, write in...

b. MIXED ! MULTIFLE ETHNIC GROUPS

« L] White and Black Caribbean
¢ LI White and Black African
+ LI White and Asian

¢ [ Any other Mixed / multiple ethnic
background, write in...

c. ASIAN ! ASIAN BRITISH

s [ Indian

w [ Pakistani

+ [ Bangladeshi

= [ Chinese

= Any octher Asian background, write in...

d. BLACK / AFRICAN | CARIBEEBEAN | BLACK
BRITISH
w1 African
=[] Caribbean

« 1 Any other Black ! African ! Caribbean
background, write in_..

e. OTHER ETHHIC GROUP

=1 Arab
=« Any other ethmic group, write in._.
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ANY OTHER COMMENTS

If there is anything else you would ke o tell us
about your expenences in the ALE department,
please do so here

Flease note that the commenis you provide will
be looked at in fill by the NHS Trust, COC and
rezegrchers analysing the dafa. We will remove
any informafion that couwld identify you before
publizhing any of your feedback.

THANK ¥OU YERY MUCH FOR YOUR HELP

Flease check that you answered all the questions
thiat apply to you.

Please post this questionnaire back in the
FREEPOST emvelope provided.

Mo stamp is needed

|
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CareQuality m
Commission
Inpatient Questionnaire

This guestionnaire is about your most recent experence as an inpatient at the NHS hospital
named in the letter enclosed with this guestionnaire. This would have been when you had to
stay overnight in hospital_

What you tell us is confidential and taking part is voluntary.

/W;D SHOULD COMPLETE THE QUESTIONMAIRE? \

The guestions should be answered by the person named on the front of the envelope. If
that person needs help to complete the questionnaire, the answers should be given from
their point of view — not the point of view of the person who is helping.

WHAT TO DO
Put a cross [E clearly inside one box using a black or blue pen.

If you make a mistake, just fill in the box land put a cross [# in the comect box.

If you canmot answer a3 guestion, or do not want to answer it, just leave it blank and go to
the next question.

Flease do not write your name or address anywhere on the guestionnaire.

When you have filled in as much as you can, please retumn it in the Freepost envelope
provided.

HEED MORE HELFP?

For help completing the guestionnaire, pleass call the survey helpline on <inser helpline
numkber here>

If you hawve concerns about the care you or others have received please contact the Care
Quality Commission (CQC) on 03000 61 81 §1. /

Copyright of the Care Qualty Commission 2012 Fage 1
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Please remember, this guestionnaire is about
your most recent owvernight stay at the
hospital named in the accompanying letter.

ADMISSION TO HOSPITAL

1. Was your most recent hospital stay
planmed in advamce or an emergency?

i D Emergency or urgent =% Go to 2

) D ‘Waiting list or planned in advance
=+ Goto 5

.d Something else =* Go to 2

THE ACCIDENT & EMERGENCY
DEPARTMENT

2. When you armived at the hospital, did you
go to the AGE Department (also known as
the Emergency Department. Casualty.
Medical or Surgical Admissicns unit)?

‘O ves 3 Gotos
:OMe 3 Gotas
3. While you were in the A&E Department,

how much information about your condition
or treatment was given to you?

i D Mot enough
) D Right amount
a D Too much

M D | was not given any imformation about
my treatment or condition

s D Don't know / can't remember
4. Were you given enough privacy when

being examined or treated in the ASE
Department?

. Oa Yes, definitely = Goto 9
: D Yes, to some extent =% Go to 9
s D Mo =% Goto 3

M D Dom't kmow [ can't remember
= Go to 9
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EMERGEHNCY & URGENTLY ADMITTED
PATIENTS - go to Question 3

L

WAITING LIST & PLANMNED ADMISSIOMN
PATIENTS - go to Guestion 5

5.

7.

WAITING LIST OR PLANNED
ADMISSION

When you were referred to see a specialist,
were you offered a choice of hospital for
your first hospital appointment?

: DYEE

2 D Mo, but | would have liked a choice
» O no, but | did not mind

" D Don't know [ can't remember

Howe do you feel about the length of time
you were on the waiting list before your
admission to hospital?

: D | was admitted as soomn as | thought
WaS MEeCcessary

2 D | should have been admitted a bit
Sooner

1 D | should have been admitted a lot
Sooner
Was your admission date changed by the
hospital?
: D Mo
2 D Yes, once
1 D Yes, 2 or 3 times

" D Yes, 4 times or more

In your gpinicn, had the specialist you saw
Fags 2
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in hospital been given all of the necessary
information about your condition or illness
fromn the person who referred you?

1 D Ves, definitely
¥ D fes, to some extent

_HDND

& D Dom't kmow £ can't remember

ALL TYPES OF ADMISSION

8. From the time you arrived at the hospital,
did you feel that you had to wait a long
time i get to a bed on a ward?

1 D Yes, definitely

% D fes, o some extent

:DND

THE HOSPITAL & WARD

10, While in hospital, did you ever stay in a
critical care area (e.g. Intensive Care Unit,
High Dependency Unit or Coronary Care
Unit)?

|D"r'e5
:DND

5 D Don't kmow / can't remember

11. While in hospital, did you ever share a
sleeping area, for example a rcom or bay,
with patients of the opposite sex?

|D‘|‘E-5
}DND

Copyright of the Care Cualty Commission 20119
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12. Did you change wards at night?

: D Yes. but | would have preferred not to
= Goto 13

: [ ¥es. but 1 did not mind < Go to 13
1 DN:- = Go to 14

13. Did the hospital staff explain the reasons
for being moved in & way you could
understand?

: D Yes, completely

2 D Yes, to some extent

:DNCI

14. Were you ever bothered by noise at night
from other patients?

-DYEE
:DND

15. Were you ever bothered by noise at night
from hospital staff?

-DYEE
:DND

16. In your opinicn, how clean was the hospital
room or ward that you were in?

: D ‘Wery clean
2 D Fairly clean
3 D Mot very clean

" D Mot at all clean

Fage X
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17. Did you get encugh help from staff to wash
or keep yourself clean?

i D Yas, always
3 D Yes, cometimes

:DND

4 D | did mot need help to wash or keep
myself clean

18. If you brought your own medication with
you to hospital, were you able to take it
when you needed to?

i D Yes, always
% D Yes, sometimes

:DND

4 D | had to stop taking my own medication
as part of my treatment

H D | did not bring my own medication with
me to hospital

19. How would you rate the hospital food?

i D ‘Wery good
] D Good

Y D Fair

i D Poor

5 D | did not have any hospital food

20. Were you offered a choice of food?
i D Yes, always

3 D Yes, sometimes

:DND

Copgright of the Care Quality Commission 2049
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21. Did you get enough help from staff to eat
your meals?

: D Yes, ahways
2 D Yes, sometimes

JDNCI

" D | did mot need help to eat meals

22. Dwring your time in hospital, did you get
enough to drink?

: DYEE

2 D Mo, because | did not get enough help
fo drink

1 D Mo, because | was not offered enough
drinks

4 D Mo, for ancther reason

DOCTORS
23. When you had important questions o ask
a daoctor, did you get answers that you
could understand?
: D Yes, always
2 D Yes, sometimes

JDNCI

i D | had mo need to ask
24. Did you have confidence and trust in the
doctors freating you?
: D Yes, ahways

2 D Yes, sometimes

:DND

Fage 4
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25. Did doctors talk in front of you as if you
weren't there?

i D ‘ez, ofien

3 D fes, someilimes

JDND

NURSES
26. When you had important guestions to ask
a nurse, did you get answers that you

could understand?
1 D Yes, always
2 D fes, sometimes

3 D Mo
4 D | had no need to ask
2T7. Did you have confidence and frust in the
nurses treating you?
1 D fes, always

3 D fes, sometimes

JDMD

28. Did nurses talk in front of you as if you
weren't therse?

i D fes, often

z D fes, sometlimes

JDND

29 In your opinion, were there enough nurses
aon duty to care for you in hospital?

1 D There were always or neary ahbrays
encugh nurses

2 D There were sometimes enough nurses
] D There were rarely or never enough

nurses

Copyright of the Care Gualty Commission 20132
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30. Did you kmow which nurse was in charge
of looking after you (this would have been
a different person after each shift chamge)?

: D Yes, ahways

2 D Yes, sometimes

JDND

YOUR CARE & TREATMENT

31. Did you have confidence and trust im any
other clinical staff treating you (=.g.
physiotherapisis, speech therapists,
psychologists)?

: D Yes, ahways
2 D Yes, sometimes

JDND

" D | was not seen by any other clinical
staff

32. In your cpinion, did the members of staff
caring for you work well together?
: D ez, ahways
2 D Yes, sometimes

JDND

" D Don't know [/ can’t remember

33, Sometimes in a haspital, a member of staff
will say one thing and another will say
something guite different. Did this happen
to you?

: D Wes, often

2 D Yes, sometimes

JDND

Page &
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34. Were you involved as much as you wanted
to be in decisions about your care amd
treatment?

i D ‘fes, definitely

T D ‘fes, to some extent

:DND

35. Did you have confidence in the decisions
made about your condition or treatment?

1 D ‘fes, always

Y D fes, sometlimes

:DND

36. How much information about your
conditicn or treatment was given to you?

1 D Mot enough
z D Right amournt
3 D Too much

" D | was not given any information about
my treatment or condition

s D Don't know / can't remember
37. Did you find someonse on the hospital staff
to talk to abowt your worries and fears?
1 D Yes, definitely

T D ‘fes, to some extent
3 D Mo

i D | had no womies or fears

Copymight of the Care Gualty Commission 2019
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38. Do you feel you got enough emcticnal
support from hospital staff during your stay?

: D Yes, ahways
2 D Yes, somatimes

:DNE

4 D | did not need any emational support

39, Were you given encugh privacy whemn
discussing your condition or treatment?

: D Yas, always

2 D Yes, sometimes

:DND

40. Were you given encugh privacy when
being examined or treated?

: D Yeas, always

2 D Yes, sometimes

:DND

41. Were you ever in any pain?

-DTEE = Go to 42

:DNCI

= Go to 43

42. Do you think the hospital staff did
evenything they could to help control your

pain?
: D Yes, definitely

2 D Yes, to some extent

:DNCI

Fage &
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43, If you needed attention, were you able to
get a member of staff o help you within a
reasonable time?

1 D Yes, ahways
z D Yes, sometimes

:DNCI

& D | did not want ! need this

OPERATIONS & PROCEDURES

44, During your stay in hospital, did you hawe
an operation or procedura?

|D"r'E5
}DND

=+ Go to 45

= Go to 48

45, Beforehand, did a member of staff answer
your guestions about the cperation or
procedurs in a way you could understand?

1 D Yeas, completely
z D Yeas, to some extent

:DND

" D | did mot hawe amy questions

46. Beforehand, were you told how you could
expect to feel afier you had the cperation
or procedura ¥

1 D Yes, completely

Y D Yes, to some extent

:DND

4T. After the operation or procedure, did &
member of staff explain how the operation
or procedure had gone in a way you could
understamd ¥
i D Yes, compleisly

¥ D fes, to some extent

:DND
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LEAVING HOSPITAL

48. Did you feel you were invohred in decisions
about your discharge from hospital?

: D fes, definitely
2 D fes, to some extent

1 D Mo
i D | did not want to be involved
49, Were you given encugh notice about when
you were going to be discharged?
: D Yes, definitely

2 D fes, to some extent

:DNCI

50. On the day you left hospital, was your
discharge delayed for any reason?

-D’TEE
:DNID

< Go to 51
< Go to 53
51. What was the MAIN reason for the delay?
(Cross OME box only)
: D | had to wait for medicines
1 D | had to wait to see the doctor

3 D | had to wait for hospital transport

i D Something else

52. How long was the delay?
: D Up to 1 howr

2 D Longer than 1 hour but no longer than
2 hiours

1 D Longer than 2 hours but no kanger than
4 hours

i D Longer than 4 hours

Fage 7
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53. Where did you go after leaving hospital?
. O 1 went home <2 Go to 54

z D | went to stay with family or friends

=+ Go to 54
3 D | was transferred to another hospital

=+ Go to 55
" D | went to a residential nursing home

=+ Go to 55
5 D | went somewhers else = Go to 55

54. Afier leaving hospital, did you get encugh
support from health or social care
professionals to help you recover and
manage your condition?

1 D ez, definitely
¥ D fes, to some extent

! D Mo, but support would have been
useful

" D Mo, but | did not need any support

585. When you left hospital, did you know what
would happen next with your care?

1 D Yes, definitely
3 D Yes, o some extent

:DND

" D Itwas not necessany

56. Before you left hospital, were you given
amy written or printed information about
what you should or should not do afier
leaving hospital?

|D"|"E’5
.?DND
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57. D a member of staff explain the purpose
of the medicines you were to take at home
im a way you could understand?

O Yes, completely = Go to 53
2 D Yes, to some extent =+ Go to 58
1 DNCI =¥ Go to 58

4 D | did not need an explanation
= Go to 58

5 D | had no medicines = Go to 60
58. Did a member of staff tell you about
medication side effects to watch for when
you went home?

: D Yes, completely

2 D Yes, to some extent
1 D Mo

4 D | did not need an explanation

59, Were you given clear written or printed
information about your medicines?

: D Yes, completely

2 D Yes, to some extent

1 D Mo

« 01 dig not need this

5 D Don't know / can't remember

6. Did a member of staff tell you about any

danger signals you should watch for after
you went home?

: D Yes, completely

2 D Yes, to some extent

:DNCI

4 D Itwas not necessary

Fape &
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61. Did hospital staff take your family or home
situation into account when planning your
discharge?

1 D Yes, completely

¥ D Yes, o some extent
5 D Mo

" D It was not necessany

5 D Don't know / can’t remember

62. Did the doctors ar nurses give your family,
friends or carers all the information they
needed to help care for you?

1 D Yes, definitely

¥ D fes, to some axtent
5 D Mo

" D Mo family, friends or carers were
imvoheed

5 D My family, friemds or carers did not
wiant or meed information

a D | did mot wamnt my family, friemds or
carers bo get information

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

|D‘r'E5
.:-DND

5 D Domn't know { can't remember

64. Did hospital staff discuss with you whether
you would need any additional equipment
in your home, or any adaptations made to
your home, afier leaving the hospital?

i D Yes
» O Mo, but | would have liked them to

3 D Mo, it was not necessary to discuss it
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55, Did hospital staff discuss with you whether
you may meed any further health or social
care services after leaving hospital (e.g.
services from a GF, physioctherapist or
community nurse, or assistance from
social senvices or the voluntary sector)?

: D Yas
2 D Mo, but | would have liked them to

1 D Mo, it was not necessary to discuss it

66, After being discharged, was the care and
support you expected available when you
needed itY

-D‘fes
:DNCI

3 D | did not expect any further care or
support after | was discharged

OVERALL

&7, Owerall, did you feel you were treated with
respect and dignity while youw were in the
hospital?

: D Yes, always

2 D fes, sometimes

:DND

68. Owerall... [Flease circle a number)

| had a very good
expErience

| had a wery
OO eXperience

o 1 2 3 4 5 @ ¥ 8 @ 10
[NPRR I I I SR SR SN N R

%9, During this hospital stay. did anyone
discuss with you whether you would like to
take part in a research study?

: D Yes, and | agreed fo take part
2 D ‘Yes, but | did not want to take part
1 D Mo

4 D Con't know [ can't remember

Fape &
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T0. During your hospital stay., were you ever
asked io give your views on the guality of
your carse?

|D"r'E5
.:-DND

5 D Dom't know / can't remember

71. Did you see, or were you given, any
information explaining how to complain to
the hospital abowt the care you received?

|D"r'E5
.:-DND

5 D Mot sure [ don't know

72. Did you feel well looked after by the non-
clinical hospital staff (e.g. cleaners,
porters, catering staff)?

1 D fes, always
z D fes, sometimes

ADND

" D | did not hawve contact with any non-
clinical staff

ABOUT YOU

73. Who was the main person or people that
filled im this guestionnaire?

1 D The patient (named on the front of the
envelope)

z D A friend or relative of the patient

3 D B oth patient and friend/relative
together

" D The patient with the help of a health
professional

Copright of the Care Gualty Commission 20119
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Reminder: All the gquestions should be
answered from the point of view of the person
mamed on the envelope. This includes the
following background questions.

7d. Do you have any physical or mental health
conditions, disabilities or illnesses that
have lasted or are expecied to last for 12
rmarnths or more?

Include problems related io old age.

-DTEE
:DNCI

=+ Goto TS

=+ Goto TT

75. Do you hawve any of the following ¥

Select ALL conditions you hawve that hawe
lasted or are expected to last for 12
rmanths or more.

: D Breathing problem., such as asthma
2 D Blindness or partial sight

1 D Cancer in the last § years

i D Dementia or Alzheimer's disease
5 D Deafness or hearing loss

» O piabetes

7 D Heart problem, such as angina

2 D Joint problem, such as arthritis

1 D Kidney or liver disease

O Learning disability

0 D Mental health condition

= D Mewrglogical conditiocn

13 D Another long-term conditicn

Pasge 10
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T6. Do any of these reduce your ability to camy 80. What is your religion?

out day-io-day activities?
: D Mo religion

1 D Yes, alot
. [ Buddnist
- D fes, a little L ) .
1 D Christian (including Church of England,

Y D Mo, not at all Cathalic, Protestant, and other
Christian demominations)

. O Hindu

TT. Have you experienced any of the following

in the last twelve months? (Cross ALL that . D Jewich
apply)
] D Muslim
i D Froblems with your physical mobility,
such as difficulty getting about your : D Sikh
home
2 D Cither

z D Two or more falls that have needed
medical attention a D | would prefer not to say

3 D Fesling isolated from others
81. Which of the following best describes how
" D Mone of these you think of yourself?

78. Are you male or female? : D Heterosexwal ! straight

i D Male

2 D Gay ! lesbian

1 D Bisexual
2 D Femals
i D Other
9. What was your year of birth? ] D | would prefer not to say
(Please write in) eg. |[1[9[&6]4]
Copyright of the Care Guality Commission 2019 Fage 11
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82. What is your ethnic gmoup? (Cross ONE OTHER COMMENTS
box only)
If there is anything else you would like to tell

3. WHITE us about your experiences in the hospital,

: D English / Welsh / Scoftish f Morthem please do so here.

Irish ! British ] ] ]
) D Irish Fieass note that the comm ents you D'."G'.HDLE' will ba
! kooked at in full by the NHS Trust, SGHC and

researchers analyzing the dafa. We will remove
. any informmation that cowld identify you before
.0 Any other White background, puiblizhing any of your fecdback.

write im_..

1 D Gypsy or Irish Traveller

'Was there anything particulardy good about
your hospital care?

b. MIXED / MULTIFLE ETHNIC GROUFS
- [J white and Black Caribbean
» [ white and Black African
7 D Whita and Asian

2 D Any aother Mized [ multiple ethnic
background, write in...

Was there anything that could be improved?

c. ASIAN ! ASIAN BRITISH
a D Indian
- [ Pakistani
i D Bangladeshi
2 D Chinese

13 D Any other Asian background.
write in...

Any ather comments?

d. BLACK / AFRICAN | CARIBEBEAN /
BELACK ERITISH

i D African
« ] caribbean

= D Any other Black ! African [ Caribbean
background, write in...

THANK YOU VERY MUCH FOR YOUR

e. OTHER ETHNIC GROUF HELF

" D Arab FPlease check that you answered all the

-: D Any other ethnic group, questions that apply to you.

wWrite in...
Please post this gquestisnnaire back in the
FREEFOST envelope provided.
Mo stamp is needed.

Copyright of Bhe Cane Cuaity Commission 2013 Fags 12
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CareQuality m
Commission

Maternity Services Survey

This is a survey about your experence of the care you received from NHS maternity services.

What you tell us is confidential and taking part is voluntary.

What to do

Please only think about the matemity care you received in your most recent pregnancy and
birth when answering these questions.

Put a cross [l cleary inside one box using a black or blue pen.
If you make a mistake, just fill in the box Il and put a cross in the correct box.

If you cannot answer a question, or do not want to answer it, just leave it blank and go to the
next question.

Please remember not to write your name or address anywhere on the questicnnaire.

When you have filled in as much as you can, please return it in the Freepost envelope provided.
Thank you.

If the survey raises issues or questions of concern, you may wish to contact your GP or Health
Wisitor.

MEED MORE HELP?

For help completing this questionnaire, please call the survey helpline on <insert helpline
riurmbers.

If you hawve any concerns about the care you or cthers have received please contact the Care
Quality Commission (CQC) on 03000 61 81 &61.

Want to be involved in maternity services in your local area?

If you'd like to give additional feedback or be involved in improvement to maternity services in
your local area, you can find more information here: www_nationalmatemityvoices_org uk.

Copyright of the Cane Cually Commission page 1
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SECTION A. DATES AND YOUR BABY

Al. DOud you give birth fo a single baby, twins or
Mmore im your most recent pregnancy ?

O & single baby
: [ Twins
1 D Triplets, guads or more
A2 Roughly how many wesks pregnant were you
whien your baby was bom?
: D Before | was 37 wesks pregnant
2 D When | was 37 - 30 weeks pregnant

1 D When | was 40 or more weeks pregnant

SECTION B. CARE WHILE YOU WERE
PREGNANT (ANTENATAL CARE)

The start of your care in pregnancy
Bi. Who was the first health professional you saw
when you thought you were pregnant? (Cross
CWNE only)
O &F 1 famity docsor
- O michwie
. other

B2 Roughly how many weeks pregnant were you
when you first saw this health professional

about ywour pregnancy care?
: D When | was 0 to § wesks pregnant
:D When | was 7 to 12 weeks pregnant
1 D When | was 13 or more weeks pregnant

4 D Don't kmow § can't rememiber

B3. Roughly how many weeks pregnant were you
whien you had your ‘booking” appointment (the
appaointment where you were given access o
YOUF pregnancy notes)?

: D When | was 0 to 10 weeks pregnant

:D When | was 11 o 12 weeks pregnant

1 D When | was more than 12 wesks pregnant
i D Dot know [ cam't remember

B4. Were you offered any of the fiollowing chaices
about where to havwe your baby? (Cross ALL

that apply)

. & choice of hospitals

. O & micwife led unit / birth centre

1 D A consultant led unit

O &t home

5 D | weas mot offered any chaoices

[ D | had nmo choices due to medical reasons

7 D Dot know [ can't remember

B3. Before your baby was bom, where did you plam

to have your baby?

- & miciwite led unit / birth centre

2 D A consultant led umnit

» 1 At home

. 1 did not have a plan

] D D't knoww [ cam't remember

BE. Did you get encugh information from either a

midwife or doctor o help you decide where o
hawve your baby?

[ ves, definitely

2 D fes, to some extent

:Dhb

" D Dom't know [ can't remember
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Antenatal check-ups

A ‘chech-up' is any contact with a doctor or
midwife to chechk the progress of your
pregnancy. it usually ncludes having your
bloed pressure and urine checked.

Flease ignore other appointments that did not
include these things, such as a visit to the
hospital for a scan or a bhood test onby.

B7. At your antenatal checks-ups, did you see
the same midwife eveny tine?

D es
:D Mo
» 3 1 did not see 3 midwee
4D Don't kmow [ can't rememiber
B8. Dwuring your antenatal check-ups, did your

michwives appear to be aware of your medical
history?

: D ‘fes, ahways
:D Wes, sometimes

:D Mo

1D Don't kmow [ can't rememiber

BY. DCwring your antenatal check-ups, were you
given enocugh tirne to ask questions or discuss
WOUF pregnancy’™

: D ‘fes, always
:D fes, sometimes

:D [ [+]

" D Chon't kmow / can't rememiber
B1A0. During your antenatal check-ups, did your
michaives listen to you?
: D ‘fes, ahways
:D ‘fes, sometimes

:D g [+]

qD Don't kmow [ can't rememiber

BA1. During your antenatal check-ups, did your
midwife ask you abouwt your mental health?

O ves, definitaly
2 D Wes, to some extent

:Dhb

qD Don't know [ cam't remember

During your pregnancy

B12. During your pregnancy were you offered any
anenatsl classes or courses provided by the
NHS?

« 1 Yes, and | did them 3 Goto B3
] Yes, but| did notdothem  <» Goto BM

:DNI::

qD Don't know [ can't remember =% Go to B14

< Goto B4

BE13. Cvd you find these classes or courses useful?
O ves, definitaly
2 D ‘feas, to some extent
O e
«[J Don't know ! can't remember
B14. During your pregnancy, did you have a

telephone mumber for a member of the
michwifery team that you could contact?

: D ez
2 D Mo
a D Con’t know £ can't remembsr
B13. During your pregnancy, if you contacted a
michwifery team, were you given the help you
nesdad?

D ‘fes, always

:D ‘Yas, somelimes

O e

qD Mo, as | was mot able to contact a midwife
- [ 1 did not contact & midwife
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B16. Thinking about your antenatal care, were you
spoken toin & way you could understand?

: D ‘fes, always
2 D Yes, sometimes

:D Mo

4 D Don't know f can't remembsr

B17. Thinking about your antenatal care, were you
invodved in decisions about your care?

D ‘fes, always

:D ez, sometimes

:D Mo

. 1 diict not want / need 1o be invoived

5 D Don't kmow { can't remembsr

B18. During your pregnancy did midwives provide
relevant information about feeding your baby?

O ves. definitely
2 D Wes, o some extent

:D Mo

i D Don't kmow [ can't remembsr

SECTION C. YOUR LABOUR AND THE
BIRTH OF YOUR BABY

i you had a planned caesarean, or did not have
a labowr, please go to Question C8.

C1. At the start of your labowr, did you feel that youw
were given appropriate advice and support
when you contacted a midwife or the hospital?

. 1 did not contact = midwife | the hospitsl

:D fes
:D Mo

G2 Dwring your labour, did staff help o create a

more comforable atmosphere for you in a way
you wanted?

O ves, definitaly

C3.  Dwring your labour, what type of paim relief did
you use? (Cross ALL that apply)

: D Natural methods (e.g. hypnosis, breathing,
massage)

[ Water/ tinhing pool
3 D TEMS machine (with pads on your back)

" D Gas and air (breathing throwgh a mowth
piece or mask)

5 D Injection of pethidine or a similar painkiller

1 D Epidural (imjection in your back, given by
an anaesthatist)

-0 cnrer
1 1 did not use pain relisf

C4. Did the pain relief you used change from what
you had originally wanted |before you went

into labour)?
O ves 3 Goto C5
O e 3 Goto C5
[ 1 did not use pain relisf 3 Goto CE

qD Don't kmow [ can't emember =% Go to G5

C3. Why did you not use the pain relief that youw
had onginally wanted [before you went into
labour)? [Cross ALL that apply]

: D For medical reasons
- 1 changed my mind

[ 1 did not need to use the pain relisf |
orginally wanted

" D There was not time o use the pain relief |
originally wanted

-] The original pain relief did not work

] D An ansesthetist was not available to
provide my chosen pain relief

-.-D | 'weas mot told why | could not have my
choice of pain relief

O other
:D Wes, o some extent
:D Mo
qD Don't kmow { can't remembsr Copyright of She Cane Cual®y Comeizsion page 4
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The birth of your baby
C6 Where did you have your baby?
- O & midwife ted unit / birth centre
2 D A consultant led umit
.0 At home
i D Don't kmoww [ can't remember

C7. Thinking about the birth of your baby, was
your labour imduced?

D fes
:D No
:D Don't know [ can't rememiber
8. 'What type of birth did you hawve? [If youw had
twing or more than two batvesz thiz ime, please
fill in fhiz question abour fre baby who was
bom firat)

: D A vaginal birth (mo forceps or ventouss
suction cup) = Go to C9

2 D An assisted vaginal birth (e.g. with forceps
or ventouse suction cup) = Go to C3

. & planned caesarean birh & Go to C11
qD An emergency caesarean birth
= Go to C11

9. 'Where did you give birth? [Cross ONE onlby)

D On albed

. on the fioor

2 in water 1 2 birthing pool

qD Cither

C10. What position were you in when your balby
was bom? [Cross ONE only)

. sitting ! sitting supported by pillows

2 D On iy side

. Standing, squatting or knesling

[ Lying fist / lying supported by pillows

5 D Lyimg with legs in stimups

. cther

C11. Oid you hawve skin to skin contact (baby naked,

girecty an your chesf or fummy) with your baby
shartly after the birth?

: D fes

O e

2] Mo, but this was not possible for medical
reasons

qD | did not want skin to skin contact with my
babyy

CA2. If your pariner or someone else close to you
was imvohead in your care durng labour and
birth, were they able fo be involved as much as
thery weanted 7

D fes

:D Mo

[ They did not want to / could not be invohed
[ 1 gid not want them to be invalved

:D | did not hawe a partner  companion with
=
The staff caring for you

C13. Did the staff treating and examining you
introduce themsalhwes?

. es, all of the =taff introduced themselves
:D Some of the staff introduced themsahwes

[ very few / none of the staff introduced
themsahes

1D Dom't know [ can't remember
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C14. Had any of the midwives who cared for you
been imsobed in your antenatal care?

-DYEE
:D Mo

1 D Don't kmow f can't rememibsr

C13. Were you (and / or your pariner or a
cornpamicon) left alone by midwives or doctors
at a time when it womed you? [Cross ALL

that apply)
: D Yes, during =arty labour
2 D ‘Yes, during the later stages of labour
. ves. during the birth
O ves, shartiy after the birth
5 D Mo, not at all

CA6. If you raised a concem during labouwr and birth,
did you feel that it was taken seroushy?

-DYEE
:D Mo

1 D | did not raise any concems

CAT. During labouwr and birth, were you able to gt
a member of staff to help you when you
needed it?

: D ‘Yes, always

2 D fas, sometimes

3 D Mo

O & member of sta was with me all the time
- 1 didt not want / need this

' D Don't kmow / can't rememibsr

C18. Thinking about your care during labowr and
birth, wers you spoken toin a way you could
understand?

: D Yes, always
2 D ‘fas, sometiimes

:D Mo

i D Don't kmow § can't rememiber

C19. Thinking about your care during labouwr and
birth, wers you invobeed in decisions about
Wour care?
: D Yes, always
2 D Yes, somelimss
1 D Mo
[ 1 did not want / need to be involved
x D D't know [ can't remembssr
C20. Thinking about your care during labouwr and
birth, wers you trested with respect and
digmity?
: D Yes, abways
2 D Yes, somelimss

:Dhb

4 D D't know [ can't remembssr
C2. Oid you hawe confidence and trust in the staff
caring for you during your labour and birth™
O ves, definitely
2 D Yes, to some axtent

:DM::

i D Dom't know f can't rermember

CZ2. After your baby was bom, did you have the
apportunity to ask questons about your labour
and the birth?

: D Yes, completely
2 D Yes, to some axtent
3 D Mo

| I [ Y ey B——r

5 D Dom't know { can't rermember

Copyright of the Cars Ousl By Commission Pl &

318



T ERAFBTARN -

SECTION D. CARE IN HOSPITAL
AFTER THE BIRTH (POSTNATAL
CARE)

If wou had a home birth ggg did not go to
hospital, please go to Guestion E1.

O. How long did you stay in hospital after your
baby was bom?

.0 upto 12 hours
- [ mMore than 12 hours but less than 24 hours
0 1102 days
O 3104 day=
:D 5 or maore days
02 On the day you keft hospital, was your
discharge delayed for any reason?
Oves 3Gotonz

:D Mo

< Go to D4

03, What was the main reason for the delay?
[Cross ONE only)
- 1 had to wait for medicines
-3 1 had to wait 1o see the midwife
2 1 had to wait to see the doctor
.3 1 had to wait for test results

-] 1 had to wait for a check to be done on
iy bakby

1 D Something else
D4 If you nesded attention while you were in

hospital after the birth, wers you able to get a
member of staff to help you when you needed
it?

: D ‘fes, always

2 D ‘fes, sometimes

1 D Mo

.00 1 did not want / need tis
:D Don't know [ can't rememiber

D5, Thinking about the care you received in
hospital after the birth of your baby, were you
given the informnation or explanations you
nesded?

: D ‘fas, always
2 D es, sometimes

:DM::

qD Don't know f can't remember

DE. Thinkimg abouwt the care you received in
hospital afer the birth of your baby, were you
treated with kindness and understanding?

: D ‘fes, always
2 D ‘fas, sometimes

:DND

qD Don't know [ can't remember

DF. Thinking abouwt your stay in hospital, if your
partner or someons else close to you was
imeoived in your care, were they able to stay
with you as much as you wanied? (Cross ALL
that apply)

: D Yas
2 D Mo, as they were resiricted to visiting howrs

1 D Mo, as there was no accommodation for
them on the matemity wanrd

" D Mo, they were not able to stay for another
reason

:D | did niot have & partner | conmpaEnion with
me
D8 Thinking abouwt your stay in hospital, how cean
was the hospital room or ward you were in?
D Wery cean
. Fairy clean
:D Mot very dean
qD Mot at all dean
:D Don't know | can't remember
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SECTION E. FEEDING YOUR BABY

This section covers any advice or support given
after thie birth; this could be at hospital or at
home.

E1. In the first few days afier the birth how was
your baby fed? [Cross ONE only)

. O Breast milk {or expressed breast milk) only
- [0 Both breast and formula (bottie) milk
- [ Formula (bottie ) milk only
4 D Chon't kmow f can't rememiber
E2. Were your decisions about how you wanted to
feed your baby respected by midwives?
: D ‘fes, ahways
2 D Yoz, sometimes

:D Mo

4 D Cron't kmow f can't rememiber

E3. Did you feel that midwives and cther health
professionals took your personal
circumstiances o account when giving advice
about feeding your baby ™

: D Yas, always
2 D ‘fas, sometimes
3 D Mo

[0 1 did not want / need any advice

5 D | did not receive any advice
8 D Chon't kmow f can't rememiber

E4. Did you fesl that midwives and other health
professionals gave you active support and
encouragemsent sbout feeding your baby™

: D ‘Yas, always
2 D ‘fas, sometimes
1 D Mo

[0 1 did not want / need this
3 D Chon't kmow f can't rememiber
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SECTION F. CARE AT HOME AFTER

THE BIRTH

F1. Were you given a choice about whers your
postnatal care would take place? (Posfnafsl

care iz any contact wifh a midwife or ofher
health professional affer keaving hagpital)

D =]
:D Mo
:D Dot know | can't remember
F2. When you were at home after the birth of your
babyy, did you have a telephone number for a

midwifery or health visiting team that you could
contact?

: D Yes
O no
. Dot know / can't remember
Fi. I you contacted a midwifery or health visiting
team were you given the help you needed?
: D Yas, always
2 D Y'es, somelimes

:DM]

. 1 gid not contact a midwifery or health
visifing team

F4. Since your baby's birth hawve you been
visited at home by a midwife?
: D Yes

2] Yes, but | had in contact them o ask them
to visit 3 GotoF5

= Goto F5

:D Mo, | visited the midwife / saw a midwife in
climic = Goto F5

[ Mo, | was not affered a visit < Go to F11

5 D Mo, | was visiting or staying near my baby
in a necnatal unit (NHU, MICU, SCBU)
= Goto FI1

-:D Mo, for another reason = Goto F11
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F3. Did you see the same midwife every time?

: D fes
1 D Mo
1 D Chon't kmoner £ can't rememibber
Thinkng abouwt all the times you were visited at
homee or seen in 3 clinic by a midwife after the
birth. ..
F6. 'Would you have liked to have seen a midwife_.
: D bdore often
:D Lass oftien
:D | =aw & midhwife a5 much as | wanted
F7. Dad the midwife or midwifery team that youw saw

appear to be aware of the medical histony of
you and your baby?

‘ D Yas
2 D Mo
1 D Dwon't kmoner [ can't rememissr
FB. Did you fesl that the midwife or midwifery team
thiat you saw abways listened to you?
: D es, alvays
:D fes, sometimes

:D Mo

i D Don't know £ can't rememiber

F3. Did the midwife or midwifery t=am that you saw
take your personal crcumstances inko account
whien giving you advice?

: D ez, always
:D ‘fes, sometimes

:D Mo

i D Don't kmow [ can't rememiber

F10. Oid you hawve confidence and tnust in the
micharife or midwifery team you saw after going
hiome?

O ves, definitaly
2 D ‘Yes, to some extent

:Dhb

qD Don't know f canm'’t remember

F11. Had any midwives who cared for you
posnatally also been invoheed in your labowr
and antenatal care?

: D ‘Yes, my labour and antenatal cars
2 D bty anenatal care only

3 D by Labour only

4 D Mo

:D Don't know f canm'’t remember

F12. Oid a midwife or health visitor ask you about
your mental healkth?

D fes
:D Mo
:D Dot know [ cam't remember
F13. Were you given information about anmy changes

you might expenence fo your mental health
after having your baby™

[ ves, definitely
2 D fes, to some extent

:DM::

qD Don’t know  cam'’t remember

Fid. Were you told who you could contact i you
nesded advice about any changes you might
expenence to your mental health after the
birth?

: D Yes
2 D Mo

:D Don't know  can't remember
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F15. Were youw given informmation abouwt yowr own
physical recovery after the birth?

. ves, definitely
2 D fas, o same extent
1 D Mo
o Ho, but | did not need this information
1 D Don't know [ can't rememier
F16. In the six wesks afier the birth of your baby did
you receive help and advice from a midwife or
hieahth visior about feeding your baby?
O ves, definitely
2 D Yas, o some extent
1 D Mo
O 1 did not nead any
T D Don't know [ can't rememiber
FiT. if, during evenings, nights or weekends, you
nesded support or advice about feeding your
baby, were you able to get this?
: D fes, always
:D ‘fas, sometimes
1 D Mo
« [ 1 did not need this
] D Dhon't know § can't rememissr
Fi8. In the six wesks afier the birth of your baby did

you receive help and advice from health
professionals about your baby's health and

progress?
O ves, definitely
:D Yas, to some extant
:D Mo
O 1 did not need any

T D Don't know [ can't rememiber
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F19. At the postniatal check-up (around -8 wesks
after the birth), did the GPF spend enough tims
talking to you about your cwn physical heatth?

O ves, defritely

1 D fes, to some extent

O e

i D | hawve not had a postnatal check-up

:D Don't know [ can't remember

F20. At the postniatal check-up (around -8 wesks
after the birth), did the GPF spend enough tims
talking o you about your own mental health?

O ves, definitaly
2 D Wes, to some extent

:DM::

qD | have not had a postnatal check-up
:D Don't know [ cam't remembser

SECTION G. YOU AND YOUR
HOUSEHOLD

Please complete as many of these questions as
you can. Your answers will help us to describe
the wonen taking part in the survey and to find
out whether the care offered to women is the
same regardless of their background or
circumstances.

G1. In what year were you bom?
[Pleasewriteinjeg. |1 [ 9 [2] 8 ]

page 10
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G2, Hawe you had a previous pregnancy?

-DTEE
'.-DN:I

= Go to 53
% Go to G4

G3. How many babies have you given birth io
before this pregnancy™®

D Mone
:D Taor2

:D 3 or more

G4. Do you hawve any physical or mental health
conditions, disabilities or illnesses that hawve
lasted or are expected to last for 12 months or

more?
D Yes = Go to G5
Odue 3 GotosT

G3. Do you have any of the following?
Select AlLL conditions you have that hawe

lasted or are expected to last for 12 months or
Moo

: D Breathing problem, such as asthma

2 D Blindness or partial sight

3 D Cancer in the last 5 years

i D Dermantia or Alzhaimer's Diseass

5 D Deafness or heanng loss

+ O Dizbetes

7 D Heart problemn, such as angina

1 D Joint problern, such as arthritis

+ [ Kidney or iver disease

« O Leaming dissbility

«« O Mental heatth condtion

O Meurclogical sonditian

13 D Another long-term condition

G Do any of these reduce your ability to camy owt
day-to-day activities?

; D Yeas, 3 lot
. ves, a it
21 Mo, not at all

GT. What is your religion?
O rio religion
. Buddnist

1 D Chiristian {including Church of England,
Catholic, Protestant, and other Chinistian
denominations)

. Hindu
[ Jewizh
. D Muslim
- sikn

1 D Crher

a D |'would prefer not to say

B Which of the following best describes how you
think of yoursaf?

. Heterosexual 1 sraight
2 D Gay [ lesbian

. mizesual

4 D Ortier

:D | wouwld prefer mot to say

Copyright of the Cars Qually Commission P 11
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G3. What is your ethinic group? (Cross ONE box
only)
a WHITE

1 D English / Welsh ! Soottish  Morthemn Insh |
Biritish

-0 irizn
3 D Gypsy or Insh Traveller

O 2ny csherwhite background.
Write in...

H. OTHER COMMENTS

If there is anything else you would like to tell us
about your matemity care, please do so here.

Flease note that the comments you provide will
be looked at in full by the HHS Trust, the Care
Quality Commission and researchers analbysing
the data. We will remove any information that
could identify you before publishing any of your
feedback.

b. MIXED | MULTIPLE ETHNIC GROUPS
-] white and Black Caribbean
o [J White and Black African
-1 white and Asian

+ [ Any cther Mixed / multiple ethnic
background. write in...

c ASIAN | ASIAN ERITISH
<O indian

] Fakistani

+ [ Bangladeshi

u-D Chinesa

3 D Any other Asian background,
Write iin. ..

d BLACK | AFRICAMN ' CARIEBEANM !
BLACK BRITISH

14 D African
« ] Caribbean

o ] Any cther Black / African / Caribbean
background., write in...

e OTHER ETHNIC GROUP
» 1 Arab

1 D Any other ethinic growp, write in...

THAMK YOU VERY MUCH FOR YOUR HELP

Please check that you answered all the
questions that apply to you.

Please post this questionnaire back in the
FREEFOST envelope provided.

Mo stamip is needed.

If you have concermns about the care you or
others have received please contact CGC on
03000 &1 61 61.

Copyright of the Cane CauslEy Commission paps 12
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Commission & Picker

YOUNG PEOPLE’S SECTION

This section Is about your visit to hospital

We want to hear aboul your most recent experience at hospital. For each question
please cross [X] clearly inside one box using a black or blus pen. f you have any
questions, please ask your parent or carar or call the helpline numbear
givan in the lattar enclosed with this quastionnaire.

THE H'US PITAI. WARD ﬂ Was it quist snough for you o sleap
when neadead in the hospital?
o Was the ward suitable for someons of 1] Yes, abwenys
your ags? [ ] Yes, sometimes
'] Yes [ Mo
‘(] Sort of :[] I did et nead fo seep in the
2] Mo hospital
o Wera thare encugh things for you to do LUUHIHG nFTEH ?uu
inhe hospia? IN HOSPITAL
1] Yes
[ ] Sort of n Did hospital staff talk with you about
,D Mo how they ware going to cane foryou?
1 I:l Yias
©) 't you used the hospital WiFi, was it good =[] Sort of
anough to do what you wanted? :[] Mo
1[] Ves, clways =z +[_] Don'tknow / can't rememibser
:[ ] Yes, sometimes
s[ ] No A/ €D When the hospital staff spoke with you,
[ ] I dlid not use WI-FI ﬁ did you undsrstand what they said?
> 1] Yes, atways
D Did you liks the hospital food? E :‘i‘: sometimes
o :
IE &J:Tc:f +[] Don'tknow § can't remember

:||:| [l
«[] I did not have hospital food ;

&
=

1

& Pt sl uls Euops
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ﬂ Did you feal able to ask staff quastions?
1] Yes b Go to Quesfion 9
[ ] No b 5o o Quesfion 10

=[] Idid not have any questions
b Go to Question 10

o Did the hospital staf anawear your
quesfions?

1D"|l'ig.3
:[] Sort of
:D [

Weare you involved in decisions about
your care and freatmeant?

1[] Yes alot

[ ] Yes alitle

] D [eks

:[] Idid notwant to be involved

m If you had amy wornies, did a mambear of
staff ialk with you about therm?

1|:|"|l"g¢

:D ]

:[] I did not have any worries
] 1 did ot want to falk fo staff

@ Were you given encugh privacy whean
you wera recalving care and freatment?

[ Yes aways
:[] Yes sometimeas
:[] Mo

@) 1t you wanted, were you able to talk to
a doctor or nursa without your parant or
carer baing thara?

1|:|"|l'ig.3

:l:l [
[ ] 1did notwant to falk to thern alone

ﬂl If vou felt pain while you were at
the hospital, do you think staff did
avarything they could to halp you?
||:| Yoz
=[] Sortof
:l:l )
[ ] I did not fesl ary pan

OPERATIONS & PROCEDURES

@ During your tima in hospital, did you
have any operalions or procedurss?

i[] Yes b Go fo Question 16
] Mo b Go to Question 18

G Bafore the operations or proceduras,
did hosgpital staff explain to you what
would be done?
|D Yos
:[] Sortof
:D I

) Anerwards, did staff explain fo you how
the operations or procedurss had gone?

||:|‘t|'ig3
:[ ] Sort of

:DN;]
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LEAVING HOSPITAL

Did a mambear of staff lell you who
o talk fo if you ware worried about
anything whean you got hormea?
1] Vas

: |:| Sort of

:D o

[ ] Don't krow § can't remember

@ When you laft hospital, did you know
what was going to hoppean need with
Your cans?

1|:|"|'"9¢
:[] Sort of
:D ')

Did a membear of staff give you advice
on how to look after yoursalf after you
want home?

1[] Yes
:[] Sort of
:D o

] 1 did not need any advice

AND FINALLY...

m Do you feal that the peopla looking after
you wers frisndby?

1[] Yes atways
:[] Yes sometimes
:D o

@ Ovanall, how wall do you think you wears
looked after in hospital?

1] Very well
:[] Quite well
:l:lcl{{

«[] Quite badly
:[[] Viery bardlly

327

ABOUT You

@ Are you male or famale?
] Male
:[ ] Female

@ How old are you today?

waars ok

H. ANYTHING ELSE TO SAY?

Was there anything alse you wanted fo fell
us about your time in hospital (amything
particularky good, ar arything that could
have bean battar)?

s ~

b o

Whatever you wite in the box above will

b seen by the hospital, the Core Ciuality
Cornmiksion and reseanchars working with the
clata, We will rermove any Inforrmation that
Maons someons might recogniss you bafors
pubdishing ary of your feedback,

Please now hand this
survey fo your parent or
corer 30 thay can fill oul
the following questions. |




Wit 8 FRALALAN S

RVESEE IR G- 1 S TR L R Lt g

HOSPITAL STAF

R = B

This section is for the PARENT/
CARER who accompanied the

rson hospit Did members of shaff tren child
ape = = = m give you information ummmm
Please note: these questions are and frectrmeant in a way that you could
about your child's most recent visit understand?
to hospital. [ Yes defintaty
| ] ¥es to some sxtant
[ ] Mo

B Was your child’s visit o hospital planned
of an ameargancy?
] Emergency (went to A&E | Casudity @ Did a marlnhar of staff agres a plan for
/ eams by ambuiance ste) your child's care with you?

|| Planned visit / was on the walting list E E

|| Don't know / can't remernber

ﬂ Did your child stoy ovemight during theair
micst recant vist fo hospital?

D'ﬁ; @ummmammmmmma
| Ne members of staff freating your child?
|| Yes always
THE HOSPITAL WARD | o sometimes
[ ] Mo
£} For most of their stay in hospital, what
typa of ward did your child stay on? @Dh:llmﬂlmdn\rnuhdmidmuhﬂm
|:| A chidren's ward your child's care and treatment?
] An adult ward [ | Yes definitely ) Go fo Question 24
A feenage | adolescent ward [] Yes fo some extant
D ¥ o to Quesfion 34
a Did the ward where your child |:| [ p o to Suasfion 34
have appropriate equiprnent or |:| | did reot want to e Invohied
adaptations for your child’s physical or F o to Question 35
medical neads?
|| Yes. definitely () Were you given enough information
[ ] Yes, tosome artent to be involved in decisions about your
] No child’s care and treatmeant?
[ ] Don't know f can't remember || Yes, dofinttely
[ | They did not need equiprment or || Yes to some extent
adaptations [ Mo
g How clean do you think the hospital room @ Did hospital staff keap wou informed
of ward was that your child was in? about what wos happaning whilst your
|:| Very clean child was in hospital?
| Quits clean || Yes definitely
[ | Notvery clean [] Ves fo some extent
] Mot at all clean [ No

[] Don't know f can't remermiber




M8 FRZETALARN E-F

@ Ware you able to ask staff ary questicns
vou had about yvour child's cons?

[ ] Yes definttely

[ ] Yes, fo some extent

[ 1 No

[ ] Idid rotwant / need to ask any
questions

[ ] Don't know f can't remermber

() Wera the different members of staff
caring for and treating your child owars of
thair medical history?
[ ] Yes definttey
[ Yas to some extent
[] Mo
[ ] Don't know [ not applicale

(7} Did you feel that staff looking after
your child knew how to cons for thair
individual or spacial nesds?

[ ] Yes definttely
[ Yes to some extent
[ ] No

|| Don't krow [ not applicable

m Ware members of stoff available whan
your child neadad attenfion?

[] Yes always
[] Yes sometimes
[ | Mo

[] Don't know [ not applicale

0 Did the members of staff caring for your
child work well fogether?

[ ] Yes definttaly

[ ] Yes, fo some extent

[ Mo

[ ] Don't know [ not applicable

a I you hod bean unhappy with your
child’s cars and freatrmant, do you feal
that you could have told hospital staff?

[] Yes always
| | Yes somstimas
[ ] Mo

FACILITIES

) Did you have access fo hot drinks
facilities in the hospital?
(Cross ALL that apply)

[ ] Yes |usad a Wichen asa/pasnts
room athached to the wards

| | Yes | used a hospital café/
varding rmochines

[ Ihwos alowsd to use the staff room

[] Iwos offered drinks by memloers
oif shaff

] o

m Wara you able to prepars food in tha
hospital if you wantad to?

[ ] Yes definttely
[ Yes fo some axtent

[ | Mo

[ ] 1did motwant to praparns food

@ Did you stay overnight with your child
during thair most recant visit o hospital?

[ Yes b Go to Question 45
[] No b Go to Question 45

|| My child did rot stay overmight
bk o to Question 45

Q How would you rate tha facilifies for
ponants or carars staying overnight?

|| Very good
[ ] cood
] Far

[ Poor

[ ] Very poor

329
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@ If ywour child felt pain while they wera
at the hospital, do you think staff did
everything they could fo halp them?

|| Ve, definitaly
[ Yes o some extant

| No

[ | My child did rot feel any pain

OPERATIONS & PROCEDURES

() During their stay in hospital, did
your child have any operations or

proceduras?
[] Yes » Go to Question 48
[ Mo } Go to Question 52

@ Badore your child had amy opsrafions
or procedures, did a member of staff
axplain to you what would be done?

|| Ves complately
[ Yes o some extent
[ Mo

[ ] 1ddid ot waont an explanation

@ Badore the oparations or procadurss,
did a marmbear of staff arswer your
questions in a way you could
undarstand?

|| Yes completely

[] Yes to some extent

[ Mo

[ | 1 did net have any questions

m Duwring any operations or procedurss,
did staff play with wour child or do
amything to distract them?

|| Yes definitely

[] Ves to some extent
(] No

[ ] Hwas not necassary

() Atlerwards, did staff explain to you how
the openations or procedures had gone?

(| Yes complately
[ | Ves to some extent

[ | Ne
[ ] lediel netwont an explanction

LEAVING HOSPITAL

@ Did a staff member give you advice
about caring for your child after you
want homea?

[ | Yes definitely

(| Yes, to some extent

(] No

[ ] twas not necassany

[ | Don't know / can't remember

(1) When you laft hospital, did you know
what was going to happen mext with
vour childs cara?

(] Yes definitely
[ | Yes to some extent
[] Mo

[ twas not necessary

a Ware you given any written information
(such as leaflets) about your child's
condition or treatmant fo foks home with
you?

[ ] Yeos
] Mo, but lwould have liked it
| Mo, but | did not need it
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OVERALL
(1) Do you fesl mat yeu (ne pareni/carer)
ware well looked after by hospiial afr?
[ ] vog atways
| | wes sometimes

| | Mo

() were you freaied wih dignity and
respect by he peopls 100KINg ansr your

chillg?
[ ] vos amways
[ ves sometimes
[ ] Mo
() overall... (please circle a number)
D1 2 3 45 &7 8B 910
i | | | | | | | | | :
| Tt Tt oy | Tt Tt iy
child had a ehild had o
VEry P Vany good
SXparencs EXpENencs

() whowas the maln person who
answared the questions In the young
people's section of the quastionnalrs?

[ | The young person
[ ] The parent or carer

|| Bofh the young person and the
parent o carer fogathar

ABOUT YOUR CHILD

) inciuaing this visit, how mary times
has your child been to haspital In the
past siX monins?

[] orce
[] Two or three times
[ ] Fowr tres or more

(1) wrich of these best describes your

child's ethnic background?
(Cross ONE only)

£ WHITE

[ | English / Welsh / Scotfish /
Mortherm nsh § British

[ insh
[ | cypsy or Insh Travelier

[ ] Any ofherwhite background,
write in...

F. MIXED / MULTIPLE ETHNIC GROUPS
[ ] winite and Black Canboaan
[ ] wnite and Black African
[ ] whitte and Aslan

|| Any ofher Mbedy mulliple sthnic
background, wite In...

. ASIAN J ASIAN BRITEH
[ natican
[ Pakesan
|| Banglocesn
[ ] chiness

[T any othar Asian background,
wWre ...

. BLACK [ AFRICAH Jf CARIBEEAHN J
BLACK BRITISH

|| Atrican
[ Conbbaan

[ ] Ay other Back / Atcan f
Canbbeon background
write in...

E. OTHER ETHHIC GROUP
| Ao
[] Ay other athink: group.
wriia in...
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e AR PN
RY?

It ks & aryTring Siss you wolld ke 1o

Tall us clout your chilkdd™s tirms In hosoltal

&g, anything particuary good; anything

- T

(') poes your chila nave any prysical of ANYTHING ELSETO §
mental health condifions, disatiities

of linassas that have lased or ars
expectad o last 12 months or mora?

|| ves ¥ G0 to Question &2 that could have been mproved), plaase
|:| Mo 0 o ANYTHIMG ELSE TO SAY? 2o 50 Nens
- x

(') poss your chila nave any of he
following? (Select ALL conditions that
have lasted of are expeciod 1o last for
12 months or more)

[ ] Bood disorder

[ ] Bowe condmon, such os Cronm s ckecss

|| Ereathing problem, such os asthima

[ ] Bingness or partial Sght

[] cancer n the 18t 5 years

|| crromosoma conadimon, such s
DM 5 Sy NCroms

[ ] Deatness of hearing loss

[ ] pevslopmental disciolity, such as
Autlsm Speciium Disorder (AS0)

|| Dictetes

[ | Heart prokiem

[ ] Joint protiem

[] Kidney or Iver dissase

[ ] Leaming dsatiity

|| mental necim conaion

[ ] Meursloglcal condifion, such as
splspsy

[ Another long-term condition

\. y
Pedss nofe that the comments you provids

N he box above Wil e Iookad af In il by
0 D‘;‘“"""mm hase '::‘:”“ your H::n:m . fhe MHS Tust, Core Qually Commission and
abiliy to carry out aay-1o-aay resaqrchers wordng with the dafa, We wil
[] ves, a0t remnove oy Infomnction that coud Identity
[ ves, a iitle Youl Ipafore puslEhing any of your fesdback,
[ Mo netaral

If you have concerns about the care you or
oihers have mecelved pleass confact Cac
on 03000 &1 &1 41

Please post thiz questionnaire back in the FREEPOST envelope.
NO STAMP 15 MEEDED.
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CareQuality
Commission

NHS Community Mental Health
Service User Questionnaire

Your experience matters, please tell
us what your care is really like

This survey is about your experience of the health and social care you receive
through NHS mental health services. We would like to hear from you, even if
your contact has only been limited or has now finished.

What you tell us is confidential and taking part is voluntary.

WHATTO DO
Put a cross & clearly inside one box using a black or blue pen.
If you miake a mistake, just fill in the box m and put a cross = in the correct box.

If you cannot answer a quastion, or do not want to answer it, just leave it blank and go to the
next question.

Pleasa remeamber not to write your name or address anywhera on the questionnaire.

When you have filled in as much as you can, please retum it in the Freepost envelope provided.
Thank you.

NEED MORE HELP?

Faor help completing this questionnaire, please call the survey helpline on <insert helpline
numbers.

If you have concarns about the care you or others have received please contact the Care Quality
Commission (OQC) on 03000 &1 61 &1,

Care Quality Commission. Copyright 2018 Page 1
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YOUR CARE AND TREATMENT

Please do not include contact with your
GP.

1. When was the last time you saw someone
from NHS mental heslth sarvices?

1] in the last month

2[]1 to 3 months ago

1[_] 4 to 6 months ago

s[_| 7 to 12 months age

5[] More than 12 months ago

s[_] Don't know / can't remember

7 [[] 1 have never seen anyone from NHS
mental health services = Flease go to
Q38 on page 7

2. Overal, how long have you baen in
contact with NH5 mental health services?

1] Less than 1 year

2[]1to5 years

[ ] 6to 10 years

+[] More than 10 years

:[_] 1am no longer in contact with NHS
mental health services

5[] Don't know / can't remember

3. In the last 12 months, do you feel you
have saen NHS mental health services
often anough for your needs?

1] Yes, definitely

:[] Yes, to some extent
x| Ne

<[] It s too often

“[] Don't know

Care Quality Comrmission. Copyright 2018
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YOUR HEALTH AND SOCIAL CARE
WORKERS

Thinking about the most recent time you
saw someone from NHS mental health
services for your mantal health neads...

This does not incdude your GP.

4. Were you given snough tima to discuss
your needs and treatment?

1[_] Yes, definitely

:[] Yes, to some extent

[ | No

<[] Don't know / can't remember

5. Did the person or people you saw
undarstand how your mental haalth
needs affact ether arsas of your life?

1] Yes, definitely

2[] Yes, to some extent

3|:|Hﬂ

+[] Don't know / can’t remember

6. Did the parson or people you saw appear
to be aware of your trestmant historyT

1[] Yes, completely

2[_] Yes, to some extent

[ |No

:[_| Don't know / can’t remember

ORGANISING YOUR CARE

In this section, you may include contact with
your GP.

7. Have you been told who ks in charge of
organising your canre and services? (This
person can be anyone providing your care,
and may be called a“care coordinator” or

"lead professional”).

1[] Yes % GotoB
:[]Ne 3 Goto11
:[] Mot sure = Goto11

Fage 2
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&. |s the main person in charge of erganising
your care and services...

1[JAGP
1[_] Another type of NHS health or social
care worker (e.g. a community

psychiatric nurse, psychotherapist,
mental health support worker stc).

: [] Don't know / not sure

9. Do you know how to contact this parson if
you have a concemn about your care?

1[ ] Yes
2[]No
3|:|H-|:t:um

10. How well does this person organise the
care and services you need?

1] Very wel
2 [] Quite wel
1[] Mot very wel
] Not at all well

PLANNING YOUR CARE

Please do pot include contact with your GP.

11. Have you agreed with someonea from NHS
maental haalth sarvices what care you

will recaive?

1] Yes, definitely > Goto 12
2[] Yes, to some extent 3 Goto12
[ I1Ne 2 Goto 14

Care Quality Comamitssion. Copyright 2018,
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12. Were you invahed as much as you wanted
to ba in agresing what care you will
recaivel

1[] Yes, definttely

2[] Yas, to some extent

3[_] N, but | wanted to be

a[] No, but | did net want to be
:[] Don't know / can't remember

13. Doss this agreement on what care you will
receive take your personal drcumstances
Into account?

1[] Yes, definitely

2[_] Yes, to some extent

i[ | Ne

a[_] Don't know / can't remember

REVIEWING YOUR CARE

Please do not include contact with your GP.

14. In the last 12 months, have you had a
formal meeting with someons from NHS

mental health services to discuss how
your care |s warking?
[ ] Yes > Goto 15
:[]Ne > Goto 16
:[_] Don't know / can't
remember 2 Goto 16
15. Did you fesl that decisions were madea
togethar by you and the person you saw
during this discussion?
1[] Yes, definitely
2[_] Yes, to some extent
i |No
a[_] 1 did not want to be involved in making
decisions
5|:| Don't know / can't remember

Page 3
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CRISIS CARE

Please do not include contact with your GP.

A crisis is if you need urgent help because
yvour mental or emotional state is getting
worsa very quickly. You may have been
given a number to contact, such as a ‘Crisis
Helpline' or a ‘Crisis Resolution Team.

16. Do you know who to contact out of office
hours within the NHS If you have a crisis?

This should be a or a tearn within
servicas.

NHS mantal
1] Yes > Goto17
:[ | No 2 Goto18
1] Mot sure 2 Goto 18

17.In tha last 12 menths, did you get

the help you neaded when you tried
contacting this parson or team?

1[]Yes, definitely
2[_|Yes, to some extent

[ |No

[ ]l could not contact them
:[_]1 have not tried contacting them in the

lazt 12 months
s[_]Can't remember

Please do not include medicines
prescribed only by your GP.

18. In the last 12 months, have you been
recaiving any madicines for your mental
health neads?

1] Yas
[ Ne

= Goto19
= Goto d5

Care Quality Commission. Copynight 2018
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19. Were you involved as much as you
wanted to be in decisions about which
medidnes you receive?

1] Yes, definitely

2[] Yes, to some extent

1] No, but | wanted to be

+[_] No, but | did not want to be
s [] Don't know / can't remember

20. Has the purpess of your medicines ever
baen discussed with you?

1[] Yes, definitely

[ ] Yes, to some extent

[ |No

+[_| Don't know / can't remember

21. Have the possible side effects of your
medicines ever bean discussed with you?

1[] Yes, definitely
:[] Yas, to some exdtent

[ No
+[] Don't know / can’t remember

22. Do you feel your medicines have helpad
your mental health?

' [] Yes, definitely
2[] Yes, to some extant
al:“,h

4|:|th:|.l!

23. Have you been receiving any madicinas
for your mental health needs for 12
months or longer?

1] Yes 2 Goto 24
:[]Ne 3 Goto 25
1[[] Not sure < Goto 25

Page 4
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24. In the last 12 months, has an NHS
mantal heslth workar checked with you
about how you are getting on with your
medicines? (That s, have your medicines
been reviewed7).

1|:|‘||H

J.Dm
[ ] Don't know / can't remember

NHS5 THERAPIES

Therapias include any NHS treatment for your
mental health that does not involve
medicines.

25. In the last 12 months, have you received

any NHS far your mantal haalth
needs that do not involve medicines?
1[]Yes = Go to 26
1| Mo, but | would have liked

this = 5o to 29
i[_|No,butldidnotmind = Goto29
4[| This was not appropriate

for ma =% Goto 29
;[ | Don't know / can't

remember = Go to 29

26. Were these NHS thamapies explained to
yoll In a way you could understand?

' [] Yes, completely

[ ] Yes, to some extent

iDm

4[] No explanation was needed

27. Were you involved as much as you
wanted to be in deciding what NHS

therapiles to use?
1[_] Yes, definitely
1[] Yas, to some extent
1 [ ] Nio, but | wanted to be

4[] N, but | did not want to be
:[ | Don't know / can't remember

Care Quality Commission. Copyright 2018,
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28. Do you fesl your NHS theraples have
helped your mental health?
1[]Yes, definitely
llj\hs,.tnmmt
[ ]Ne
+[_|Not sure

SUPPORT AND WELLBEING

Please do not include help from your GP.

If support was provided by a non-NHS
organisation, we are interasted to know if
NH5 mental health services helped you to
find this support from them. This may be
through postars, fivers and leaflats.

29. In the last 12 months, did NHS mental
health services give you any halp or
wdvice with finding support for physical
haalth needs (this might be an injury, a
disability, or a condition such as diabetes,
epllepsy, etc)?

1 [¥es, definitely

2 [ ]¥es, to some extent

: [_No, but | would have liked help or
advice with finding support

+ [ ]I have support and did not need help /
advica to find it

s []1do not need support for this

*Dldnn:thmplqliﬂlhlithnln‘k

30. In the last 12 months, did NHS mantal

health services give you any help or
advice with finding support for financial
advice or banafits?

1 [Yes, definitely
1 [_]Yes, to some extent

3 [C]No, but | would have liked help or
advice with finding support

1[_] 1have support and did not need help /
advice to find it

5[] 1do not need support for this

Page 5
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21. In the last 12 months, did NHS mental
health services ghwe you any halp or
advice with finding support for finding
or keeping work?

1] Yes, definitely
[ ] Yes, to some extent

:[_] No, but | would have liked help or
advice with finding suppart

+[_]1 hawe support and did not need help /
advice to find it

:[]1 de not need support for this

<[] 1am not currently in or saeking work

32. In the last 12 months, has someone from
MHS mental health services supported

you in joining a group or taking part in an
activityT

1[_] Yes, definitely
:[_] Yes, to some extent
:[ ] N, but | would have liked this

+[_]1did not want this / | did not need
this

33. Hawve NHS mental haalth services involved
& membaer of your family or someons
mdmhmum“wumd

1] Yes, definitsly

[] Yas, to some extent

:[_] Ne, not as much as | would like

4[] No, they have involved them too much

5[] My friends or family did not want to be
invelved

s[_]1did not want my friends or family to
be involved

[_] This does not apply to me

Care Quality Commission. Copyright 2018
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34. Have you been given information

by NHS mental health services about
getting support from people who have
experience of the same mental health
needs as you?

1 [] Yes, definitely

[ ] Yes, to some extent

2] N, but | would have liked this

[ ] 1did not want this

Please do not incdude contact with your
GP.

35. Overall.. (Please circle a number)

| had a very 1 had a very good
poor eperence experience

01 2 3 45 6 7 8 %10

36. Overall in the |ast 12 months, did you feal
that you were treated with respect and
dignity by NHS mental health services?

1 [[] Yes, always

[ ] Yes, sometimes

!I:lm

37. Aside from in this questionnaire, in the

last 12 months, have you bean asked by
NHS mental health services to ghme your
views on the quality of your cane?

1] Yes

[ | Na

: [_] Not sure

Fage &
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ABOUT YOU

This infermation will not be used to
identify you. We use it to monitor whether
diffarent paople are having differant
axpariencas of MHS services.

All the questions should e answeared from
the point of view of the person named on
the envelope. This indudeas the following
background queastions on gender and date of
birth.

38. Do you have any physical or mental health
conditions, disabilities or ilinessas that
have lasted or are expected to last for 12
months or more?

Include problems related to old age.

1] Yes 3 Goto 39
Mo > Goto 41

39. Do you have any of the following?

Select ALL conditions you have that
hnrelmeduramsmectedtnhﬂfuru
months or mome

1] Breathing problem, such as asthma
:[ ] Blindness or partial sight

[ | Cancer In the last 5 years

:[ ] Dementia or Alzheimers disease
:[] Deafness or hearing loss

5[] Diabetes

7[ ] Heart problem, such as angina

5[] Joint problem, such as arthritis
*[] Kidney or liver diseasa

w[_] Learning disability

1[_] Mental health condition

2[[] Neurological condition

[ ] Another long-term condition

40. Do any of these reduce your abillity to
carry out day-to-day activitiesT

1] Yes, alot
[ ] Yes, alittle
:[_] No, not at all

Caine Quality Commission. Copyright 2018,
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41. Who was the main parson or people that
filled in this questionnaire?
1[_] The person named on the front of the
envelope (the sarvice usar / cllent)
:[_] Afrlend or relathve of the service user
f cliant

:[_] Both service user / client and friend /
rejative together

+[ ]| The service user / dient with the help
of a health professional

42. Are you male or famale?
1] Male
[ | Femnale

43.What was your year of birth?
(Please write in)

eg|i|ofec|s]

44. What is your religion?

1[_] No religion

2] Buddhist

:[ ] Christian (induding Church of England,
Catholic, Protestant, and other
Christian denominations)

+[]Hindu

5[] Jewish

5[] Muslim

7] Sikh

=[] Other

o[ ]|1 would prefer not to say

45. Which of the following best describes how
you think of yourself?
1[_] Hetarosexual / Straight
:[] Gay / Lasbian
:[ | Bisesual
+[ ] Other
s[_]1 would prefer not to say

Page 7
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46. What Iz your ethnic group? (Cross ONE
box only)
& WHITE

1[_] English / Welsh / Scottish / Northern
Irish / British

[ |lIrish
:[ | Gypsy or Irish Traveller
+[_| Any other White background,

write in...

b. MIXED / MULTIPLE ETHNIC GROUPS
:[_| White and Black Caribbean
5[] White and Black African
7] White and Asian
5[] Any other Mbeed / multiple ethnic
background, write in...

€. ASIAN / ASIAN BRITISH
o[ | indian
w[_| Pakistani
n[_ ]| Bangladeshi
iz[_| Chinese
2] Ay other Asian background,

write in...

d. BLACK / AFRICAN / CARIBBEAN /
BLACK BRITISH

e [] African

=[] Caribbean

s [_| Any ather Black / African / Caribbean
background, write in...

| |

a. OTHER ETHNIC GROUP
w[_] Arab
=[_| Amy other ethnic group, write in...

Care Quality Commission. Copyright 2018
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OTHER COMMENTS

If thare is anything elsa you would like to tell
us about your of mental health
care In the |ast 12 months, please do 20 here.

Plzase note that the comments you providea
will be looked at in full by the MHS Trust,
Care Quality Commission and researchers
analysing the data. We will remowve any
information that could identify you before
publishing any of your feedback.

ks there anything particularly gooad about
your care?

ks thare anything that could be improved?

Any other comments?

THANK YOU VERY MUCH FOR YOUR HELP

Please check that you answered all the
questions that apply to you.

Please post this questionnaire back in the
FREEPOST envelope provided.

Fage B
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Canadian Patient Experiences Survey — Inpatient Care
Survey Instructions

+ You should fill cut this questionnaire only if you were the patient named on the envelope.
You may need to get help from a family member or fiiend to answer the questions.

That's okay.

+ Answer all the questions by checking the box to the left of your answer.

+ Your response to this survey is voluntary but will provide us with important information.

+ You are sometimes told to skip over some questions in this survey. When this happens,
you will see an arrow with a note that tells you what question to answer next, like this:

O Yes

Mo — If Mo, go to Question 1

Placeholder for jurisdiction comments.

Piease answer the guestions about your
recent stay at the hospital named on tha
cover lefter. Do not inciude any other
hospital stays in your answers.

YOUR CARE FROM NURSES

1. Dwring this hospital stay, how often
did nurses treat you with courtesy
and respect?

O Mever
O Sometimes

O Usualty
O Always

2. During this hospital stay, how often
did nurzes listen carefully to you?

O Mever

O Sometimes
O Usually

O Always

. Dwuring this hospital stay, how often did

nurzes explain things in a way you
could understand?

O Never

O Sometimes
O Usually

O Abways

Dwring this hospital stay, after you
pressed the call button, how often did
you get help as soon as you wanted it?

O Newver

O Sometimes

O Usually

O Always

O | mever pressed the call button

January 2019
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YOUR CARE FROM DOCTORS

YOUR EXPERIENCES IN THIS HOSPITAL

5. During this hospital stay, how often 10. During this hospital stay, did you need
did doctors treat you with courtesy help from nurses or other hospital
and respect? staff in getting to the bathroom orin

I >
O Never using a bedpan?
O Sometimes O Yes
0 Usually O Mo — If Ho, go to Question 12
O Always
. . . 11. How often did you get help in getting

6. During this hospital stay, how often to the bathroom or in using a bedpan
did doctors listen carefully to you? as soon as you wanted?

O Never O Mever
O Sometimes 0 Sometimes
o Usually 0O Usually
O Almys O Always

7. During this hospital stay, how often 12. During this hospital stay, did you need
did doctors explain things in a way medicine for pain?
you could understand?

O Yes
O Never ,
3 Sometimes O Mo — i Mo, go to Question 15
o Usually 13. Dwring this hospital stay, how often
H Always was your pain well controlled?
THE HOSPITAL ENVIRONMENT O Mever
8. During this hospital stay, how often O Sometimes
0O Usually
were your room and bathroom O Alw
kept clean? ays
O Never 14, During this hospital stay, how often
0 Sometimes did the hospital staff do everything
O Usually they could to help you with your pain?
O Always O Never

9. During thiz hospital stay, how often Sﬁnme“hmes
was the area around your roocm quiet - ,qf:ﬁ y
at night? ays
O Newer
O Sometimes
O Usually
O Always

January 2013 2
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15.

16.

17.

During this hospital stay, were you
given any medicine that you had not
taken before?

O Yes

O No — If Ho, go to Question 18

Before giving you any new medicine,
how often did hospital staff tell you
what the medicine was for?

O Never

O Sometimes
O Usually

O Always

Before giving you any new medicine,
how often did hospital staff describe
possible side effects in a way you
could understand?

O Never

O Sometimes
O Usually

O Always

WHEHN YOU LEFT THE HOSPITAL

18.

After you left the hospital, did you
go directly to your own home, to
someone else’s home or to another
health facility?

O Own home
O Someone else's home
O Another health
facility — If Another health facility,
go to Guestion 21

19. Dwuring this hospital stay, did doctors,

20.

nurzes or other hospital staff talk with
you about whether you would have
the help you needed when you left
the hospital?

O Yes
O No

Dwring this hospital stay, did you get
information in writing about what

symptoms or health problems to look
out for after you left the hospital?

O Yes
O No

OVERALL RATING OF HOSPITAL

FPlease answer the following guestions
about your stay at the hospital named on
the cover latter. Do not includs any other
hospital stays in your answers.

1.

Using any number from 0 to 10, where
0 is the worst hospital possible and 10
iz the best hospital possible, what
number would you use to rate this
hospital during your stay?

oo
01
o2
O3
O4
os
O&
a7
Os
09
010 Best hospital possible

Worst hospital possible

January 2019
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22, Would you recommend this hospital to
your friends and family?

O Definitely no
O Probably no
O Probably yes
O Definitely yes

in this next section, we ask several more
guestions about your stay at the hospital,

YOUR ARRIVAL AT THE HOSPITAL

23. When you arrived at the hospital, did
you go to the emergency department?

O%Yesz — If Yes, go to Question 26
O Mo | If Ho, please continue below

24, Before coming to the hospital, did you
have enough information about what
was going to happen during the
admission process?

O Mot at all

O Partly
O Quite a bit

O Completely

25, Was your admission into the
hospital organized?

Answor gquastions 26 to 29 only if
you were admitted through the
emergency department.

26. When you were in the emergency

department, did yvou get enough
information about your condition
and treatment?

O Not at all

O Partly

O Quite a bit
O Completely

27. Were you given encugh information

about what was going to happen
during your admission to the hospital?

O Mot at all

O Parthy

O Quite a bit
O Completely

28. After you knew that you needed to

ke admitted to a hospital bed, did
you have to wait too long before

getting there?

O Yes
O Mo

0 Mot at all 29, Was your transfer from the emergency
O Partly department into a hospital bed organized:
O Quite a bit 0O Mot at all
O Completely O Pﬂl’ﬁ"_.l'
- . O Quite a bit
Y O Completely
Go to Question 30 - .
N'a
Continue with Question 30
January 2019 4
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DURING ¥OUR HOSPITAL STAY

30.

Do you feel that there was good
communication about your care
between doctors, nurses and other

34,

Didl you get the support you needed
to help you with any anxieties, fears
or worries you had during this
hospital stay?

hospital staff? O Mewver
O Someti
O Mever MEtmes
. O Usually
O Sometimes O Alwa
= Usually O Mot ayE licable
O Always PP
) 35, Were you involved as much as you
31. How often *,:"d doctors, nu_rses and wanted to be in decigions about your
other hogpital staff seem informed and
, care and treatment?
up-to-date about your hospital care?
ON
O Mever &ver_
) O Sometimes
O Sometimes
O Uzsually
O Usually O Alwa
O Always ¥
36. W famil friends involved
32. How often were tests and procedures FTE your family or |en. y mmfo.\re
d h 1d th d as much as you wanted in decisions
one when you were to ey wou about your care and treatment?
be done?
O Mever O Never .
) O Sometimes
O Sometimes
O Uzsually
O Usually
0 A O Always
o d‘_";ys . ate " O | did net want them to be involved
¢ At Rave any lests or procedures O | did net have family or frisnds to
33. During this hospital stay, did you get be involved
Il the inf ti ded about
all the fnformation you nesded aho LEAVING THE HOSPITAL
yvour condition and treatment?
37. Befi left the hospital, did
O Never efore you left the usp! al, did you
O Sometimes have a clear understanding about
3 Usuall all of your prescribed medications,
3 Alwa : including those you were taking before
v your hospital stay?
O Not at all
O Partly
O Quite a bit
O Completely
O Mot applicable
January 2019 5
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Did vou receive enough information
from hospital staff about what to do if
you were worried about your condition
or treatment after you left the hospital 7

O Mot at all
O Partly

O Quite a kit
O Completely

When you left the hospital, did you
have a better understanding of your
condition than when you entered?

ABOUT ¥YOU

42, In general, how would you rate your
overall physical health?

O Excellent
O Very good
O Good

O Fair

O Poor

43, In general, how would you rate your
overall mental or emotional health?

O Excellent
O Not at all O Very good
O Partly 0 Good
O Quite a bit O Fair
O Completely O Poor
YOUR OVERALL RATINGS 44, What is the highest grade or level of
40, Overall, do you feel you were helped school that you have completed?
by your hospital stay? Please answer O &th grade or less
on a scale where 0 is “not helped at O Some high school, but did
all” and 10 iz “helped completely.” not graduate
Overall . . . (Please circle a number) O High schoal or high schoal
equivalency certificate
Mot helped Helped O College, CEGEP or other non-
atall completely university certificate or diploma
> 1 2 3 4 5 & 7 &8 9 10 O Undergraduate degres or
| | | SOME university
O Post-graduate degree or
41. Overall . . . (Please circle a number) professional designation
I had @ very | had a very good : o
poor expenence experience 45, What is your gender?
0 1 2 3 4 5 6 T 8 & 10 [ Male
[ | | | O Female
O Other
January 2019

346



10 4o % BB AR R -

46, What is your year of birth? 48. People living in Canada come from
. u o many different cultural and racial
Fl writ for le, “1934.
(Please wrile in; for example, ) backgrounds. The following
question will help us to better
understand the experiences of the

47. Was your most recent stay at this communities that we serve. Do you
hospital for a childbirth experience? consider yourselfto be ...
O Yes {Check all that apply)
ON
° O First Nation
O Inuit
O Métis

O Indigenous/Aboriginal
(not included abowe)

O Arab

O Black (Morth American, Canbbean,
African, etc.)

O Chinese

O Filiping

O Japanese

O Korean

O Latin American

O South Asian (East Indian, Pakistani,
S Lankan, etc.)

O Southeast Asian [\Vietnamese,
Cambodian, Malaysian, Lactian, etc.)

O West Asian (lranian, Afghan, etc.)

O White (Morth American, European, ete.)

O Other

49,1z there anything else you would like to
ghare about your hospital stay?

Hofsc

Qusstons 1 o 22 and 43 are adapied from the HCAHPS (HospEal Consumer Assessment of Heatcare Providers and Eystems) questionniaime.
Questions 23 to 45 [exciuding question 4 3) were adapied and'or developed by Fe Canadan imsShute for Heal® irformation in consultabon

WiER an Imerurisdicional commites of experts.

January 2013 7
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About this survey

Patient Satisfaction Survey

Instructions for survey completion

This survay is about your overall experience in hospital. It asks for your opinion about your
most recent stay in hospital. Informafion from the survey will be usad to help hospitals to
improve sanvices to patiants

= Motewrybody receives all services. Ifyou did not use a particular service while in hospital
just mark the "Does Mot Apply” box.

+ Thame ame no fght or wrong answears, it is your oplnion thatis important

= |fyou are assisting someaona to complate this questionnaire, it is important that the patient's
opinions are presanted.

= The survey is not the best way to make a formal complaint, as the survey esearchams
will not ba able to help you to resolve it. If you would like to make a formal complaint
about your expanances in hospital you should contact the hospital patient liaison officar.
Allemativaly, you may contact the Office of the Health Sarices Commissionar on
(03) 8601 5200 or toll free on 1800 136 DEE.

.<qu_um_.-.namim_.:_uﬂ..mi.._._._m___.ﬁ._:._m__u:..m:Qnmﬂﬁmﬂuﬂﬁm_._mmm_...ﬁmm
to patients. Remember, the survey is completely anonymous. No
information that will idenfify you will ba given to anyane at the haspital.

Please note, wa have made avery affort to ensure this survey has gone to the comect persan.
Howaver, if you are not the parson o whom this surey was addressed, or if you have not
recently baen an inpatient at the hospital mentioned in the covering letter, please retum this
survay in the envelope supplied, along with a nate to this affect.

Thank you for your assistance.

When you have finished

Please remove the cover letter before mailing the survey.

Plam the complated survey in the “Reply Paid™ envelopa and putit in the mail.
ou do not have to use a stamp.

If you have misplaced the "Reply Pald" envelope, just use a plain envelopa.
The address to write on tha plain envelope is:

<

Victorian Patient Satisfaction Monitor
Reply Paid 5210
South Melbourne VIC 3205

You don't need to use a stamp.

YOU MAY REMOVE THIS SECTION IF YOU 'WISH

This codie wil allow e Department of Human Services. i work out hings ke wheder
o are madiefemaie of an eleclelemergency palied B cannol denllty wous by rame
of addess.

Completing the survey

To complete the survey, please follow the instructions by marking the boxes. An exampla
is providad balow.

EXAMPLE ONLY

The parson completing the example has ated the quality of the car parking facilifies as “good™.
As this parson did not hawe visitors during their hospital stay, they marked “Does Mot Apply™ for thair
rating of tha visiting hours.

{Finasn mark only ons box on aach mw)

E How would you rate the following?

o
&l
2

The quality of fhe car parking faciifes

|| 3@
|| k@
| CI[ee

[]
[]

|
L C])5=
| ]

Tihe visiting hours

If you need to contact us

If you have any gquesiions about how to complete this survey please contact
UltraFeedback on 1800 143 733.

For general enquines about the nature of this research program or its administration

please speak to the Coondinator, Victorian Patient Satsfacion Monitor, from the
Dapartmeant of Human Sarvices on 1800 356 601.
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These guestions are about HOW YOU WERE ADMITTED to hospital for treatment.
If a question doas not apply to you, please mark the “Does not apply” box

{Finass mask on' O box on asch mw)
Were you satisfied with each of the following
aspects of your admission?

'Waiting time — not having o wait tod bong when you amived
before being attended to

‘Waiting room comforn - comfortable chairs and pleasant
sumoundings

{Chan ge noom - comion and privecy (if redquined)

Facilities for storing belongings - avallability, security and
esse of e

Recovery room - pheasant and quiet (if you hed & procedurne)

] o] (] (] 105
| ] ] | ]
| (] ] ] Y] {®
) (o] | ] ]
Oooojo)ie
T o ] ] o]
1A | ] ] ] 1

Pimass mark gniv oo Box on sach mivw)

e Ka
respercitirion s apaintt | e OO0 OO
Were you provided with informafion about the way to make a _H_ _H_ _H_ _H

formal complaint during your stay at the hospital ?

{Plaasa mark only ona box)

Yas Mo -

e
nﬁmmﬂq&qﬁajﬁﬁ haspital planned / pre-booked? _H_ _H_ _H_
|

i NOT planned ipre-booked,
nnon.ﬂ.:b-.sn:ﬂ

Thinking about BEFORE YOU WERE ADMITTED for your MOST RECENT hospital stay
- that is, from the time you found out you had to go to hospital until you actually arrived at
the hospital.

If a question does not apply to you, please mark the *Does not apply” box

{Fina sa madk only one box an aach mw)

Mot Doss mot
e Mo =

ngiqgisaﬁggngﬁn&ggﬁﬁigi H_ _H_ H_ H_

ﬁ“ﬂ@:?ﬁqﬁmﬁig _:?EEEV.EEB%%EEE:S |_ _I_ |_ |_

Horsgital: Mionh:

7 How would you rate the hospital on the way it
prepared you for admission? In particular: @

{Plaxss mark only ona box on asch row)

©n.L woa

Foor Fair Good .__.,!M_Funu_ﬂ.n

g0 m  apply

The length of time betwesn whan you found out you had to go

10 hoapia and whn the hospial was abe toadmt you Ot L

The clarity of infarmation you received about your atay _H_ _H_ _H_ D _U _H _H_

How would you rate the hospital on the way
your admission was handled? In particular: @

{Plaxss mark only ona box on asch row)

@E«.@ Mot Dioss mot

Foor Far Good good Excelent wm Ty

The halpfulness of sdmisalon staff _H_ _H_ _H_ _H_ _H_ _H _H_

vistng hours, dotors vers, et were amanea ovos || 1 (1 (1 0 [0 [

ettt oo g

Mow some guestions about the TIME YOU WERE IN HOSPITAL - that is, from when you

were admitted until the time you were dischamed.

If a question does not apply to you, please mark the “Does not apply™ box

Did any of the following happen to you during your stay in
hospital?

{Plaxss mark only ona box on asch row)

Wit Doss not
e o]
U™ andy

E Did you stay in & mbed (make and femsals ) room?

U U

IF YES, was fhis & conosm for you?

0 00

Diid your weanit e hospital to provide an interpreder for you during your
stay in hoapital?

Hiospital: MonSe

U U
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Dwring your hospital stay, how would you ate

the following:

{Plaass mark only ona box on o oh now)

5
]
E

The coureay of fe nurses

O i@
mlile
mlt

m|it

The responsiveness of the nurses o your needs

The length of time fhe nursing ataff took io respond to your call

The couriesy of fhe doctors

| (.
CHCCI L #
) ) -
) (.
) .

How well information about your frestment was explained to you

The communication between doctors, nurses and ofher hospital

ataff about your Teatment

The helpfulness of the hospitsl staff in general

The help you recelved for your pain

The reapect fior your privacy during your sty

Howr well your cultural or religious needs were respected by

the hoapital

‘Your personal safety

Being treated with respect

o | o o}
] /O | | | O

C ) ) e

The opportunity to ask guestions about your condion or

treatment

The way staff involved you in decisions about your cans

The willingness of hospital staff to ksten o your health
care problems

How well hospital staff responded fo youwr health care probldems

How well e purposes of medicnes wers esplained © you

How well the possibls side-effects of medicines wers explained

b you

| O | O () |
| | ) n no)om}  } R 3B
L L L ) L3 L L 3y
NI | | | O

L1
C I

1] -] (-

Hospital: Mian®h:

{Floasa mark only one box on o ad o)
Thinking about the physical environment and
services of the hospital, how would you rate:

iE

The cleanliness of the tolsts and showers

The cleanliness of the room whene you spent the most time

The temperature of hot meals

The quality of food overall

The quantity of food oversll

| | ]
] | |

The resthulness of the hospital (amount of peace and quist)

) o o )} (053]
) | e o ] 3
o o | o} L)

1 o o]
1 o o | ] ] K

The privacy in the room whene you apent the most time

N
L]

Now some questions about the WAY THE HOSPITAL RESPONDED TO YOUR NEEDS.
If a question does not apply 1o you, please mark the “Does not apply” box
(Fiamsa mark only one bax on a3 oW}
Do rot

- M

E Did the hospital staff encourags your feedback?

E Did you hawe resson o make a formal complaint during your stey ¥

OO0
|||
m| (|
m| || (]}

E Did you actually make a formal comp kaint during your stay?

Hasgatal: MonSt
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Queensland Government

Queensland Health

BARCOOE & ADDRESS FANEL
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Queensland ATIENT SATISFACTION SURVEY
Government
Queeniland Heslth

INSTRUCTIONS FOR SURVEY COMPLETION

ABOUT THE SURVEY

This survay is about your overall treatment at the specified hospital. It asks for your opinion
about the sarvices that you received as a hospital patient in 2004.

« Mot everybody receives all sarvices. |f you did not use a particular service while in hospilal
justfillin the “Does Not Apply™ response.

« Sometimas you may consider one staff member b have given excellent service and
another b have given poor sarvice. We want your overall opinion. There is space towards
the end of the survey for you to make speacific cmmmeants.

« Thara ara no nght or wrong answars, it is youwr opinion that is important.

= If you are assisting someone b complete this questionnaire, it is impordant that the
patient’s anzwars are presanted. If you have other issues to discuss, please wiite tham
on a saparate sheat of paper and send it direcly 1o the Quality Managar at the hospital.

= Your answars are imporant They will halp the hospital b improve its sandces b pafiants.
REMEMBER,THE SURVEY IS5 COMPLETELY CONFIDENTIAL. Mo information that will
idantify you will ba given to amyona at the hospital.

Please note, we have made every effod to ensure this survey has gone b the comect
parson. However, if you are nof the person to whom this survey was addressaed, or if you
hawe not been a patient at the hospital menfionad in the covering lefter, please return this
survay in the anvelope supplied, along with a nole b tis effect. Thank you for your
assistance.

WHEN YOU HAVE FINSHED

Place the complated survey in the “Reply Paid” envelope and put it in the mail. You do not
hawe to use a stamp. ¥ you have misplaced the “Reply Paid" enwvelope, just use a plain
anvalope. The address o write on the plain envelope is:

Roy Morgan Research
Reply Paid 2282
MELBOURME VIC BOGD

Remambar pou donl need fo wse o damp.
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+ + +
COMPLETING THE SURVEY

To complata the survey pleasa follow the instrucfions by either placing an ‘X' in the
appropriate box or writing in your answers as required using a blue/black ballpoint pan.
An axample of how to do this has bean provided balow.

EXAMPLE ONLY

Tha parson complating the example has rated the quality of the car parking facilities as
“good”. Howaver, this parson did not have visitors during their stay in hospital, s0 selactad
“Doeas Mot Apply” for their ating of visiting hours
Questson A. How would you rate the following:
[Please mark one box only for each)

WERY NoT KOT
EXCELLENT GOOD GOOD  FAIR POOR SURE  APPLY

g} The quality of car parking facilies .............0 ... O .. B ...0 ..0.§.0..0

B) The visiing hewrs .o D O O 0 00O B

If you make a mistake, complately shada out the box and place an "X in the appropriate ana.
| X

IFYOUNEED TO CONTACT US

If you have any questions about how o complete this quesiionnaire please spaak to
Roy Morgan Research on 1800 337 332.

THANK-YOU FOR YOUR ASSISTANCE IN COMPLETING THIS SURVEY
AND RETURNING IT TO THE REPLY FAID ADDRESS
AT YOUR EARLIEST CONVENIENCE.

Adapied fromihe Vietorian Patient Satistaction Monitor © 2000 Siate of Victoria under lcence fram the Stale of Vicloda

e ]

Fiall it St on Srey

+ + +

% «.hl.vb._._mz._. SATISFACTION SURVEY

Queensland
Government
Queensland Health

When answering all QUESEONS plasse refer 1o Me Bme paniod in your lelier.
First of all same general questons aboul your 2004 stay in Hospatal,

Theae quesions are about HOW YOU WERE ADMITTED i hospital for treatment .

Please PLACE AN “X" IN THE BOX next in e answer fhat applies to you.
Q1. What was the nature of your admission to hospital for this visit?

(Flease mark one box only)
| BURGICAL - you had surgeny or an oparation while in hoapital

] MEDICAL - you were sdmitied for an investigation, procedure andior teatme nt (induding
anle-natel care), but you did not have surgery or an operation

| MATERNITY - you gave birth while in hospital on this cocasion

| Not sure

Q2, On your 2004 visit to this hospital, did you stay ovemight?

| ¥ea =+ IF YES GO TO QUESTION 4
| No
| Not sure

Q3. Were you satisfied with each of the following aspects of your visit as a Same Day Patient?
DOES

WERY HOT NOT
ENCELLENT qonn G000 FAR  PODA SURE  AFPLY

a) Waiting tme — not having io walt too long
when you amved before being attendad I

&) Waiting room comfort — comfontable chairs
and pleasant sumoundings. ..

g} Change room — camfort and privecy _

&__bﬁ,..._m !B-ww__:_ mmﬂ._._;_w:n,..-wm,m
of use

¢) Recovery room — pleasant and quist ..

Q4. Were you transfemred from another hospital 7
| Yes Mo L1 Mot sure

QF. Was your admission to the hospital planned/ pre-booked?
Yea Mo Mot gure
_|v IF HOT PLANNED OR PRE-BOOKED, GO TO QUESTION Q11

e e

ot Sontoecd o Sy
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Now thinking about BEFORE YOU WERE ADMITTED for ..!-E__.
That g, from the me you found out you had togo to hospital uni

Please mark one box for each ibem.
If & gquestion does not apply to you, please mark the “Does Not Apply" box.

DOES
MOT  NOT
ER L] SURE  AFFLY
Q, Was your planned admission daie changed by someons at
the hoapial? ...
QF. Didsomeons from the :Eﬁ__ﬂ_ix 1o you h.mnu._om WOuU Went i
hoapital about what you needed for yourstay? ...
Q. Did you visit the hospital to talk 1o a nurse, or have some tests
befiore you were admitied for reatment? ...
Q9, Before you went to Emn__.ﬂ n_nu.__u_: TECEE w;..__ wiritten information
about the hospital? ... .
Qi 0. How would you rate the hospital on the following features?
[(Please mark one box for esch dem) oEs
VERY HOT  wOT

ENCELLENT @000 Lrls s FaR POOR SURE APPLY

a) Thelength of time between when you found
ﬁswﬁ.:ﬂuﬁ_ogn;nwﬂ when the
hospital was able to admit you. .

§) The clarity of written information you
resce fved Bbout e hoapital before your stay

g} The amount of information you recefved
ahout the hospital before your stay ...

&_qigg.amg,:..m Emu_s_ms:__a.. w_u_a_a
o befiore you were admited ... -

Now thinking about YOUR ACTUAL ADMISSION to the hospital

11, How would you rate the hospital on the way your admiss lon was handled ?
¥ p ay y
(If you were sdmitied as an emengency pabent. some may nof spply)
[(Plesse mark one box for esch em) DOES

WERY NOT HOT
EXCELLENT OO0 G000 FaR  PODR SURE  AFFLY

gl The attiude of admisaion staff.__

£) The way the hospital routine and
procedures (like meal Bmes, visiting hours,
dociors’ wais, stc. ) were explained to you ...

mn_.oo_..mnma.__a:o.q _E_.: vmﬁa:ﬂ Z..mnm
and wants.. .

d) The time you had to wait for 5 bed
(after you arrived at the hoapital)....

I_I marn e 3 Pl Sesifciin Surwy I_I

How some questions about the TIME YOU WERE IN HOSPITAL.

That Is, from when you were admitted untll the time you were discharged.
Did any of the following happen to you during your stay In hospltal?

Please mark one box for each |tem.

If & question does not apply to you, please mark the “Does NotApply™ box.

Q1 2, Did you stay in a mixed {(male and female) room?. ...

___;“_ IF YES, was this a concern for you?

Q1 3, Did you have any tests during your hospital stay? (eg. Xray, ECG) ...

Q1 4. Did you have an operation during your hospital stay? .

1.5, Wasa your medicine changed, or were you prescribed any
medication that you hed not taken before this hospitel stey? ...

@_munmﬁ.bmmnﬁmgmv_ﬁﬁ _.:Q__aamwua?wm.c:l —w:n:wwm
interpreder for you during your stay in hoapital? . :

a) IFYES, were you offered a professional interpreter?

Q17 DURING YOUR HOSPITAL STAY, how would you rate:
[(Plesse mark one box for esch tem)

WERY
EXCELLENT GOOD QOO0

a) The couresy of nurses

@.;ms&. Hm:;_mmﬁ&ﬁ._bﬁmu u.a..:
treatment to you. .

G__._..:m .q.mﬂu.y:w:m._.._m@ma._nsﬁ :_..Bm.mﬂ
your nesds .

&_435&5&%3_3 EB_SmB:_Bx
o reg poind 1o your call .

gl The countesy of dociors _

uwm_.;m;_&. aongmx_u._bﬁmu ___o_..q
treatment to you. ..

DOES

WNOT HNOT

YES Ls] SURE AFALY
DOES

NOT NOT

FAIR  pooR SURE  aFFLY

Pl Sontid e on Srey
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Please mark one box for each tem.

I_I

i aquestion does not apply to you, please mark the “Does Not Apply™ boo.

Q17, Continued. ..

DURING YOUR HOSPITAL STAY, how would you rate:
(Please mark one box for each tem)

WERY
EXNCELLENT SO0 GO0

4l our confidence 5:.5&35;5 i ﬁﬁﬁw

of your care at the hospital. .. e e O e O

M_“_ The oomimu nication befwean doctars,
TrSes .w_._n_g:m;ﬂ_n__.ﬁ otaff about

your freatment ... O..0..0
i) ?n%ﬁ%&a_iﬁua_mﬁm

in general . — e OO
yl j«mé—ﬁﬂu:_lmﬁmgbmumﬁ.ia.
7] jﬁmﬁtmgoamgiﬁ:wﬂ. -
[} Resped foryour privecy during your stay. ... [ ... O .. ] .
m) The way informaton about your condition

was explained to you SRR IS Y I
n) The compassion and reassurance of ataff e e O e O
o) Being treated with respect ..o Ll LD L]
1) ._-_ﬁcuva::z@_abmxacm&ﬁnmbwﬁ._

wour medical treatment .. SRRy I R N (S I
g The ss...__mﬁmscb__._mutu: in decisions

about your care . . ISR RN I (R I
] jﬁi;smammmazﬁv_ﬁuha._o_muz

fo your problems. SRR 5 N I N I
5 Hospital staff responding o your problems........ ] ... O ... ] ...
1] _.ru&im!:w__usﬁomm.o_.._smuﬁﬁmmsn-m

explained io you e ) e N O
u) How well the posaible side-effeds of -

medicines was explained 1o you ... O..0...0

F+ e e 5]

DOES
HOT NOT

FMR POOR SURE  aFFLY

0o
[

-
O o
[

Pl St on Sy

Please mark one box for each item.

i a question does not apply to you, please mark the “Does Not Apply™ boo.

Q1& Thinking about THE PHYSICAL ENVIRONMENT of the hospital, how would you rate:

a) Your comfort during your stay

B Cleaniness of tolets and showers .

] 47095&&5@&0?5@3&3%3%!
spent most ime ... e

d) The tempersture of hot meals
gl The qualty of food overall

1 The quantity of fond oversll

WERY
EXCEWENT GOOD Q00D  FAR

gl FResffulness of the E_._.I.FEG..:._ of

peace and quist)

) Privacy in the room .i..m—@__a_:mﬁ.w:_

mast tme

S I

.

POCR
O
[m]

B

|—|

boss

wOT  NOT

SURE  APPLY
0.0
.O....0
.
i
I i O

Please mark one box for each item.
If & question does not apply to you, please mark the “Does Not Apply™ box.

Q19. Did the hoapital ataff encoursge your feedback? ...

Q20, Were you aware that you could make a formal complaint in

e hospitad?

Q21. Did you have a reason to make a complaint during yourstay? ......

Q22 Did you make & complaint?. ...

a) IF YES, were you satisfled with the way

your complaint was handled? ...

YES

Pl i St o iy
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WHEN YOU WERE DISCHARGED from hospital . .

Please mark one box for each |tenm.
if & question does not apply to you, please mark the “Does NotApply™ bo.

Doss
NT moT
VES O SURE  APALY
Q23, Ware you tobd what activities you should or shoukd not do? ...
Q24. Were you given written information about how 10 Manage your
conditonrecovery at homa? .
Q25. Were you told what to do if you had a problem or nesded help?
Q26. Was a follow-up appointment Ewam?qwa..._Omwmh docior or
g0 o an outpabent clinic? ...
Q27, How would you rate the following aspects of your DISCHARGE?
(Flease mark one box for each em) poss

WERY HOT HOT
EXELLENT ooon OO0 FAR PDOR SURE  APFLY

._.ghqﬁ..ao.mdﬂm?m:_o:%::
o _u_—w u_.c
wiare going home . -

& The convenience of the time 3&3:.._0:
were discharged ..

g} Theinformation you were given about

o to book afier ua_:- oondithon whan wc:
got home ..

d) The services and care amanged for you
by the hoapital when you got home

¢ The explanaton (by hospital staff) of the
medicines wﬁ.iﬁﬁnm%qwﬂ.
l=ft hoapisl

These queations are about YOUR OVERALL HOSPITAL EXPERIENCE.

Please mark one box for each [tem.

Q28 Thinking abowt all aspects of your hospital stay, how satisfled were you?
(Plaase mark omne Do)
T Very aatafied
Fairly satisfied
Mot oo satisfied
_ Mot satisfied at all

Mot sune

e -

Fialr Sontionct on Sy

+ - +

Q29. How much do you think you were actually helped by your stay in the hospital ?
[ Helped a great deal
|| Helped quite a bit
|| Helped somewhsat
|| Helpsd & lite
L) Mot helped 2t all
Mot sure

Q30. Was the length of time you spentin hospital .. .7

[ bt the right amount of ime
[] Time was too short
"] Time was 100 kong

ot sure

Q31, Did anything happen during your stay in the hospital, good or bad, that you thought was
surprising or unexpected?
[Please wiis your response on the lines below)

8 thene ai N & hos coul O Improve the care and services prov Lol T
2 lath hing the hospital Id do ta impr tth d I p Ided to betbe:
meet the needs of patlents?
(Plesge wite pour response on the ines balow)

Pl St oncd o sy

e 5

355



+ +

'ormation by the hospital s taff to make an informed declaion?
“ Y e3 - recaived sufficient information
[ M- did not recehve sufficient information
| Not applicable - did not have a medical or sungical pro cedure
Q34. Did hospital staff talk with you about providing information about your care to your
GP/community health service provider?
Yea
T Ne
UnsuneiCant remem ber

Q35 How would you rate the hospital on...

WVERY AT
ENCEWENT @000 o000 FAR POOR SLRE

&___.__n.su.n_..s.!m__._ﬁ?mn_: wa._:
dischange plan ... .

m.k___._n.su.o.:nh:mihaa.;m_zqg_ma_:wo:_.
Hachange plan ...

) Provision of follow up services after

nﬁgﬁm.awa.._.mu._u_am
outpatent clinkcs, &2) ........

Now there are some questions about you (the patient].

These questions help us make sure we have an accurate sample of patients.
This information will remain confidential but will be valusble in assessing results for the hospltal

IT

Q33 _.ﬂ @U gave your consent for a medical or surglcal procedure, were you given sufficle nt

DOES

AFFLY

Q36 Including your stay to which you have been a.?.:._sn how many times have you been adm itted

to any hospital over the [gat 13 months?
_. | Times

Q37. Are you male or female ?
T Male ] Female

Q38. To which age group do you belong?

Tl Under 18 years | 50 — 64 years
18 —24 years [ g5 Tayears

25 - 34 yoarg || 80 years or over
[ 35 — 48 ymars

Q39 In which country were you born?
Australia L Gresce

UK. Itaty i
WNew Zealand Oher - please apecty 1

4 e EI

Flall st Sttt on Suray

+ + +

Q¥0. Are you of Aboriginal or Torres Strait Islander origin?

Thank-you for completing this survey. Please check that you have answered all guestions.

CINe ‘Yea - Tomes Strait |slander
[[] Yes - Aboriginal ‘Yes - both Aboniginal and Tormes Strait |stander

. Are you of Australlan South Sea lslander ancestory?

L Yes LI Na

. Do you speak a language other than English at home?

| | ¥ea - please apecify: H
[INo

. For your stay in hospital earller this year, were you trested as a:

| Public or Medicare patient
[l Private patent
| ' WorkCower patent

[ ] Motor Vehicle Insurance (MVI) patient
[[] Department of Veterans Affairs {DVA) patient

Other - please apecty 1

. Did you have someone to cane for you when you got home?

| I¥es L] Ne [ Dédint meed help

. Did the patient complete this survey?

|| ¥ea - Patient completed survey by themself
|| ¥es - But patient completed the survey with help from someone else
Mo - Someons compsted this survey for patient

Place the completed survey in the “Reply Paid” envelope and put it in the mail.
You do not have to use a stamp.
If you have misplaced the “Reply Paid” envelope, just use a plain envelope.

The address to write on the plain envelope is:

Roy Moman Research Pty Ltd
Reply Paid 2282
Melbourne VIC BDED

Again, thank you for your assistance.
This feedback will help the hospital to improve its services for patients.

DFFICE USE DMLY
i 3

|_| l:.n _.i.a. 10|

Pl i Siabiefact on Surany
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FATIENT EVALUATION OF HOSPITAL SERVIGES - OVERNIGHT - ADULT

Patient Evaluation of Hospital Services
Overnight - Adult

Public Patients' Charter of Rights

1 Tochoose to receive quality public hospital services as a public patient or a
private patient. Public patients will receive these senices free of chamge.

2 To receive services on the basis of clinical need as promptly as
circumstances pemit regardiess of your financial or health insurance
status.

3 To betreated with respect, dignity and consideration for privacy and special
need.

4 Tohave access to a basic range of public hospital services regardless of
where you live in Australia.

5 To be given a clear explanation of any proposed treatment including
possible risks and alternatives before agreeing or refusing to have the
treatment.

6 Toseek a second medical opinion.

7 Tobe given information about your continuing care before you leave the
hospital.

B8 To see your medical records, subject to some legal provisions, and to have
personal information kept confidential.

9 Toagree or refuse to participate in heatth professional training or medical
research.

10 To comment on or complain about the health care you receive and to be
given information about how to lodge a complaint.

FATIENT EVALUATION OF HOSFITAL SERVICES - OVERNIGHT - ADULT

Recently you were an overnight patient in hospital and we would like
you to answer some questions about your experience. Please try to
answer all the questions.

To begin, we need to know what you think are the top priorities of

hospital patients. Seven areas have been identified by others as being
very important. These are listed below.

We want you to order the items in the list from the most important (1)
to the leastimportant (7) area of service from your point of view. We
hawve left some space for you to add to this list if you wish.

First read all seven items. Select the item you think is the mostimportant and write the
number 1 in the box beside the item. Now select the item you think is the next most important
and write the number 2 in the box beside it. Continue until you have ranked all seven items.
Remember that each number can only be used once. You may find it difficult sometimes to
make a choice but it is important for hospitals to know where to make improvements first.

Ranking of
Impontance

Time and atienfion paid to your care

Masting your personal as well as clinical needs

Getting into haspital (e.g. waiting, admission, arival on ward)

Information and communication between you and the people caring for you
Yourright o be invohved in your care and treatment

Theresidential aspects of the hospital (e.g. food, roomjward)

The coordination and consistency of your care

If there are other areas that you consider important, please write fhem balow.
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FATIENT EVALUATION OF HOSPITAL SERVIGES - OVERNIGHT - ADULT

Section A - The Ouicome of Your Hospital Stay

You may now have a good idea how your condition is as a result of your hospital stay. How
worthwhile would you say your hospital stay was in respect of the following cutcomes?

Please mark your answers by ticking the bax that best fits your feeling. i any question doesn't
seem to apply just tick the "Doesnt Apply” b,

wiha S s 058
-ull-ul-ull-5
St w5l 5l -5
el -5l 5] §
-ull.u) -5l §

I - N -

Achigving the result you expected

Reliefiimprovement from restricions yvour
condition was imposing on your daily living

Being more able to manage your condition

How did your actual recovery time compare with what was estimated by your doctor (thatis,
being able to return to your work/normal routines )?

This question dossn't apply to me

| am still recovering and the docior thought | would be able fo retum to work/nomal
routines by now

| felt that | could have returmed o my work/nommal roufines earlier than was estimated

The docior estimated about the right re covery time

| am still recovering as was expectad

FATIENT EVALUATION OF HOSFITAL SERVICES - OVERNIGHT - ADULT

Did you have any unexpected complication arise from your treatment that needed a doctor to
armange extra treatment or medication?

g -8 »

Which one of the following best describes what your hospital stay did for you?
My hospitl say made my health worse

My hospitl stay made it more difficult io cope with my problam

My hospiel sy made no difference

My hospital stay helped me to cope better with my problam

My hospital stay helped me to come closer o being healthy

My hospital stay helped maintain my health

My hospital stay helped resiore my health

What best describes your general feeling about managing your recovery when you left the
hospital?

= | felt completely confident that | could manage any problems that might arise
n | felt re asonably confident that | could manage any problems that might arise

n | felt somewhat unsure that | could manage any problems that might arse

“ | felt wery unsurs that | could manage any problems that might ariss

The rest of the questions ask you about your experience with various parts of the hospital
system. Some of the guestions will ask if you got the services that you needed, others will
ask how you felt about the services you received.

Pleaze continue to Section B
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PATIENT EVALUATION OF HOSPITAL SERVIGES - OWERN GHT - ADULT

Section B - Hospital Process

How were you admitted to hospital ?
= Emergency or unplannad admission
“ Transferred from another hospital

n Refemad by my doctor and my admission was planned

How long did you hawve to wait to be admitted to hospital after your doctor told you it was
necessary?

- Didn't hawve to wait n 1107 days n &to 14 days

ﬂ 15 to 30 days n 31 to 60 days n &1 10 90 days
n Ower 90 days. If over 90 days how long did you wait? manths

n Car't remember how long | wailed

Once you got to hospital, how long did you wait before you were taken/sent to your
room/ward?

= Didn't have to wait n Under 30 minutes n 30 1o 60 minutes.
u Betwsen 1 and 2 hours
n Ower two hours. If over 2 hours how long did you wait? hours

n Car't remember how long | waied

if you used the call system while you were in hospital, how long did it usually take before a
rurse came to ask why you had called?

Didn't use the call system u Within 5 minutes n S5to 10 minutes
11 to 15 minuies

Ower 15 minuies. If ower 15 minutes how long did you wait? minutes

Can't remember how long | waited

PATIENT EVALUATION OF HOSPITAL SERVIGES - OVERNIGHT - ADULT

If you needed to see a doctor while you were in hospital, how long did it usually take before
one came to see you?

= | didrit nesd to ses & docior “ Within 1 hour n 110 1% hours
“ Betwean 1% and 2 hours
n Onver 2 houwrs. If ower 2 hours how long did you wait? hours

n Can't remeamber how long | waited

Here are some more questions. Please mark your answers by ticking the box that best fits
your feeling. f any question doesn seem to apply just tick the Doesnt Apply’ box.

Cant Dogznt
R member Apply

-l
g0
-l
= -
-
= -l
-y -
-l

Conhued over

'Was your admission date arranged so that you
could easily keep it7?

‘When you got 1o hospitsl did you know where
you were supposad to go?

‘Were you asked if you were curmently wking amy
medication(z)?

Wers you asked about your distary nesds when
you arrived on the ward?

‘Were you asked if you had any cuftural or
religious beliefs that might affect e way you
were treated in hospital?

‘Were you asked who (other than hospital staff)
could be given information about your condifion?

Did you have access to an interpreter if
you nesded ong?

Were you told everything you nesded o0 know
when youanived atyour room/ward (2.g. how to
use the call system, or rant a TV)?

nEB8BBARA
o B o o e e
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FATIENT EVALUATION OF HOSFITAL SERVICES - OVWERNIGHT - ADULT

Continued from previous page

Diid the nurse in charge of your care infroduce
themsshves to you at each shift changs?

Diid anyone check that you understood the
information given 1o you?

Diid you fesl that you could have refused the
proposad testireatmantprocedurs if you
wanted 07

Diid you feel that you could have asked for a
second opinion about the proposed test’
treatmen tprocedure if you wanted to?

Diid you fesl that you could have refused o hawe
students (medical, nursing) present during your
treatmeant?

If you nesded any special equipment/zids
{g.g. crutches, shower seaf) did the hospital staff
organise this for you at discharge?

Diid you know that there is 2 Public Patients
Chariter listing your rights as a patent (ses first
page)?

Are you aware that each hospital has a complaint
sorvice?

Are you aware that the Office of Health Review
can assist with complaints not resohed by the
hospital?

Please comtinue to Sscion C

nfBEBEBRAABAA-

Can Doesnl
[Feme mier hoply

- - -
- - B -
B0 8]
: - N -
- N - B - I
/008
/08
/08
/008

Yee

FATIENT EVALUATION OF HOSPITAL SERVIGES - OVWERNIGHT - ADULT

Section C - How Your Care and Treatmenit Were Managed

Please rate the following by ticking the box that most closely reflects your feelings:

The time you waied o
get inio hospitl

The fime you waied 0 be
taken/samnt fo your ward/
nOom

The ime you waiied fora
doctor if you needed to
Se8 ONg

The way health care
professionals answarad
your questions

The way health care
professionals respondad
0 your concems or
comments about your
progress

The ime you waiied fora
nurse aferusing the call
system

The way health cars
professionals explzined
your condition and
treatmeant

The communication
betwesn doctors, nursing
staff and other health care
professionals about your
treatment

Poor

= A AB B A/ AB A

Adequale

u
N

BB B8 8 8

Good

A o A e N s R s I

Ho
Opinion

<Nl

Excallant

< -

< -

< -

< -

< -

< N -

< -

Conlinued over

Dioezn

faply

N

o S o A A s s I s A
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PATIENT EVALUATION OF HOSPITAL SERVICES - OWERNIGHT - ADULT

Contimwed from previous page

The arangements at
discharge with doctors
and others continuing your
care (g.g.5iver Chain,

GPF, Physia)

The way things ware put
right if problems occumed
wihil & youwere in hospitl

The ime you waited for a
doctor to discharge you
from hospital

The length of time you
stEyed in hosgpital

The way any complaints
were dealt with by the
hospital

No Doesi
Opinion Apply

- - - - -

Poor Adequate Good Excellent

B gig/g/glg]

B gg/g/gig]

g/ a/gigig]

g/ g/gigig]

Please rate the following by ticking the box that most closely reflects the level of service

received.

Information sent before
admission on how o
prepars for your haspil
sy

Information given 1o you
upon amival on the ward
about your plannad
treatment

Gaot Wanied Az Much Toa ] Dioeznl
None Mare Az Needed Much Opinion Apply

BN - B - - - -

BN - B - - - -

Conthued over

PATIENT EVALUATION OF

HOSPITAL SERVICES - OVERNIOHT - ADULT

Continwed from previous page

Time to considar any
cansent form you nesded
to sign

Pain relisf

Attention by nursing staff
to your care (e.g. to drips,
dressings)

Information about your
progress whils in hospial

Imvolvemant in decisions
about your care and
treatmeant

Support and reassurance

Information about the
purpose and results of
any tests

Access to visitors

Hone

= A8/ A/ A/ A

A8/ A/ A

Wanied Az Much T No
Mars Az Nesded Much Opinion

- - - -

B 0]

B 0]

B0

0]

0]

0]

B8/ B A/ A
A B8 8 88 8

B0

Contihued over

Dioeznl

Apply

sl
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FATIENT EVALUATION OF HOSFITAL SERWIGES - OVERNMIGHT - ADULT

Continwed from presious page

The tme doctors spent on
wour care and trestment

Information about
medications

Any assistance you
needad (e.g. going to
the wilet)

Information given to your
family/carar(s) about your
progress

Encouragement to ask
questions about your
condifion and treatment

Access to any extra
suppart you nesdsad
{e.g. support group)

Information on how to
manage your condition)
recovery at homs

Please comtinue to Secion D

Got Wanied  As Much oo Ho Dossri
Nons More  AsHested  Much Dpiion  Apply

B - B - - Y - -

/g /g g/gig]

/g /g g/gig]

/g /g g/gig]

/g /g g/gig]

g gigiglo]

/g /g g/gig]

FATIENT EVALUATION OF HOSFITAL SERVICES - OVERNIGHT - ADULT

Section D - Meeting Personal Needs as Well as Clinical Needs

Being in hospital can be an unsettling experience. Consideration of your personal needs by
hospital staff whenever possible is an important part of hospital care. Please tick the box that
you think most closely reflects how often the following needs were met.

Doeznl

Ll

<HN-N
<HN-N
<HN-N
O]
HN-N
NN
O]
HN-N
<HN-N
<HN-N

hever Sometimez  Usually Ahways

Being shown respact while being
examined or inerviewsd

Having your right to an opinian
respeciEd

Being treated with politensss and
consideration

Feseling able to =sk for information
if you felt arwious about something

Feseling you could get help if you
needad it

Having confidencea in the nursing
staff

Having screens sround the bed whean
you were examined to ensure your
privacy

Hospial staff using low voices when
infErviewing or examining you 50
ofhers couldr't overhear

Having confidence in the doctor(s)

Fesling safe and secure whils in
hospital

AEBBBBAEAARE
aliulalalelelieislals
alislalalalalisislals

Pleaze continue to Section E

12
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Section E - Residential Aspects of the Hospital

Do you have any further comments or suggestions?

Fnally we would like you to rate some of the residential aspects of the hospital. Please tick
the box that most closely reflects your experience.

Ho Dosznt
Dpion  Angly

< -
< -l
< -
< -
< -
< -
< - I
< -l
< -
< -
< -l
< -

i
5

Adequais

The hospitzl parking

The sign posting to help
you get around the
hospital

The assistance provided

to get into the hospital
(8.g. wheslch air)

The quality of the food

The range and appeal of
MEnus

The emperature of the
food

The quantity of food

The comfort of your bad

The position of the call for
halp bution

The cleanliness of the
sumoundings

The emperature of the
sumoundings

Thank youe very much for your time and co-aperation

The noise level around the
araa

o o e B e e e e e B e
o o o e 0 o A e e
AeRBBaBRABABRAA:
o e e e e e e e
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Patient Evaluation of
Hospital Services

Overnight

June 2004

Introduction

Department of Human Services. May |
spoak with ... ploase?

Efher
1. Get person and repeat infmducSon
2 Make appantrment locall back Ber

Recently you were an ovemnight patient in
[ ] hospital and we would like you io
answer some questions about your
experience so that we can identi fy things
thet neved i be improved in the hospital
cans syskm.

You would have recelved a letier recently
about the survay on behalf of the
Department?

Did you receive fhe letter?

[Single Respenss )
1 Yes 1
2 Mo M1
i1 Dond know M1
| can assure you that infermation you give
will remain confidential. The answers from
all people interviewed will be gathered

together and presented in a report No
individual answers will be passed on.

A PATIENT EXPERIENCES

To begin, we need to know what you think are
tthe top priorities of hospital patients.

[ e received] Do you heave thie pink list we
sant you, showing the top priorities for hospital
pationts?

A1 lam going to read out Seven areas that
have been identified by others as being
vary important. | am then going to ask
you which item you think is the most
important.

{Interdewar nale: Re response 7, if necessaly -

charily “cdirical” = madical)

(Read OpSons Singhe respanss must = 1)
1. The cocrdination and consistency
of your care 1
2. The residential aspects of the hospital
(e g. food, room! ward, tilet) 1
3. Your right io be involved in your care and
troatment 11
4. Access to the hospital (eg. waiting for an
admission date and being able to get into
the hoespital). 1
. Awvailability of the people caring foryou [ ]
8. Infermation and communication between
you and the people caring foryou [ ]
7. Muooting your personal as well as dinical

h

A2  lam going to read out the six remaining
ansas. Which ilem do you think is the
next most important. You may find it
difficuli sometimes to make a cholce, but
it is important for hospitals to know whene
to make improvements firsg
{Contihue unSl each tem hasa uigue number from 2
e 7. Repeni opSons unil prionty establshed)

A3 Was there any other area of your sty that
you considered im portant?
{Single Respanse)
1. Specty 1
2. HNao 1

B THE OQUTCOME OF YOUR
HOSPITAL STAY

B1 How were you admitted to hospital?

(Ierviewer noke o answer & hrough
auipatients”, response  equaks  unplanned
admission.
Remd OpSons. Single Respansa)
1. Emergency o unplanned
admission 1
2 Transfered from ancther
hospital 1
i Referred by my doctor and my
admission was planned M1
4 Oher Il

You may now have a good |dea how your
cond ition is as aresult of your hospital
stay.

B2 Interms of achieving the results you
expocted? Was your hospital stay...

{Read Options. Singbe Respanse)

1. Worthw hile I
2 Cant Judge I
1 Notworthwhile I
4. Doasnl Apgly I

B3 Did you have any pain before you

were admited to hos pital 7
(Iterviewer note: i aswer B unomssous on
admission”, responsa = 3.)

{Single Fespanza]

1. Yes I[1

2 Mo [ 1GaBS
1 Canl Judge I 1GewBS

B4  As aresult of your hospital stay did
you get relief from the pain?

{Singde Respenss)
1. Yes

2  Some

i M

4 Cant Judge

5]

B5 Did you have any other symptoms bofore

you were admitted o hospital?
[Singhe Respanse)
1 Yes [1
2 Mo [ ] eaay guidts bafors B7
3 Can Judge [ 100 sy guits bafrs &7

BE Az aresult of your hospital stay did you
get relief from these symptoms?

[Singhe Respanse)
1 Yes

2 Ha

3 Canl Judge

iB1= 1GakBI1)

BT Did your condifion restrict your daily life
[that |s your o mal activities) before you
wore admitted o hospital?

{Singbe Respanse)

1 Yem 11

2 HNa [ 1GotaBd
3 Canl Judge [ 1GotaBd

BE As aresult of your hospital stay did this
improve?

{Singbe Respanss)

1 Yes 1
2 Nao 1
3 Canl Judge 1
B9  Were you able to manage your condition
before you were admitied to hospital ?

[Singe Respanss)

1 Yes [ ¥oa Bl
2 Mo I1
3 Canlt hidge [ J5ew B

B0 As aresult of your hospital stay were you
maore able to manage your condifion?

{Singla Respansea)
1 Yes

2 Mo

34 Canl Judge
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B11  Which of the following situation s do
you think best applies to you ot this
time?

—_uwun:u—_-wﬂ_u.m.lﬁ—nﬂnu-_ﬂ_ﬂv
1. 1feell amsfill recovering
although the dector thought |
would be able to retum to
workinommal actvities by now 1
2 | felt that | could have retumed
to my work of normal routines
warlier than was estimated by
the docior 1
Thie dector astimated about the
right recovery time 1
4. lamsfll recovering as was
expoected 1
5 | feell am coping with mmy
ong oing condition 1
9
7.

=

HNanaof thess
Dan't knowlcant say

B12 Did you have any unexpecid
complication{s) ¥

{Single Retponsa)

1 Yes [1

2 Ho [ 1Gam B4
A Don't knowlcant say [ 1GaBl14

B13 Did the complication require adoctor
to amange extra treatment or
medication?

(Single Responsa)

1. Yes

2 Na

A Dont knowieant say

B14 Which of the following stitements best
describes what your hospital stay did for

you?

{Read Opions. Sngle Response)

1. My hospital stay helped me to
maintain or restore my health

2. My hospital stay helped me to cope

betier with my problem

3. My hospital stay made no difference

4. My hospital stay made it mone

difficult to cope with my problem
5. My hospital stay made my health

Worss
8. Don’t knowfcan sy

[1]
[1]
[1]
[1]
[1]

[1]

B15 What best desoribes your general feeling
in regand o managing your condifion

wihen you left the hospital?

{Inferdewer note: ‘managing ndides with the heap
availabie fo them af hame e.g parieer, hame halp)

{Read Opions. Sngle Response)

1. |felt confident that | could manage | ]

2. el somewhat unsure that | could

manage

3. I felt that | would be unable to
manage

4. Don’t knowfcan sy

[1]

[1]
[1]

B16 Owerall how would you rate the health
cane provided by the hospital on this

visit?
{Read Opions. Sngle Response)
1.
2.
3. Good
4
&

. Don’t knowican sy

C HOSPITAL PROCESS

Theer reext queestions ask you about your
expariance with varous parts of the
hospital system. Some questions will ask
whether or not you got the services that
you needed, others will ask how you felt
abou i the services you recaived.

{HB1 =1 Gae C3)

C1  How long did you have to wailt to be
admitted to hos pital after your docior
inld you it was necessary 7

(Single Response)

D't have fo wail

1= 7 days {<1wk)

B 14 days {1-2wks)
15 = 30 days (3 - dwks)
A - 80 days [5-8 whs)
61— 00 days (0-12wks)
Owver 90 days 3Imnghs) [5pecify] .
Cant remember how kang I

B e

C2 Omnce you got to hospital, how long
did you wait before you were taken or
sant i your noom of ward?

(infervdewsr note QuesSon rebies fo time o
ward NMOT unSl any propossd cpemSon of
Fresmaiment.)

{Singhe Resspona )

Dl b ey sl

Within 30 minutes

30 o G0 minules

Batwean 1 and 2 hours

Hower two hours, how bong did
wou wal (inhours)

Cant rermemiber

Mo pa

C3  If you wsed the call system while you
ware in hospital, how long did it
usually take before a nurse came to
ask you why you had called?

(Single Response)
1. Ididnt use Se call system
2 Within Sminuies

A Ste10 mimtes

m.._.__E._.m:..l__E.uu
.m.
m.

Wawer 15 minuies, & pacly
Can rermamiber

C4  H youasked to see a doctor while you
whare inithe hos pital, how long did it
usually ke before one came to see you?

(Eingle Response)

Dl 2k fo See & doctar
Within 1 hour

188 1 % hours

1% ko 2 haurs

Ifower 2 haurs specify -
Cant semernber I

1
1
1
1

o

(fE1= 1Got CH)

G5 you had to travel some distance to the
hospital, was your admission date
amranged so that you could easily keep it?

{Single Response)

1. Yes [1]

Z No [1]

A Canl mimember 1

4. Dossnapoly 1

CE  Wene you sent any information on how o
prepare for your hospital stay?

{Single Respanse)
1L Yes

2 Ho

A Can smermber
4. Dossnt apply

CT  When you got in the hospital, did you
know what you were supposed to do and
wihene you were supposed to go?

{Single Respanse)
1L Yes

2 Mo

A Can’l mmember
4. Dossnapply

CE  Did anyone ask you whether or not you
ware cumently taking any medi cation(s)?

{Single Response)

1. Yes

2 Ne

A Canltl eemermber

4. Doesntapply o me
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C8  Were you asked about your dietary C18  Did you feel that you could have CE2 [nkewiewe nok] H letter not recelved,
needs when you amived on e wanrd? G1s _U—.—-n_ -l.l—-dtﬂ.r-n—-—”ﬁﬂ!l.ﬂa asked for a second opinion abouwt omit the ¢ omm encing phrase “prior o
.n_-_m.ﬂﬂn T or s youat moh your proposed test, treatment or recelving our letier” for this question)
(Single Respanss) e procadire if you wanted b7
_ et resceivexd] Prior o recsiv our letter, did
“__.. HHR_ adriggan “ u (Inkervicwer note: response mustapply fo evedy shif) {Singhe Respense) ﬁ.. Know Siars was 3 Publc Fationts Charter
1o e 0 (Singhe Respanss) L Ve [ lising your rights as apatient?
1. Yes 1] 2 i
M ._H,H._J_ _.“_ﬂ.ﬁ “ “ 2. Na ] 1 Dt knowiffeel | coull ask for a {Eingle Responss)
hd 3. Cant smember M1 Sacnnd apinion [1 1 Yes 1
C10 Did anyone ask whether you had any 4. Doesnapply ko fre [1 4 Doesit apply to me 1] w M . “ w
Mural ligious beliefs that mi i1 memermber
“ﬂrn:.nq!.“u_ﬂ.!uaa treated _..a_a €15 Did any of the nursing staff let you know C18 Did you feel that you could have 4 Daesntapply [
hospital? when a docter would be coming to see refused to have stedents [medical or
You £0 that you Sould prepare any nursing) present during your fenunty haspital paard, coded 6,7 sk, Go b C24
{Single Fespanse) questions you wanted o ask? reatment? ! ¥y hespialp ’ R7ek )
1. Yes 1 N C23  Ame you aware that each hos pitalleach
2 Ma I1 ..mmlw—n Respanss) . “Eﬂn Resganse) region has a patient’s adviser to assist
- . Yes ]
A Asied pre-admizsion 1 2 Mo Pl 5 Zmu “ “ with complaints?
M ﬁ;ﬂ..ﬂi_.h_n. “ “ B AT Emanher [] A Dt keowffes] | could {Single Respanss)
hd 4. Daesnagply o me i1 mhise 1 1 Yes 1
€11 Did anyone ask you if somecna alse 5. Dacior came regutarl I1] 4 Doesnt 2pply to me L1 W M " “ w
such as a family member could be i1l el
given t_?i:._unﬂn- sbout your C16 Did anyone chedk that you understood C20 If you required soeme help o manage 4 Dassntagply [1
condition? information gihven to you? your recovary when you got home
. feg nursing care or help with C24 Are you awane that there isa Health
(Sanghe Respanss) (Singhs Respanse) personal n!ﬁﬁﬂ! hospital staf Ombudsman fhat can assist with
1. Ye= [ 1. Ye= 11 help you get complaints not resolved by the hospital?
arsasan 2 M 1]
w P_sn."_ s “ “ 3. Car’t mmember 1 #.F_ﬂn Respanse) [ {Bingle Respanse)
L s
4 Canl remanber [] 4 Daesntapplynme 11 2w (1 2w “ w
5 Daestit 2pply to me I €17 Did you feel that you could have refused 1 Canl rememier [1 A Canft mmenbes [1]
C12 Didyou have access to an inerpreter any naqq!:uaﬁn-r.,.:ﬂunﬂﬁi 4 Doesrt apply Lo me L] 4 Daesntapply 1
if you needed one? F
C21 If you neaded any special eguipmant
Ie ) (Irderviewer nole: Answers &g “docior bnows best”, of aids such as crutches o ashower D REASON FOR HOSPITAL STAY
“.FN T se 1 response = “idn | knowied could refuse”) soat, did the hospital staff organise In view of what you knew about the reason for
L -1 - —Hg
2 Ma Il MWIWW Respanse) fhis for you at disc 7 your being in hospital, please rate how
3 camt rher i u. Zﬂu “ w (Single Respenss) acceptable the following wene.
4 Doesn't apply L1 3. Didntknowmed | coud rehise 11 _N Hu “ “ 1B1= 1Gew D2}
Dicpemcry D1 The notification received if your
Gt Wers o i sinryting pom meacled * iy e 1 I Cant ramamber i admission dat was cancelled of changed
oW i you ar yor s
room of ward? For oample, how to 4 Doestlipglyto me L1 i
ﬂﬁ!nu:.ﬂisﬂ: orhow to renta Read Opions . Shgk Responss)
1. Unacceptable I1
e Pressrcmis ) 2  Could be improved M1
Lm._.fm.u i 1 Acceptable 1]
2 Mo [1 4. Nooginon [1
3 Canl remamber 11 5. Dosentagply [1
[1

4. Dossn apply 1o me
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D2 The time you waited to get into
hospital was: DT The way health care professionals [eg. D11 The way health cane professionals D15 The amangements at discharge with the
Nurses, Physios) provided any assistance respondad i any concems o doctor and others continuing your cane
(Fead Options. Single Responss) ﬂoe__".l-wﬂ:rdn_?n._ﬂ.._.ﬂr going to the comments about your reatment was: (for example GP, Physios) was:
1. Unacceptble .
2 E.._,__..“.._ impraved “ “ {Read Options. Single Response) aﬁ Opgfions. Single Response)
i Acceptable [] (ReadOpions. Singe Respanse) 1 Unacceptable M1 . Unacceptable 11
4 Mo apinien [ 1. Unacceptable 1 2 GCould be improved M1 u.: Could be improved 11
5 Doesti gy 1 2. Could be improved L] 1 Acceptable ! 1 Acceptable 11
3 .___ni..sw..r [] 4 M oginion i1 4 No oginion [1
D3 The time you walied to be seen by the 4. Mo oginian [1] 5 Doestappy 11 5 Dossntagply [1
admissions clerkwas: 5. Daossnapply 1
D12 The way health care professionals D16 The way things were rectified if there was
{Read Optians. Single Respanse) OE  The way health care professionals [ eg axplained fhe outcome of your any problem while in the hospital was:
1. Unacospible [1 doctars, nurses, physios, social workers) treatment or procaduns or surgery
2 Could be improved i1 “._H_.u}-tnu.o..l ISOICRESE: SNl Arishim Snt s {Irferviewer node: if no problems, respanse is does nal
1 Acceptsble [1 : S gy}
A {Resmad Options. Single Respanss)
4. Mo oginin [1] {Infervismer nole: il ancwer i Teome weee doay bul 1. Unacosptable i1 ._“nunpn_ Opfiont. Shgle Response)
4 Daoesn apply i1 ohes ware nof, response = “ooud be improved”, 2 Could be improved 11 - Unacceptable I1
I simiarly for quesons below) 1 e . il N Could be improved [1
& you walied before you were {Read Opions. Single Respanse) _. N 1 Acceptable i1
bile to go to rd e 4. o oginion M1 ani
al g0 to your ward of room afier 1. Unacceptable 11 4, Mo aginon I1
you had ssen the admissions clerk 3 Could be od [ 5 Doesnt apply 1 5o tagply 1
Was . improy
3. Accoptable [1] D13 The coondination of your care over
(o segareee : oo ] b et o O T eyt dcha e
1. Unacceptable [1 5. Daentaply [1 M
2 Could be d
a hﬁ.ﬂﬂg_ﬂﬂ-i “ w D9  The way health care professionals [iderdewer note: mides b all vist ncuding ._.__Nnﬂ_.”m-.ln-ﬂ M_”_mr Response)
. answered your gues i ons was: aufpalient visits assocaled with his admission. ) copta [1
4 Na oginian L] ._mEn__n_:.Em Single Responss) 2 Could be improved 11
5 Daesl gy [1 ({Read Opfions. Single Response) . Unacosptable i1 3 Acosptable I1]
. 1. Unacceptabie [1] N Could be improved 11 4. Nooginon [1
(HC3 =1 GotaDE) 2. Could be improved [1] 1 Acceptable 11 5 Doesnlapply L1
3. Acceptable 1 4 Mo agini i1
D5 The time you waited for a nurse after AN OfsnEn
using the call system was: M =,.._...__I.._!._-_ y “ w 5 Duestiapgy 11 D1 ﬁ!ﬂ"uuﬂﬂhﬁ-l—?iﬂtnln!_:.
. Daesnlagp ¥
{Read Options. Singbe Responss) D14 Thecommunication between doctors,
1. Unaccaplabis 1 D10 The effort made by doctors to discuss the nursing stiff and other healt care #fiaad Cplions. Shgle Responas)
benefits and risks of your treatment was: professionals about your treatment 1. Unacceptable 1
2 Could be improved 1 p—_— 2 Could be improved 1
3 Acceptable 1] (Read Opions. Snge Response) 1 Acceptable 11
4 Na oginion [1 1. Unacceptable [1 {Read Options. Single Respanse) 4. Mo oginibn i1
5. Dossnt apply I1 2. Could be improved [ 1. Unacoeptable 11 5 Dossntapply I1
) 3. Acceptable [1 2 Could be improved 1
{(NC4 = 1 Ga taDT) 4. Mo ogirion [ 1 Acceptable [1
D6  The time you waited for a doctor if 5. Doesntapply [1] 4 Mo aginion 11
you asked o see one was: 5 Doestl gy i1
{Read Options. Singbe Responss)
1. Unaccephble I1
2 Could be improved i1
3 Acceptable [1]
4. Mo oginkn 1
5. Doesnt apply I1
T L]
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E CARE AND TREATMENT
MANAGEMENT E5 Regarding the ime doctors spent on your E8 PRegarding time fo consider any E13 Regarding involvement in decisions abouwt
cane and treatment. Did you get... consent form you needed i sign. your careand treatment, what
.__“.-n_.m..”.__ v ..-.-n.n-.n-J__“n_.i you to rale He (et O Singe Resporme) Was thare: involvement did you have? ...
el mervion you menied. 7. Mone [1 (Resacl Oiptions. Single Responss) (R Ogfions. Singie Response)
(MB1=1er2GataEY 8. Want more I1 1. Mo time 1] 1. None [1]
9. Encugh I1 2 Tooshort i1 2 Wankd mone i1
El  Regarding the informaticn sent befors 10. Too musch 1 A Encugh i1 3 Enocugh [1]
admission on how to prepare for your 11. Na oginion 11 4. Toolong 1 4. Too much I1
hospital stay, did you get ...... 12. Daesnt agply I1 5 Mo oginion M1 5 Nooginbn [1
- - 8 Does apply M1 8. Dossnlapply I1
{Read Options. Singbe Respansa) EE  Regarding the inf tion about the
1. None [1 purpose of the tests, did you get ... E10 Ragarding the encouragement you El4 Regarding access to anyextra support
2 Want more 1 ware ghen to ask questions about you needed to aid your recovary for
1  Encugh 1 {Read Opfions. Single Response) your condition and Treatment, did you examplaa support group, did you get....
2 Toomuch [ s e [l gt {ineriewer nole suppart B any exFa help of
4. Mo aginion [1] Z Wan [l (R Options, Single Responss) informason sha grougs o all. Read Opions, Snge
& Daesrt spply 11 3. Encugh [1] 1. Hone 11 Respiense )
0 4. Too much I1 )
1. Hone
EZ  Regarding the information given to 5. Mo eginion [1 2 Want more 1] T [1]
you upon amival on the ward abouwt 5. Daesntagply I1 A Encugh I1 e [l
your planned treatment, did you 4 Toomuch 11 3. Encugh I1
get... ET  Regarding the information about fue 5 Mo oginin 11 “.. H_..:_”-..n_. __ w
1 agnon
{Fesard Oiptions. Single Responss) Tl 0F thats. DNd you Qat...... 6 Doessit apply [ 5 o E_J__u_e_u. [
1. None [1 (Read Opions. Single Responss) Ef1 Regarding the information about your
2 Want more 1 1. Mone 1 |progress. while in hospital, did you E15 _Nnin__rh_ﬂ.:! —nr-.n.-a.::.iunﬂ..nuuﬂn_
1 Encugh 11 2. Want more 11 get... n hospital, was it:....
4 T h
5 I 3. Encugh ] (Read Ciptions. Single Responss) {Read Opans. Sihgle Responss)
L aginian [1 4. Too much I1
& Doasitmy i P 0] 1. Mone 11 1. Too shor [1
m. tagply I 2 Want mone i1 2  Enough i1
E3  Regarding pain relief, overall did you - Doesn'tapp 3. Encugh 1 3 Too long ]
get.. EE  Re i stion dications 4 Too much i1 4. Mo oginon 1
arding infomm. absout me L -
Fesad s, Single e Did you get..... 5 Mo opinion 11 5 Doesnlapply I1]
{Read Oplions. Sing SHanSe) 6 Doestt agy 11
ol [ {Read Oipfiones. Single Resmmss) E16 Regarding the fime ghven o prepare for
2 Wani more I1 1. Mone [1 E12 Regarding information ghven to your your discharge, did you get....
1 Enocugh famiily or carers about your progress,
4 Toomuch “ “ M __m.__.._i; “ “ did they get.... {Fearl Opans. Singk: Responss)
- - Encugh 1. Mo Time [1
5 MNa
. Phh_!._i_: “ “ 4. “Too rmch [1 (R Ogtions. Singhe Responss) 2 Want mone [1
b 5. Mo oginkon 11 1. Mone 11 1 E i [
E4  Regarding atintion by nursing staff 6. Daesntagply Ll 2 Want more 11 4 Too long 1
to your care for example, drips and A Encugh i1 5. Mo oginon 1
wound dressing, did you get ... 4. Toomuch 1 6 Doesn'tagply [1
5. No oginkan 1
{Read Options. Single Raspanss) 6. Dossni apply 1
1. HNone 1
Z Want more 1
3 Encugh [1
4. Toomuch 1
5 N aginian I1
8 Daesrl apply 1
9 1]
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E17 Regarding information on how to
manage your condifion or recovery at
homa, did you get.....

{Read Options. Single Responss)

i

moom e
3
o
L
g

PERSOMNAL NEEDS
Being in hospital can bean unseftling
ex perience. Consideration of your personal
needs by hospital s taff whenewer possible
is an important part of hospital care. The
following questions relate to the degres
that your needs were maet.

F1  Didyou get prompt assistincs with
wafing, bathing, or going to the toilet

when required?

{Read Options. Single Respanss)

Hewver i1

Sometimes 1

Usually 1
I1
M1

o R

Always
Doesr apgply

F2 Did you feel you could see visitors as
much as you needed) wanted to?

(Read Options. Single Responss)

Never M1
Sometimes i1
Ususally 11
Always il
Dot gy 1

F3 Was there screens [curtiins) arcund
the bed when being examined o

R

{Read Options. Single Respanos)
Hewver

Sometimes

Usually

Always

Doesr apply

B R

F4 Was your right to have an opinion

{Read Opons. Single Responss)
- Hever

Somoelimes

s isal by

Always

. Doesnagoly

[ I SR

F5 Did you fesl youwens you shown nespect

while being examined or interviewed?

{Read Opions. Singhe Response)
- Hever

Somelimes

Usually

Abways

. Dossn apply

[

F8 Were you treated with consideration and

politeness ...

{Read Opons. Single Responss)
- Hever

Someimes

Usually

Always

. Doesnagoly

BB L ha =

FT Did you receive the meals thatwerne
ordaned....

{Read Opions. Singhe Response)
- Hever

Somelimes

Usually

Abways

. Dossn apply

[

F8 Did you fes that you were able to ask for

information if you felt anxicus about
someting...

(Read Opfons. Sngle Responta)
1. Hewer

§
L

2
3.
4. Ablways
5

1
1
1
1
1

1
1
1
1
1

F3

{lerviener node: inchdes sl halp  Read

Did you get the feeling you could get

help if you neoded it?

OpSans. Single Response)

1

;o g

Mever
Sometimes
Lbsiusa Iy
Always
Doesn apply

Fil Didyou have confidence in the

mrsing staff..

{Read Option=_ Single Responss)

LR

Marvesr
Sometimes
Lbssa Ity
Always
Doesn’t apply

F11 Did you have confidence in the

{Read Optiaons. Single Responss)

1.
2z
A
4
&

Hever
Sometimes
Lbsiusa Iy
Always
Doesn’t apgly

F12 Did you feel safe and secune while

the hospital ...

{Resaad Optians. Single Response)

LR ST

Merver
Sometimes
Lbssa Iy
Always
Doesn’t apply

[
[
[
[
[
in

F13 Did the hospital staff use low volces

whien interviewing or examining so
that others couldn’t overhear?

{Resad Options. Single Rasponos)

1.
2z

i
4
&

Hever
Sometimes
Ususally
Aways
Doesn’t apgly

G RESIDENTIAL ASPECTS OF THE
HOSPITAL

Mow, we would like you o rate some of the
residential aspects of the hospital.

@1 Did you find the hospital parking ...

{Irderdeser nobe Indudes vislors. Read OpSons
Single Respanse)

1. Poor

2 Adequate

i Good

4. Mo oginon

S Do agply

G2 Did you find the sign posting o help you
get around the hospital....

{Read Opons. Single Rasponos)
1

2 Adequals

{

<X
4. Mo oginion
&

IE1= 1Goo GA)

G  Did you find the assistance provided to
get into the hospital ffor example
wheslchair)....

{Read Opions. Single Responss)

1 []
2 Adequate [1
1 Good []
4. Mo oginion [1
5 Daesntagply I1

1. Poor

2 Adequale

1
4. Na opinion
5
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G110 Did you find the temperatune in youwr noom
or ward to be.._.

H2  How long had you had the problem prior
to being admited?

H OTHER INDICATORS
Mow a few guestions about your condition.

G5 Did you find the range and appeal of
the menus io be....
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(Rerad Options. Single Response) (Read Opions. Single Response) H1  What condifion were you in hospital (Inerdower node fime fam when e omdlibn
1. Poor I1 1. Poor 11 for? became a prablem and when hosgital admission was
2 Adequate 11 2. Adequate I1 distussed, nolwhen first dagnosed)
A Good 11 A, Good 1 {infervdewsr note: Bem 4, cancer incdudes all {Singbe Respanss)

- 4 Mo opn 1 cancers e.g. kukasmia, lmghamas, CML eic) 1 =1 day
4 Mo oginien I ; Mubpl Respmse) 3 o1 week
5 Doestt apply 1 5. Daesnagply [1 1 =

G6  Did you find the emperature of the
food 1o ba...

{Read Opions. Single Respanes)
1. Poor

2 Adequain

i Good

4. Mo aginian

4 Daesl apply

GT  Didyou find the posifion of the call
for help bution o be....

{Read Options. Single Respanss)
1. Poor

2 Adequate

1 Good

4 Mo oginian

5. Doesnt apply

GE  Did you find the comfort of your bed
tobe....

{Read Oplions. Single Respanss)
1. Poor

2 Adequain

i Good

4. Mo oginian

4. Doesn apply

3  Did you find the cleanliness of your
rosoam o ward to b

{Read Options. Single Respanss)
1. Poor

2 Adedgisain

3 Good

4. Nao oginian

4 Daoesl apply

G111  Did you find the noise level arownd your
ansa to be...

{Read OpSons. Single Response)
1. Poor

2. Adequabe

3. Good

4. Mo opnian
5. Daesnapply

G12 Did you find the storage for your pers.onal
possessions tobe....

(Fead Ogions. Single Responss)
1. Poor

i

2
3.
4.
5

Alergies [spacly - o what?)

Arthilifs jpsleo, heunaiod)

Eye dibeases ag. calaracl

ghaucama

Canoar

abates

Epllergmy

‘Gastrainiesnal condiions

). rafux, harmia, irable bowel

syndrome, diverSoullis,

Croln's dsease

8 Goutl jaini problems
e knee

9. Ganital condiians
o andameiriiosis, hys teraciomy,
prosiale

10. Headng probleam

11. Heas altadkfangina

12, Kidney slones

13. Palinsons disense

14. Respimiondy e.g aslhma, chronic
Branchilis o emphysema

15, Shebetal problems! fackine [ njury
ey back, osleopomss

16, Shin dizesces o denmaiiic

17. Thyrarl prabiem /
underactive thyroid

18, O (specity )
19, Kot stated

S

1 104 weeks

4 =1 manth but <12 manths
4 >1yeaand< 5 years

8 5+ years

7. Danl knowlean emamber

1
1
1
1
1
1
1

H3 How many §mes have you beon adm itied
o any hospital with this condition
previously?

{Single Respanse)
1. Spedly Ted o numenc?
2 Dot knowlcan mimember
A Nome

1
1

H4 Do you havwe any ofher cument major
medical conditions?

{Singbe Respanse)
1 Yex [1
2 Nao [ 1Gatall
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1 DEMOGRAPHIC AND SOCIAL 15 What is your country of birth? 11. It&an I1
M5  What is [are) it (they)? INDICATORS 12. Palish [1
[Singhe Respanse) 13. Serbian [1
(eferviewer note Bem &, cancer inchdes al ey, 4o finish off with some general questions. 1 Auskafia [ 1Gotal? 4 vianamess [1
canoes a.q. kuksemia, mghamas, CML aie) 2 Ayt 1 15 Ofrer (spacily) I1
(MulSple Responsa) " What is your marital status? 3. Bosnia-Herzegovina [1
1. ABergies (specify - o what?) [1 4 Canada I1 I Whatis the highest level of education you
2 Arthdis fosteo, heumalkid) [1 {Read Opfions. Single Responss) 5 Chima [1 hawe completed?
A Eye diseases eq. caarad, 1. Married I1 & Croalia I1
glaicarms [1 2. Living with partner or in a de facio 7 Frames 1 Bingle Response.  infendewsr nale: Prompd T
4 Cancer [1 relaticnship [ B Gesrany 11 =1
5 Diabetes 1 3. Separaied 1 6 Cresce i3 1. Hever atended schaol [1
& Epie [] 4 Dworced 1 : 2 Serre Primary schodl 1
PP . 10. Holand [ Neteriands [1
7. Gastintestinal condiions 5. Widowed 1 . Homa Ken i A1 Comgleted Pémary Schodl I1
g, refl, hermia, inftabie bowsl 6. Mever Mamied I = _i_m 9 4 Serme High Schad [1
syrdroms, diverscultis, Crofhns 7. Motsised 1] s [1] 5 Comgleted High School
diser e 1 13. aly [1 (L& Yenr 12, Form 6, HSC) [1
& Gout Joint problems 12 Do you have Private Health Inssrance 4. Japan [1 & TAFE or Trade CerSficate
. Knaa 1 with any of the following companies? 15. Malaysia 1 o Diplorma I1
9. Genial condlions eg. 6. New Zeadand [1] T. University, CAE or same ofher Tediary
endomelioss, hysesdomy, (Read options, mulliple mspanse) 17. Philippines i1 ISt s i 1
pstate 1] 1. Mutual Community 11 18. Poland 11 8 Oher (specly) I1
10. Headng prabilem [] 2. SGIC I 19. Shoveni I1
11. Heast stackfangina I1 3. Medibank Privabe 11 0. Spain 11 =] Can you tell me the approximate anmusal
12. Kidney siones [1 4. Health Partners 11 2. UK and Feland 1 gross income of your housshold7 That is,
13. Padinsm’s dissase for all paople in the housshold befors tax
I 5 Ofher(sedty) [ . LEA [1 i takan out. I'll raad out some categores
14, Respiraton e.g. asthma, chronic 8. RegalGad Card [ 1GekK 23. Veetram 11 u.:..na_._..x:...!.__ru!E_._..._il._n_.
bronchis or emghysama [l 7. Darftknaw [ 1GomK 34_ Formes Yugosiiv ane your housshold's income falls
._m.m-.n_u_n_—__-u—un-_.ﬂ_-u..uzﬂ__!__i.- 8. Mo insurance [ 1GemHK Fepuble of Masedonia 1
- mw.-.__u“.uuniﬂuﬂ [1] 25 Formes Y ugosiy Republics Fead Opfions. Shgle Responss)
- Stin dseames [ 13 What type of cover do you have?ls it ... of Sedbia & Montenagro [1 1. Upte $12000 [1
S 2. Oer couriry fspedly) [1 2 $12001 - 520,000 I1
17. Thysaid bl [ {Read options, single respanse) i $20,001 - 540,000 [1
uncomcive Eyyrod L] 4 Extras cover onty I1 B What year did you arrive in Australia? L 540,001 - $60,000
18. Oher (specily) [] 2. Hospital cover only I - 300 -3 1
19 Notstded ['] 3 Hospital and extras cover 1 (Single Respense) E 360,001 - 330,000 Il
. U_ni.._u_s 1 Eries yesr 19 & More than $80,000 11
: Ll L1 ! —= 7 Notstsledkelised ]
2 Donlknow k] -
14 Do you identify as being of Abod ginal or B Dosftknow L1
Tormres Strait Islander origin? 1 What is the main language you speak
at homa?
{Single Responsa)
1. Na 11 (Single Response)
2. Abariginal 1 1. Englsh i1
3. Tomes St kander 11 2 AbariginalTorms
4. Both [ Skrail EJ-H_n-u-ﬂEmnl i1
5. MNotsisied I1 3 Cambadan 1
4, Canfoness i1
5  Chiness i1
6 Croatian i1
7. Duich i1
8 Filgha I1
9. German M1
1. Greek i1
1% 16
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That concludes the survey. Would you mind
Hi  Can you tell me which of the receiving a call back later by a supervisor to
following living amangements chedk this interview?
desaibes your housshold7? Do you..

[Read Options. Single Responss) On behalf of fhe Department of Human Services
Live adons | would like to thank you very much for taking
Li ith partne part in the survey. Thank you for your time.

va with pariner

Live with children

Live with partner & children
Live with parent|s)

Live with parent(s) and siblings
Live with other unnel sted adults
Live with cther related adults
Oher

B P e

N1 What Kind of work have you done for
most of your life?

(Single Response)
1. Spadly

N2 Finally, wone there any ofher issues
about your hos pital stay that you
really want to tell us aboat?

(Single Response)

1. Issues saSsfied with (specy)

2 |ssies dissaSahed with (specify )

3. Unsum/ Dont Know 1

4 Ho [1]

N3 Would you recommend fhe hospital
to a relative or fiend?

(Singhe Respanse)

1. Yes

Z Mo

3 Unzues! Danl Know

Drate of interview
Day of week interview undertaken
Time of day interview undertaken
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Your Hospital Stay: g&na:

Tasmania THE PATIENT'S
DEPARTMENT of VIEWPOQINT

HEALTH rad
HIMAN SERVETES

Instructions for completing this survey
Before answering the questionnaire please read the following points

» Please TICK “v the box that best represents your OVERALL feelings. If you have
something exira you would Bke to tell us, there is space at the end of the survey or you
may attach a separate sheet of paper.

» Please fick "™ ONE BOX OMLY unless the guestion allows muftiple responses. I you
tick more than one box there is a risk that your answer may not be used.

= ltis YOUR OPIMION that is important. There are no “right” or “wrong™ answers.

= |f you did not receive the senvice the survey asks about, or if you have no opinion, please
tick the “Dioesn't apply” box.

= |f you would like to discuss anything in more detail please phone or write a note to the
Quality Coordinator identfied in the aftached lefter.

= our answers are important. They help the hospital to improve its senvices o patients.
Please REMEMBER THE SURVEY IS COMPLETELY CONFIDENTIAL. No information
that will identify you will be given to anyone at the hospital.

WHEN YOU HAVE FINISHED

Put the completed survey in the "Reply Paid” ervelepe and put it in the mail. You do not
have to use a stamp. If you have lost the "Reply Paid” envelops, just send the
questionnaire in an wnstampead envelope to the following address:

Hospitals and Ambulance Sernvice
Divisional Support Unit

Reply Paid 125

HOBART TAS 7001

INCLUDING YOUR MAME ON THIS FORM |5 OPTIONAL

PLEASE NOTE: This questionnaire should b= completed by the paient. If YOU are
assisting the patient to complete this questionnaine:

What is your relationship to the patient®

REMEMBER it is important that the answers to the following questions are the
PATIENT' S OPINION

For each question please tick "+ one box only that best answers the question.
If you wish to make further comments please use the last page.

1. Are you: Male ] Female ]
2 Youragegroup: 1325 [ zeald . spes OJ esvsd, 7ed

3. How longwere  inightoriess[ | 2<4ngus[ | Si0mignis[ ] Nor than 10 nighis [
you in hospital? ? ! !

4. What is your residential posr code?
YOUR ADMISSION TO HOSPITAL

3. Was your admission to hospital:

{a) planned (with at least 24 hours NOHCE) ...........cocv.e.e _H_.If,ara.ﬁaoiﬂia

{6} unplanned, w:nm-u_._m_ transfer or m:__m-ﬁmq:a_.__mwm than — .
M#:_uc_.m:_uaﬂmw _H_ Please go fo Question T

{c) dont oW ..o _H_ = piease go 1o Cuestion T

6. If you were admitted for elective surgery, did you
attend a pre-admission clinic {ie a check prior to

w:ﬂ.ﬁd___”_ [This does nol indlude amy vhil ie o Specialist Clinke]

D: Yag D No
T :
i YES, how long did you have to wait? Eoan S T e
O, O d o4, _—
How would you raze the foflowing : =¥ Good Far Poor A0 _p._ﬂ._.___,_
{8} ihe usefuiness of ihe cinlc.... OO do d o
(b} the Informaticn provided to you &t the cinic . OO0O4d oo oO
{e) the amountoftime you mnma ....m:.ﬁ atthe . . ) )
pre-agmission cinic? ... . . O 0O0O0o-goo-g
7. Concaming your actual admisglon to . ) )
hospital _“__ww_“w rats the following: Eola ©ooo Far Poor pif COee
(3] ease _Hn_____..u admifited, :o__.__u_.._uu._m amount of _H_ _H_ _H_ _H_ _H_ _H_
fime 1 took. . : , i
{0} 1he attention amaiaé staTto o your Mumnu
neads and conCam... . (N N I I
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YOUR HOSPITAL STAY

8. In your OPINION, how would you rate the
following?

(3a) attenticn to detail demonstrated by your nurses (things
such as dressings, injectons, medicabions)..............

(o) the assistance of nurses to meet your personal nesds
(e.g. eating, personal hygiene, todet) ... O

(e) attention to detad demonstrated by doctors

[diagnosing problems, examining you carefully,
treating your condifion] ..o

i
d

(g) tearrwork between all health professionals invohved in _H_
YOUF TEEEMENE ..o

(fj the skills of other staff {ward clerks, medical orderlies, _H_
kitchen staff, deaners) e

9. K you had ALLIED HEALTH SERVICE, in your
opinion, how would you rate the care given by

your:

the availability of doctors when you nesded them .

1]

00 odo d

Good

ood Falr  Poar _un._n.m

O

O ooo
O oon

N
L

(@)  Physiotherapist. ... - [
(b}  Occwpational Therapist ........oeeeeeeieieeeneae O (I
c)  Phamnacist . O [
(d}) DHEHIEN oo (| [
(e} Other
S OTHER such m SeSown oo wotkers wess puhciopnd, soduireed, chap ws -
* [ I

O

10. How well did your doctor or nurse
explain the following?

{a) bensfits and risks of procedures and

(d} the reasons forbests. e .

(e} the results of tests and what they

Wall E

(I I Iy

Ooodo
Ooodo
Ooodo

VY Good Far poor Y2 Doesnt

Good Poor  Apply
11a. On the whole, how would you rate the
kindness shown to you by hospital staff? _H_ _H_ _H_ _H_ _H_ _H_
11b. Were there occasions when you could have been
mreated with more sensitivity and Gofo
KINMESEE 7. oo e e e e eeenns [Jves [] Me—s  ausstion 12
ceermencnenenw 0F YES, by whom: h
Murses [ ]
Docto Tick one or
= [ i
Househeeping Staff [ ] boxes
Alied Health Staff  [_]
others ]

IF OTHER pl s scecity

Very Very Dossnt
Gagy Good Far  poor oo SOoRl

12a. On the whole, how would you rate the

professional attitude of hospital staff?___________. OO0OOc0OodooOod
12b. Were there oecasions when you could have
been treared with more respect?.............. [ ves e —= goto qusstion 13
erenmeennenneees i YES, by whom: .
Murses _H_
Tick
Doctors  []. ormere
. B
Housekeeping Staff [l s
Allied Health Staff ~ []
Other [

__ » IF GTHER pl pwe momctly:

Too A Encugh A HNotat Do=snt
13. How much were you involved in decisions much Lot ige Al Appiy
about your care and treatment?.....aens OO O0oogogo g .
a0 4
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14a.

Eﬂmﬁu:ng:ﬂiﬁaﬁra:mmmn_:mmrﬂn
your condition and treatment®. ... _H_..,mm _H_ Mo

VETY el Enough ooy o DOEM

14b. When you questioned the nurse, how well Paoory }_m_—i

14c. When you questionad the doctor, how well

13.

{a)

&)

fe}

id)

{e)

16.

16a.

1T.
(@)
(B}

e

well did you underszand the answers? . ] _H_ O O _H_

_H__H__H__H__H__H_

did you understand the answers? ______

How did you rate the following parts of your

stay? Lo, Goon Far Foor KEY Dpes
privacy (eg curtains drawn; health professionals
speaking quietly about your condition)................ O 0O0Oodd . _H_.
consideration shown to your family and friends
{eg visiting hours, staff fiendiness, and faclities)... _H_ OO O _H_ _H_
mformatien given to famiy or fiends about your
condition, progress and needs (with youwr
S (N I A
condition of your room (eg cleanliness, comfiort,
rooim ternperature, prowisiens) ... _H_ _H_ _H_ _H_ _H_ _H_
quality of food (eg presentstion, taste, termperature,
SEMving and Vanety} ... _H_ _H_ _H_ _H_ _H_ _H_
Were you aware of the process by which to
make a complaint or give a compliment? ] fes L we
Did you need to complain to a staff member
on your ward? - _|_|I_ Yes _H_ Mo
Very Very Doesnt
- IF ...mw bﬁ!sﬁ:ﬁuﬁn rate the !m.q gopg  S00d Far - POOF Gage Capply
the complain: was handled?__. O _H_ [ _H_ [
YOUR DISCHARGE FROM HOSPITAL
When you were discharged from hospital
how did you rate the following? Vi Doesn't
\ .69, 1 u:: Gody Sved Far  poor  MEW Ry
the amount of time mzm_._ to plan when q.n.._
were going home. - _H_ _H_ _H_ 1 (. O _H_
the way in which your discharge from hospital
was organised by staff . 0 - 1 _H_ 0. O
the time taken to get your medications ... [ _H_ _H_ , [ [ _H_
Fuge &

18a. How did you rate information given to you about:

ey
Gang Food  Fal

_”m”_:qiﬁﬂsameﬁhﬂxﬂan:!:m:wﬁ:mﬂ _H_
RO e

=

(b) what actvities you should or should not do
when you got BOmE ..o

medication or operation...

00 O 0O

(¢} danger signals to watch for about your illness, _H_
O

(d) whao to contact for follow-wp care ...

g
(=}
=
8§ .

Oe- 00 O O

18b. How much did this information help you
manage your condition onee you got home?

hospital?

L]

...... AND If YES. had your GP received any
information (or a discharge summary)
regarding your hospital stay?

18. Hawe you been to your GP since you left _.=|I_
O

20.  Did you need any of the following after your hospital stay? Xo

Poor  VEIY Doesn't
Poor  Apply
[ [
(I I
0. O d
O, O O
A Mot at Doesnt
Utte Al Aoply
oo o
[

Don't
CIwa [ 2ot

Yes
{@) nursing help in the home.. . eaeae (I O .
(b} community help (eg. house-cleaning, support growg). ............ . Ul 2
() special equipment (2g. whaslchair, shower seat). ... - U B
() 3 FolloW-LP EEOIATIENE ... oo\ oo [ O,
(&) other help (PiEase DEEITDE oo ) O O ;
b
...... AND if YES, was it armanged BEFORE you left hospital?
Fes No
{a) nursing helip inthe home. e [ [
(b} community help (eg. house-cleaning, support group)............ [ [
() special equipment (eg. wheslchair, shower seat)................. O _H_
) 2 FOllOW-LP BEEOTATIENE —.. oo oeeoeeee e O O
(&) other halp (PiEase DEsamIE. oo i} [ [
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OVERALL

A Mo

21. How much do you think you were actually AL Litle  change Worsa

lade

helped by your stay in hospital?_.._._.._.__. O O O O

ﬂuq.:aii_u:_n”._.azﬂnmuﬁﬁmﬂm-u__

mw._..___m..muﬁ:ﬂmnmm.tm-_mn:&:-gzmcﬂm.___ummm:n _H_
rights and responsibilities while in hospital? N ez

weee AND I YES, did you underszand the [ ves
informagion given fo you on your righes and
responsibilities ?
24. Did amything, good or bad, happen during your stay in
hospital about which you would like to comment?

22. Thinking about all parts of your hospital ol oot Far  Poor Ll

Doesnt

Apply
=

Doesnt
ARRIY

N I Iy i

L] owe O 5.

ne

Don't
_H_ know

23. In your opinion, is there anything the hospital could do better?

PLEASE USE THIS SPACE FOR ANY ADDITIONAL COMMENTS ...

AND FINALLY:

If you would like to take the opportunity to participate in a FOCUS GROUP (a group to discuss
your area of canrg) in the upcoming months please contact the hospital staff member listed in the
attached letter and leave your name and address.

I you would just like o talk to somecne about the care you received during your stay n
hospital, please phone or write a letter to the hospital staff member listed in the attached letter.

If you hawe access to the Intemet, details about ongoing consumer forums can be found at the
following web address: hitp fwwa. nteract dhhs tas gov.au'consultabonsidetails phpd ?id=66

You are welcome to participate

THANK YOU

fior taking the time to answer these questions.
Please return in the REPLY PAID ADDRESSED envelope provided,

or, if you have lost the "Reply Paid envelope, send the questicnnaire
in an unstamped envelope to the following address:

Hospitals and Ambulance Service
Divisional Support Unit
Reply Paid 125
HOBART TAS 7001
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Appendix | Questionnaire

Bold response options were read out
Underlined words were emphasised

Introduction

Hello, this is ... calling from the Queensland Government Statistician’s Office. We are conducting
an interview about perceptions of public hospitals on behalf of the Department of Health.

We are interviewing people (the parents of children under 16 years) who were patients at public
hospital emergency depariments recently about their perceptions of the care they received.

You may remember receiving a letter to tell you we would call you regarding your experiences
while you were at the emergency department at {Facility_name} on {amival_date}.

(You may remember receiving a letter saying we would call regarding the visit of (child) to the
emergency department at {Facility_name} on {amival_date}.)

The information you provide will help the Department of Health improve public hospital zervices.
The interview will only take around 12 minutes of your ime. Your responses are strictly
confidential and no identifying information can be released to Quesnaland Health or any other
body unless authorised or reguired by law. The information is being collected by the Queensland
Government Statistician’s Office and is protected by the Sfatistical Retums Act 1896. Your
responses will be combined with those of other participants to compile aggregate information.

(Before we begin, can | just check whether you were the parent or responsible adult who spent
maosat time with child during hiz/her time in the hospital?)

Can we start now?

Interview

GH1  Before we begin, I'd like to ask...
In general, would you say your (child's) health is - 7

1 Excellent
2 Verygood
3 Good
4 Fair
5 Poor
98 Don't know
959 Refused
(1 was only asked of adult patients

o And, can | just check that you were conscious for all or most of your time in the
emergency department?

1 Yes

2 Yes — conscious but can't remember details
3 Mo

98 Don't know

959 Refused

If 31 =1goto Q3int
Otherwise End survey — code ineligible

Q3Int  Some calls are monitored by my supervisor for training and quality purposes.

377



16 ALV ELBRLAR S-H

e ] At the end of your (their) time in the emergency department were you (was child) - 7
Admitted to a ward in the same hospital

Transferred to a different hospital

Dvid you go home

Go to stay with a friend or relative

Cither (please specify)

28 Don't know

o8 Refused

f@R3=1or 2gofo Text!
Ofhenuize go to Text2

[, I CRTL N N

Text1 The Department of Health undertakes a range of patient experence surveys. This
survey focuses on the care of patients in the emergency department.
The majority of questions will be about just your [child’s) stay while in the
emergency department. However, | will provide an opportunity for you at the end of
the survey, to give your feedback on the care you [child) received in the ward or
other hospital.

Text2 Mow I'd like to ask you about your overall impressions of your visit to the
emergency department.

Q53 Owerall, how would you rate the care you (child) received in the emergency
department? Would you say it was - ¥

Very good

Good

Adequate

Foor

Very poor

Don't know

Refused

EELH-PEMM—E

@52 Owerall, did you feel you were (child was) treated with respect and dignity while you
were (hefshe was) in the emergency department? The options are —
1 Yes, always
2 Yes, sometimes

3 Mo
el Don't know
28 Refused

QST Owerall, were you (was child) treated with kindness and understanding while you
were (hefshe was) in the emergency department? Would you say - 7
| Yes, all of the time
2 Yes, some of the time

3 Mo
el Don't know
28 Refused

Q55 Was the main reason that you went {you took child) to the emergency department
because - 7

(Read awt. One anzwer omfy.)

You were told to go by the 13HEALTH hotline service

ou were told to go by another healtth professicnal

You were (child was) taken to the emergency department by the ambulance
It was free

Your (his/her) doctor was not available

You were not aware of any other service available at the tine

ou wanted a second opinicn

You decided that you [child) needed to go to an emergency department
Somebody else decided that you (child) needed to go to an emergency department
Or some other reason

Don't know

Fefusad

EIII-EID:HGILH-&MM—
(<=0 = |
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The triage process is where a nurse assesses the patient’s condition and prioriti=
them according to how urgent they are.
Oz you remember taking part in the triage process?

1 fes
2 Mo
3 | did not discuss my (child's) condition with a triage nurse
88  Don't know
89  Refused
Q% = 1 go fo QS
Otherwize ga fa Q10
@8b  Were you given encugh privacy when discussing your (child's) condition with the

Qo

triage nurse? Would you say - 7

1
2
3
4
B4
a9

Yes, definitely

fes, to some extent

Ho

| did not discuss my (child's) condition with a triage nurse
Diom’t know

Refusad

How would you rate the courtesy of the emergency department receptionist? Wo
you say it was - 7

=l @ n e L3 b =

a4
a9

Excellent

Wery good

Giod

Fair

Poor

Wery poor

| did not see a receptionist
Diom’t know

Refusad

G14Int Mext are some questions about waiting while in the emergency depariment.

a4

From the time you first arrived at the emergency department, how long did you
(child) wait before being examined by a doctor or nurse?

(Read ouf only F necessary.)
i Did not have to wait
2 Up to 10 minutes
3 11—=30 minutes
4 3160 minutes
kil 81 minuies—2 hours
i More than 2 hours—3 hours
T More than 3 hours—4 hours
B More than 4 hours
88 Dom't know
52 Refused
ifQ14 =1 ar 2 go to @22
Otherwize go fo Q15
@15  Were you told how leng you (child) might have to wait to be examined?
i fes
2 Information shown on a [TV} screen
3 Mo
88  Don't know
B2 Refused
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AT Were you told why you (child) had to wait to be examined?

1 fes

2 Infomnation shown om a (TW) screen
3 Mo

98  Don't know

&8  Refused

QZF2 At any point, did you ever feel wormied that staff in the emergency department had
forgotten about you (child)?

1 es

2 Mo

88  Don't know
90 Refused

(25Int The next group of questions is about the doctors and nurses.

F@2=1ar 2, zay alzo... This still only relates to the doctors and nurses in the
emergency department.

Q25  While you were in the emergency department, did a doctor or nurse explain your
(child's) condition and treatment in a way you could understand? Would you say - #

Yes, completely

Yes, to some extent

Mo

| did not need an explanation

They could not diagnose my conditicn
Don't know

Refusad

Egmhmm—

26  Did the doctors and nurses listen to what you had to say? Would you say - 7
1 Yes, definitely
2 Yes, to some extent

3 Mo
88  Don't know
o8 Refused
Q27 Did you have any womes or fears about your [child’s) condition or treatment?
1 es
2 Mo
98 Don't know
&8 Refused
if @27 = {1 go fo Q28
Cithanwize go fo Q29

Q28  Did a healthcare professional discuss them with you™ Would you say - 7

1 Yes, completely

2 Yes, to sonwe extent

3 MNo

4 | did not attempt to discuss any worriesifears with a healthcare professional
a8 Don't know

98 Refused

28 Did you have confidence and trust in the doctors and nurses examining and
treating you (child)?
Would you say you had confidence and trust in - 7

All of them

Most of them

Cinly some of them

Mone of them

Con't knicw

Refusad

%E#WM-

380



Wit 16

Yo

AT ELRLARE-N

@3 Sometimes doctors and nurses might talk in front of a patient as if they weren't
there. Did this happen to you? Would you say - 2

(i queried, fhiz indudes docfors in fraining speaking fo docfors in charge.)

1 Yes, definitely

2 Yes, to some extent
3 Mo

83  Don't know

88 Refused

@233nt Mow | have some questions about your (child's) care and treatment.
Q3 =1 or 2 zay alzo.. Again, this just relates to the emergency department.

@33 While you were in the emergency department, how much information about your
[child’s) condition or treatment was given to you? Would you say - 7
Mot enough
The right arnount
Too much
| wezsm't given any informnation about my (child's) condition or reatment
They could not diagnoss my (child's ) condition
8 Domt know
8 Refused

(==l SR T I

234  Did you ask questions about your (child's) care and treatment ¥

1 Yes

2 Mo

88  Don't know
23  Refused

IF Q34 = 1 go fo G35
K34 =2 goio @36
Ctherwise go fo NAT3 for aduwlt patientz, or Q38 for child patients

235  Did you get answers that you could understand? Would you say - 7

1 Yes, definitely

2 Yes, to some extent
3 Mo

83  Don't know

83 Refused

Go fo NAT3 for aduft patierds, or G328 for child pafients

@36  Was this because you didn't have any questions, or for some other reason’?®

Did niot have any questions
Tioo urmesell to ask any questions
Did not have an cpportunity o ask questons
There wasn't enough fime to ask questions
Crther reason (please specify)

8 Dom't know

8 Refused

o b G S =

MNATI waz only azked of adulff pafienis

NAT3 How much information abouwt your conditicn or treatment was given to your family,
carer or someone close to you? Would you say - 7

Mot enough

The right amownt

Too much

Mo family, carer or friends were involved
Thiey didn't want or need informiation

I didn't want them to have any information
Dion't know

Refused

0 & e =

[ =)
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A8 Were you (was child) given enough privacy when being examined or treated?
Would you say -7
1 Yes, definitely
2 Yes, to some extent

3 Mo
28  Don't know
o0 Refused

G35 I you [(child) needed assistance, were you able to get a member of staff to help you
within a reascnable timeframe? Would you say - 7

All of the time

Miost of the tinme

Some of the time

Rarely

Mewar

A member of staff was with me all the time
| {child) did mot need assistance

88  Don't know

90 Refused

i =R I L SR

40 Sometimes in a hospital, a member of staff may say one thing and ancther may say
something quite different. Did this happen to you in the emergency department?
Would you say -7
1 Yes, definitely
2 Yes, to some extent

3 Mo
g8 Don't know
o0 Refused

41 Were you involved as much as you wanted to be in decisions about your |child's)
care and treatment? Would you say - #

Rezponse aoplion 4 waz only offered fo adult pabients

1 Yes, definitely
2 Yes, to some extent
3 Mo
4 | was not well enough to be involved in decisions about my care
88  Don't know
o8 Refused
42  How many of the staff treating and assessing you (child) introduced themselves?
Was it-7
1 All of them

2 Some of them

3 ey few of them

4 Mione of the staff introduced themselves
88  Don't know

o0 Refused

G43Int The next few questions are about tests you (child) may have had.

@3 =1or 2 zay also.. This is still just in relation to your (child's) care in the
emergency department.

43 Did you (child) have any tests, such as x-rays, scans or blood tests, when you
{hei'she) visited the emergency department?

1 es
2 Mo
g8  Don't know
o8 Refused
Iif @43 = 1 go fo Q44
Cfherwize go o Q47 Int
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Did a member of staff explain why you [child) needed these tests in a way you
could understand? Would you say - 7

1 fes, completely
2 fes, to some extent

3 Mo
88  Don't know
22  Refused

Before you left the emergency department, were you told the results of any of your
[child's) tests™?

1 fes

2 M

3 ity given results in & sealed envelope for doctor

88 Dom't know

83  Refused
Q45 =1 go fo GFE6
Ctherwize go fo Q47T
46 Did a member of staff explain the results of the tests in a way you could

understand? Would you say - 7

1 Yes, definitely

2 fes, to some extent
3 Ho

88 Don't know

83  Refused

CdTInt Mow | have a couple of questions about pain management.

o7

if 23 =1or 2 sayalzo.. 5till only while you (child) were in the emergency
department.

Were you (was child) ever in any pain while in the emergency department?

1 fes

2 Mo

88  Don't know
22  Refused

KF Q47 = 1 go fo G50
Otherwize go fo Q5 1ind

250

D you think the emergency department staff did everything they could to help
manage your (child’s) pain? Would you say - %

1 Yes, definitely

2 fes, to some extent
3 Ho

88 Don't know

83  Refused

@51t The next section is about the emergency department envircnment and facilities.

251

In your opinion, how clean was the emergency department® Was it - 7
1 ‘\ery clean

2 Fairly clean

3 Mot very clean

4 Mot at all dean

88 Dom't know

83  Refused
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How clean were the toilets that you used while in the emergency department? Were
they -7

1 ‘ery clean

2 Fairy clean

3 Mot very clean

4 Mot at all clean

5 | did miot wse a toilet

88  Don't know

&g Refused

Were you able to get suitable food or drinks (for child) when you were in the
emergency department? Would you say - ?
{"Suitable” means food or diink thad you were able fo conzume. )

fes

Mo

| (hefshe) was told not to eat or drink

| did maot knecawr if | (hefshe) was allowed to eat or drink
| {hefshe) did mot want anything to eat or drink

Don't know

Refused

Egr_h-nwm—

While you were in the emergency department, did you feel bothered or threatened
by other patients or visitors? Would you say -

1 Yes, definitely

2 Yes, to some extent

3 Mo
g8 Don't know
oo Refused

if @3=1or 2gofo QF3c
Ciiherwize go fo GETInt

Giglint Now some questions about leaving the emergency departmenit.

LrLay

MAT4

Once your [child’s) medical care was finished and you were (he/she was) ready to
leawe the emergency department, were you [was he'she) delayed for any of the
following - #

(Read awt each oplian)

d" was read out only fo those who had fesfs (GH.3]

D
EBquipment or aids, such as cnutches

Medications

Someone to discharge you (himdher), e.g. the doctor
Teast results

Letter for your (his'her) doctor

An ambulance or hospital fransport

Semices after leaving hospital to be arranged, e.g. sodal
services/follow up

i Something else (please specify)

MMMMMMMDZ

= N | (N = N = 1]
=
— et e | ']
L]

2 RE2RR2R8F

(]

oa
oo
oo
oa
a8
oo
oo
oo
at

Were you given enough information about how to manage your (child's) care
home? Would you say - 7

Yes, completely

Yes, to some extent

Mo

| did mot need this type of information
Don't know

Refused

EE#MM—E
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Before you left the emergency department, were any new medications prescribed
for you?
{ Wew” means medication the respondent (child) hasn't had before. )

1 fes
2 M
83 Don't know
83  Refused
F G364 = 1 go fo W65
Otherwize go fo Q68
@65  Did a member of staff explain to you how to take (how child should take) the new

medications? Would you say - 7

{ Wew” means medicalion the respondent hasn't had before.)
1 Yes, completely

2 fes, to some extent

3 Mo

4 I did not need an explanaticn

83 Don't know

899  Refused

Did a member of staff explain the purpose of the medications you were (child was)
to take at home in a way you could understand? Would you say - 7

1 Yes, completely

2 fes, to some extent

3 Mo

4 I did not need an explanaticn
838 Don't know

899  Refused

Did a member of staff tell you about medication side effects to watch for? Would
you say - 7

1 Yes, completely

2 fes, to some extent

3 Mo

4 I did not need this type of information

83 Don't know

83  Refused

Before you left the emergency department, were you given amy written or printed
information abkowt your (child's) condition or treatment? This may be a leaflet or
brochure, but does not include a letter for your (child's) doctor. The options are —
1 Yes

2 Mo

3 I did not need this type of information

83 Don't know

83  Refused

Did a member of staff tell you when you (child) could resume r {his/her) usual
activities, such as when to go back to work or drive a car (school or playgroup)?
Would you say - ?

1 Yes, definitely
2 fes, to some extent
3 Mo

4 I did not need this type of information
83 Don't know
83  Refused
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Did a member of staff tell you abowt what danger signs regarding your (child’s)
illness or treatment to watch for after you went home? Would you say - 7

1 Yes, completely
2 Yes, to some extent

3 Mo

4 | did mot need this type of information
88  Don't know

28 Refused

Did hospital staff tell youw who to contact if you were wormied about your [child's)
condition or treatment after you left the emergency department ™

1 “es

2 ha

28  Don't know

28 Refused

Were adequate arrangements made by the hospital for any services you (child)

needed? Would you say - 7

(Senvices” includes things like rehabilitabion or commumidy nurses.)
1 Yes, completely

2 Yes, to some externt

3 Mo

4 | did mot need any services

28 Don't know

20 Refused

Some patients might wish to give feedback such as compliments or complaints
about the care they (their child) recaived. While in the emergency department were
you told, or did you see a poster or brochure on how to do this?

1 feg

2 Mo

88  Don't know
g8 Refused

Q80Int As | mentioned earlier, the information we collect will help the Department of Health

Q80

in improving emergency department services.

Was there anything particularly good abouwut your (child's) visit to the emergency
department that you hawven’t already mentioned?

1 Yes (please specify)

2 Mo

g8 Don't know
of  Refused

Was there anything abouwt the emergency department that could have been
improved, that you haven't already told me abowt?

1 Yes (please specify)

2 Mo
88  Don't know
of  Refused

if 23 =1goto Q823
if @3 =2 go to QE2b
Cifhanwize go fo Cutro
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G82a Mow, thinking about after you (child) left the emergency department and went to a
Ward.
Was there anything about your (child’s) time in the Ward that you think could have
been improved?
[(Alow more fhan one.)
1 Too noisy
2 Mot encugh staff

Sent home oo soon
4 Signagefgetting lost amound hospital
il Ward disorganised
i Waiting time
T Ciher (please specify)
B Mo
g Dion't know
10 Refused
11 Communication
12 Foodmeals
13 Diry showerftoilet

Go fo Ouiro

GE2b  Mow, thinking about after you (child) left {hospital name} and went to the other
hospital.
Was there anything about your (child’s) time in that other hespital that you think
could have been improved?
[(Alow more than one.)

Too noisy

Mot enough staff

Sent home oo soon

Signagefgetting lost amound hospital

Ward disorganised

Waiting timne

Crther (please specify)

Mz

Dion't know

10 Refused

11 Communication

12 Food'meals

13 Diry showerftoilet

Churtro

Thanks. That concdudes the survey.

Your responses are stniclly confidential and no identifying information can be released to
Cueensland Health or any other body unless authorsed or required by law. The infomnation is
b=ing collected by the Gueensland Government Statistician's Office and is protected by the
Siatisfical Refums Act 1896, Your responses will be combined with those of other participants to
compile aggregate information.

Thank you very much fior your assistance.
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Appendix G Questionnaire

Intrao

Hello, this iz ... calling from the Queensland
Government Statistician’s Office. We are
conducting a survey an behalf of the Cusensland
Deparirent of Health.

We are inferviewing patients who have recently
attended an cutpatients clinic to ask about their
perceptions of the care they received. You may
remember receiving a letter to tell you we would
call regarding your recent maternity clinic
expernences.

The information you provide will help the
Depariment of Health improve outpatient clinic
services. The interview will only take around 12
minutes of your time.

Your responses are sirictly confidential and no
identifying information can be released to
CQueensland Health or any other body unless
authorized or required by law. The information is
being collectsd by the Queensland Government
Stafistician's Office and is protected by the
Statistical Retumns Act 1896. Your responses will
be combined with those of other participants to
compile aggregate informaltion.

For male interviewsrs anly —'We also have
female interviewers available if yvou would be
more comfortable speaking to a female about
VOUI EXpEriences.,

Can we start now?

Spome calls are monitored by my supenvisor for
training and quality purposes.

388

Y

Q2

23

I'd just like to confirm that you have
been to an appointment at <facility
name>"s maternity clinic in the last few
months?

1 Yes

2 Mo —visited a different hospital

3 Mo —not an outpatient at any clinic

4 Mo —received phone call or at home
care or telehealth

98 Don't know

99 Refused to answer

IF Q1 = 1 Interviewer prompt fo check / End
interview if still not "Yes’

If Q1 = 2 then read The questions I'm
asking are specifically about care
delivered af <facility name=, so
unfarfunately | cant proceed with this
imferview. As you have been foa
different hospital, you may receive a
call from an infendewer in relation to
that hospital. Thank you for your fime.”

I Q1 = 3 then End interview

If @1 = 3 then read Many of the questions
are about the actual clinic and the
Dhysical environment, so unfortunately
I worr't be able fo procesd with the
interview. Thank you for your fime.”

Eize go to @2

Has your baby been born yet?

1 Yes

2 Mo

3 Miscamiage [ temination / stillbirth 7 baby
died

99 Refused to answer

If Q2 = 3 apologize and End intenview,
code Out of Scope

If Q2 = 3 and respondent insisfs on
completing the survey, code Q2 =2

Elze go to Q3

How many times have you visited this
maternity clinic for this same pregnancy
(and birth)?

(i Q2=1 show Int: This includes during the
pregnancy and affer the birth)

1 This was the only time
2 2to 3 times

3 4to 8 times

4 More than 8 times

98 Don't know

99 Refused to answer
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G4

5

Q6

lzWas this your first pregnancy?

1 Yes, first pregnancy

2 No, second or more pregnancy
98 Don't know

99 Refused to answer

In general, would you say your health
i1Z0a

1 Very good

2 Good

3 Adequate

4 Poor

5 Very poor

98 Don't know

99 Refused to answer

Before your (first) appointment, did you
know who to contact if you had any
concerns about your and your baby's
health?

1 Yes

2 Mo

98 Don't know

99 Refused to anawer

FQ3="1goto Q7
Else go fo Read{

Readi For the rest of the questions, could

ar

Q8

you think about your experiences in
general for all your visits to this
maternity clinic, for this pregnancy?

Owerall, how would you rate the care
you received while in the maternity
clinic? Would you say...7

1 Very good

2 Good

3 Adequate

4 Poor

5 Very poor

98 Don't know

99 Refused to answer

(How often) Were you able to get an
appointment time that suited you?
(Would you say ...)

If muitiple appointments, read opfions 1-5

1 Always | Yes

2 Mostly

3 Sometimes

4 Rarely

5 Newer / No

& | didn't have an appointment
98 Don't know

99 Refused to anawer

389

Q9

Q10

Q11

Q12

Q13

Were you given any printed information
about your pregnancy or birth by the
maternity climic?

1 Yes

2 Mo

98 Dom't know

99 Refused to answer

If 38 =1goto QG171
Else if 39 = 2 go fo Q10
Else go o Q13

Would you have liked to be given
printed information about your
pregnancy or birth by the maternity
clinic?

1 Yes

2 No

98 Don't know

%9 Refused to answer

Gofo Q13

Did you find this information useful?

1 Yes

2 Mo

98 Don't know

99 Refused to answer

FQ11=2go0to Q12
Else go fo Q13

Why wasn't the information useful to
you?

If muftiple reasons are given, choose the
MAIN reason

1 It was not relevant

2 | couldn't understand it
3 | already knew it

4 Cther (please specify)
98 Don't know

99 Refusad to answer

Would you prefer to receive printed
information or to access it digitally, for
example on your phone, tablet device or
computers

1 Printed

2 Digital

3 Both printed and digital
4 Mo preference

98 Don't know

%9 Refused to answer
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214 Was the <facility name> your first
choice of hospital for your matemity

G20 Did you have to redo any tests?

10 ' 1 Yes

clinic appointment ? 7 No

1 Yes S8 Dont know

7 Mo 99 Refused to answer

3 | didn't have a choice of hospitals
98 Don't know

99 Refused to answer
FRl4d=2gofo Q15

Elze go to Q16

Read?2 Next iz a question about getting to

a1

<facility name>,

Before your (first) appointment at
<facility name>"s maternity clinic, were

@15 Were you provided with other options, you given information about how to get
zuch az care via telehealth? to <facility name>? Would you zay...7
1 Yes 1 Yes, definitely
2 Mo 2 Yes, but it could be improved
98 Don't know 3 Ho
99 Refused to answer 4 | didn't need this type of information
98 Don't know
216 Were you referred to this hospital from 99 Refused to answer
another hospital?
1 Yes Read3 Next are some questions about when
2 No you arrived at the <facility name:
98 Don't know maternity clinic.
99 Refused to answer G322 When you arrived at the maternity clinic,
if Q16 = 1 go fo Read?2 how would you rate the courtesy of the
Elze go to Q17 receptionizt? Would you say...7
Q17 Did the staff at the new hospital have ; ace”‘:’;:d
your medical information from the 3 Gcgdg
1 I '
previous hospital? 4 Fair
1 Yes 5 Poor
2 No 6 Very poor
98 Don't know 7 | didm't deal with a receptionist
99 Refused to answer 98 Don't know
) 99 Refused to answer
Q218 ::gpyilglll?had any tests at the previous [F Q22 = 7 go to Readd
Else go to Q23
1 Yes
2 Mo 23 Inthe reception area, could other
98 Dont know patients overhear what you talked about
99 Refused to anawer with the receptionist?
IFQ18 = 1 go fo Read? 1 Yes
Elze go to Q19 2 Mo
98 Don't know
219 Did the staff at <facility name> maternity 299 Refused to answer
clinic have the results of those tests?
1 Yes
2 No
98 Don't know

99 Refused to answer

F19=2gofo Q20
Elze go to Read2?
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Q24

Q25

Q26

{On average,) How long after the stated
appointment time did (the appointment /
your appointments) start?

Int: read options 1-6 if necessary

1 Seen on time, or early

2 Waited up to 15 minutes

3 Waited 16-30 minutes

4 Waited 31-60 minutes

L Waited more than 1 hour but no more
than 2 hours

& Waited more than 2 hours

7 1 didn't have an appointment

98 Don't know

99 Refused to anzwer

FQ24=3orQ24=4orQ24=50rQ24 =
6 go fo Q25
Else go to Readd

(How often, when there was a delay,)
Were you advised how long you would
have to wait? (Would you say...)

If muitiple appointments, read options 1-3

Int: this includes being told by a person,
information displayed an a screen or board,
or receiving a piece of paper with that
information

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

& Never Mo

98 Don't kmow

0 Refused to answer

If Q25 < 5 go fo Q26
Else go to Q27

{In general.) Was your actual wait
longer, shorter, or about the length you
were advised?

1 Shorter
2 About as long as advised

3 Longer
98 Don't know

9 Refused to answer
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If multiple appointments, read options 1-5

1 Always/ Yes

2 Mostly

3 Sometimes

4 Rarely

& Mever / Mo

98 Don't know

0 Refused to answer

Read5 Mext are some questions about the

Q28

Q29

(30

maternity clinic environment at
<facility name>.

Did you (ever) have any children with
you at the maternity clinic?

1 Yes

2 No

48 Don't know

¥ Refused fo answer

fG28=1goto Q29
Eise go fo Q30

{How often) Were there things available
to occupy them, for example books,
toys, videos or play equipment? (Would
you say ...)

If multiple appointments, read options 1-5

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

5 MNever / Mo

6 These weren't necessary
98 Don't know

99 Refused to answer

{In general,) How clean was the
maternity clinic? Would you say...7

1 Very clean

2 Fairly clean

3 Not very clean

4 Mot at all clean

98 Don't know

99 Refused to answer
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Q31

(In general,) How clean were the toilets
at the maternity clinic? Would you say...

1 Very clean

2 Fairly clean

3 Mot very clean

4 Mot at all clean

5 | did not use a toilet
95 Don't know

99 Refusad to answer

ReadG Mext are some questions about tests,

Q32

Q33

034

such as scans or blood tests, and so0
o,

Whilst in <facility name> maternity
clinic, did yvou (ever) have any tests
such as scans or blood testa?

1 Yes

2 No

58 Don't know

99 Refused to answer

IF @32 =1 goto Q33
Else go fo Read?

(How often,) Did a member of staff
explain why you needed these tests in a
way you could understand? (Would you
SAY i)

If multiple appointments, read oplions 1-3

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

5 Newver/No

& | did not need an explanation
98 Don't know

99 Refused to answer

(How often) Did a member of staff tell
you how you would find out the results
of your tests? (Would you say ...)

If multiple appointments, read oplions 1-5

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

5 MeverfNo

98 Don't know

99 Refused to answer

392

235 (How often) Did a member of staff

explain the results of the tests in a way
you could understand? (Would you say

vas)
If mudtiple appointments, read aplions 1-5

1 Always | Yes

2 Mostly

3 Sometimes

4 Rarely

5 Newver/ No

6 | was told | would get the resuliz at a
later date

T |'was never told the results of the tests

8 |'was told my results would go to the GP

93 Don't know

99 Refused to answer

Read’ Next are some questions about who

you are having your care with,

Q36 (Are you having / Did you have) all your

care with a midwife, or all your care with
a doctor at the maternity clinic, or {are
your having [ did you have) shared care
with a midwife and a doctor at the
maternity clinic?

A doctor can be an intern, resident,
registrar or consultant.

1 Midwife only

2 Doctor only

3 Both midwife and doctor

98 Don't know

99 Refused to answer

If Q36 =1 and Q3 »1 go fo Q37

BseifGi=1and@2=1and Q3 =1go
to G338

Elze if Q36 = 1 go to Readd

Else if Q36 = 2 and Q3 >1 go fo Q39

EseifG36=2and G2="1and G3=1go
to 340

Elze if Q36 = 2 go to Reads

Else if Q36 = .3 and Q3 >1 go fo Q37

Else ifG36=3and G2="1and G3=1go
o Q38

Elze if Q36 = 3 go to Reads

Else go to Read 9
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Q37

Q3a

239

Q40

(Do f Did) you see the same midwife
whenever you (go [ went) to the
maternity clinic? Would yvou say...

1 Always

2 Mostly

3 Sometimes

4 Rarely

£ Mever

98 Don't know

99 Refused to answer

FQ37=1orQ@37=2)and Q2=1Tgoto
G358

Elze if Q36 = 3 go fo 339

Else go fo Readd

Was (that midwife / the midwife you saw
at your maternity clinic appointment)
prezent when you gave birth?

1 Yes

2 No

98 Don't know

99 Refused to answer

If Q36 =3 and Q3 = 1 go to G40
Elze if Q36 = 3and Q3 = 1 go fo Q39
Elze go to Readd

(Do Did) you see the same doctor
whenever you (go [ went) to the
maternity clinic? Would you say...

1 Always

2 Mostly

3 Sometimes

4 Rarely

£ Mever

98 Don't know

99 Refused to answer

Q38 =1or@39=2land QZ2=1golo
G0
Else go to Readd

Was (that doctor ! the doctor you saw at
your maternity clinic appointment)
present when you gave birth?

1 Yes

2 No

98 Don't know

99 Refused to answer

Read8 Next are some questions about

doctors during (the appointment ! your
appointments).

{And then there will be some questions
about midwives.)

393

Q4

Q42

43

Q44

{How often) Did you have enough time

to dizcuss your and your baby's health
with the doctor? (Would you say ...

If multiple appointments, read opfions 1-5

1 Always / Yes

2 Mostly

J Sometimes

4 Rarely

5 HNever ! No

& | haven't sesn a doctor
95 Don't know

99 Refused to answer

If 41 =6 go fo Readd
Eize go o 042

{How often) Did the doctor seem to
know enough about your medical
history? (Would you say...)

If muifiple appointments, read options 1-5

1 Always ! Yes

2 Mostly

J Sometimes

4 Rarely

5 HNever ! No

95 Don't know

99 Refused to answer

{How often) Did the doctor explain the
reasons for any examinations, treatments,
referrals and 30 on, in a way that you
could understand? (Would you say ...)

If muilfiple appointments, read options 1-5

Always ! Yes

Mostly

Sometimes

Rarely

Hever / No

I did not need an explanation

I did not need any treatment or action
95 Don't know

99 Refused to answer

== TR e G R =k

{How often) Did the doctor listen to what
you had to say? (Would you say ...}

If multiple appointments, read opfions 1-5

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

5 Never ! No

958 Don't know

99 Refused to answer
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Q46

Q47

)48

17 2 Y ARBLRR L4

(How often) Did you feel comfortable to
ask guestions or discuss concerns with
the doctor? (Would you zay ...

If multiple appointments, read oplions 1-5

1 Always | Yes

2 Mostly

3 Sometimes

4 Rarely

5 Mever ! No

95 Don't know

99 Refused to answer

If you had important questions to ask
the doctor, (how often) did you get
answers that you could understand?
(Would you say ...)

if multiple appointments, read oplions 1-5

Always /| Yes

Mostly

Sometimes

Rarely

Mever / No

I did not hawve an opportunity to ask

I did not want to ask any important
questions

93 Dont know

99 Refused to answer

= O R e Gl P =

(How often) Did you have confidence
and trust in the doctor examining and
treating you? (Would you say ...

if multiple appointments, read oplions 1-5

1 Always ! Yes

2 Mostly

3 Sometimes

4 Rarely

5 Hever ! No

93 Dont know

99 Refused to answer

Did you have worries or fears about
your condition or treatment while in the
maternity clinic?

1 Yes

2 No

93 Dont know

99 Refused to answer

IfG48 =1goto Q49
Elze Q36 = 3 go to Readd
Elze go to Read?!
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Q49

Qs0

{How often) Did the doctor discuss them
with you? (Would you say ...}

If muitiple appointments, read aplions 1-3

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

5 Mever f No

& | did not attempt to discuss any
worriesfears with the doctor

93 Don't know

99 Refused to answer

IFQ49 =1 or Q49 =2 or Q49 =3 go o Q50
Elze if Q36 = 3 go fo Readd
Elze go to Read1

{How often) Did you feel supported after
dizscussing your worries or fears with
the doctor? (Would you say ...

Iif muitiple appointments, read aptions 1-5

1 Always ! Yes

2 Mostly

3 Sometimes

4 Rarely

5 Hever f No

6 | did not attempt to discuss any
wormiesfears with the doctor

33 Don't know

99 Refused to answer

If Q36 = 3 go fo Readd
Else go to Read !

Readd Mext are some questions about

Q51

midwives during (the appointment {
your appointments).

{How often) Did you have enough time
to discuss your and your baby's health
with the midwife? (Would you say ...}

If muitiple appointments, read aptions 1-5

1 Always ! Yes

2 Mostly

3 Sometimes

4 Rarely

5 Mever / No

6 | haven't seen a midwife
33 Don't know

99 Refused to answer

IF Q51 = 6 go fo Fead!1
Elze go to Q152
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Q52

Q53

154

(How often) Did the midwife explain the
reasons for any examinations,
treatments, referrals and so on, in a way
that you could understand? (Would you
SAY o)

If multiple appointments, read oplions 1-3

1 Always /Yes

2 Mostly

3 Sometimes

4 Rarely

5 Mever / No

6 | did not need an explanation

7 | did not need any treatment or action
98 Don't know

99 Refused to answer

(How often) Did the midwife listen to
what you had to say? (Would you say

s}
If muftiple appointments, read oplions 1-5

1 Always [ Yes

2 Mostly

3 Sometimes

4 Rarely

& Mever / No

98 Don't know

99 Refused to answer

{How often) Did you feel comfortable to
ask questions or discuss concerns with
the midwife? (Would you say ...)

If muftiple appointments, read oplions 1-5

1 Always [ Yes

2 Mostly

3 Sometimes

4 Rarely

& Mever f No

S8 Don't know

99 Refused to answer

395

@55 If you had important questions to ask

the midwife, (how often) did you get
answers that you could understand?
{(Would you say ...)

Iif multiple appointments, read options 1-5

1 Always [ Yes

2 Mostly

3 Sometimes

4 Rarely

5 Mever/ Mo

6 | did not have an cpportunity to ask

7 | did not want to ask any important
questicns

98 Don't know

99 Refused to answer

@56 (How often) Did you have confidence

Q57

and trust in the midwife examining and
treating you? (Would you say ...)

Iif multiple appointments, read options 1-5

1 Always [ Yes

2 Mostly

3 Sometimes

4 Rarely

5 Mever [ Mo

98 Don't know

99 Refused to answer

If Q48 = 1 go to Readi0
Else if @48 = 1 go to Read 11
Else go to Q57

Did you have worries or fears about
your condition or treatment while in the
maternity clinic?

1 Yes

2 No

98 Don't know

99 Refused to answer

if Q57 =1goto Q58
Else go to Read11
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Read1? You mentioned earlier that you had

Q58

Q59

some worries or fears about your
condition or treatment while in the
maternity clinic.

[How often) Did the midwife dizcuss
them with you? (Would you zay ...}

if muftiple appointments, read oplions 1-5

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

&5 Never /Mo

6 | did not attempt to discuss any
worriesfears with the midwife

98 Don't know

99 Refused to answer

If Q58 = 3 go fo Read11
Else go to G159

(How often) Did you feel supported after
dizcussing your worries or fears with
the midwife? (Would you say ...}

if muitiple appointments, read options 1-5

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

&5 Never /Mo

6 | did not attempt to discuss any
worriesfears with the midwife

98 Don't know

99 Refused to answer

Read11 Mext are some questions about your

QE0

lifestyle.

Did a imichwife / doctor / midwife or
doctor) at the maternity clinic ask if you
smoked cigarettes?

Int: This means smaoking during the
pregnancy.

1 Yes

2 No

a8 Don't know
99 Refused to answer

If Q60 =1 go to @67
Else go to Q63
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Q61

Q63

Did you respond Yes' or ‘No'?
Int: Thiz means how did vou respond when
asked If you smoked

1 Yes

2 No

98 Don't know

99 Refused to answer

If @671 =1 go to G652
Elze go fo Q&3

Did the imidwife | doctor 7 midwife or
doctor) support you to stop smoking
by...7

int: Read ouwt oplions 1 and 2, and fick all
that apply

1 Telling you about the Quitline
2 Providing you with information
2 Meither of these

98 Don't know
99 Refuzed to answer

Did a (midwife | doctor ! midwife or
doctor) at the maternity clinic ask if you
drink alcohol?

Int: Thiz means drinking alcohol during the
pregnancy

1 Yes

2 No

98 Don't know

99 Refused to answer

If 363 = 1 go to G564
Elze go fo Q6T

Did you respond “Yes® or ‘Ho'?

Int: Thiz means how did vou respond when
asked If you drank alcohal

1 Yes

2 No

98 Don't know

99 Refused to answer

If G54 = 1 go to G65
Elze go fo Q6T
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65

Q66

Q6T

Q6a

Q69

Did the {midwife [ doctor / midwife or
doctor) support you to not drink alcohol
by ...7

int: Read ouwt options 1 and 2, and tick ail
that apply

1 Telling you about a relevant service
2 Providing you with information

3 Neither of these

98 Don't know

99 Refused to answer

Did the {midwife [ doctor / midwife or
doctor) tell you that not drinking alcohol
during pregnancy and breastfeeding is
gafest for yvou and your baby?

1 Yes

2 No

98 Don't know

99 Refused to anawer

(Did a / Has a) (midwife | doctor [
midwife or doctor) at the maternity clinic
(mnitor { monitored) your weight
during your pregnancy

1 Yes

2 No

98 Don't know

99 Refused to answer

Did the (midwife § doctor [ midwife or
doctor) express concern about your
weight?

int: this includes both underveeight and
overweight concermns

1 Yes

2 No

G8 Don't kmnow

99 Refused to answer

If Q68 = 1 go fo GES
Else go to Q70

Did the (midwife § doctor [ midwife or
doctor) support you to eat a healthy diet
by .7

int: Read owt options 1 and 2, and tick aill
that apply

1 Referring you to a dietitian

2 Providing you with information
3 Neither of these

98 Don't know

99 Refused|to answer
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T

Did the {midwife [ doctor / midwife or
doctor) at the maternity clinic dizscuss
breastfeeding with you?

1 Yes

2 No

98 Don't know

99 Refused to answer

Read12 Next are some questions about your

ar

Qi

Q7

appointment’s overall.

Hawve you been given enough
information about your pregnancy and
birth (to date) by the maternity clinic?

1 Yes

2 No

3 | have not needed this type of
information

98 Don't know

99 Refused to answer

(How often) Were you given encugh
privacy when being examined or
treated? (Would you say ...}

If multiple appointments, read oplions 1-5

1 Always / Yes

2 Mostly

3} Sometimes

4 Rarely

5 Mever ! MNo

98 Don't know

99 Refused to answer

(How often) Were you involved as much
as you wanted to be in decisions about
your care and treatment? (Would you
SAY v

If multiple appoiniments, read options 1-5

1 Always [/ Yes

2 Mostly

3 Sometimes

4 Rarely

5 MNever /! No

98 Don't know

99 Refused to answer
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Q74 (How often) Did the {midwife | doctor

ars

Qe

ST

midwife or doctor) and/or staff ask you
what was important to you in managing
your pregnancy and birth? (Would you
SAY .o

If mulfiple appointments, read options 1-5

1 Always ! Yes

2 Mostly

3 Sometimes

4 Rarely

5 Mever ! No

98 Don't know

99 Refused to answer

Did a doctor or midwife discuss with
you options for your pregnancy care
and birthing? Would you say...?

Int: Thizs could be things Kke: maternity
shared care, or a waler birth for example,
or other oplions.

1 Yes, completely

2 Yes, to some extent
3 Mo

98 Don't know

99 Refused to answer

Were medical students or midwifery
students (ever) present when you were
being treated or examined?

1 Yes

2 Mo

98 Don't know

99 Refused to answer

fQ76=1gofo Q77
Else go to Read13

(How often) Were you asked for
permission for these students to be
present? (Would you say ...

If mulfiple appointments, read options 1-5

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

5 Mever ! No

98 Don't know

99 Refused to answer

398

Read13 MNext are some questions about

Qre

Q79

Q80

081

information provided to you.

As far as you know, (how often) was
your GP given all the necessary
information about the advice or
treatment that you received at your
appointment? (Would you say ...}

if muftiple appointments, read opfions 1-5

1 Always [ Yes

2 Mostly

3 Sometimes

4 Rarely

5 Hever / No

& | don't have a GP
98 Don't know

99 Refused fo answer

Before you left the clinic, (how often)
did a staff member discuss with you
what would happen next, for example
whether you needed another maternity
clinic appointment, to see your GP etc.?
(Would you say ...)

If multiple appointments, read oplions 1-5

1 Always / Yes

2 Mostly

3 Sometimes

4 Rarely

&5 Mever f No

38 Don't know

99 Refused to answer

Did maternity clinic staff tell you who to
contact if you were worried after you left
the maternity clinic?

1 Yes

2 Mo

98 Don't know

39 Refused to answer

Did you phone <facility name> because
you had concerns about yourself or
your balwy?

Int: This means during this pregnancy (or
since the hirih)

1 Yes

2 No

98 Don't know

99 Refused to answer

If 38171 = 1 go to Readid
Eise go fo Q82
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Qa2

Q83

84

285

PLFYARBRAAN B

How long did it take until you were put
through to the right person? Would you
say it took ...

1 Not more than a couple of minutes
2 3 or 4 minutes

3 5to 10 minutes

4 More than 10 minutes

5 Never got through to the right person
6 Other (please specify)

95 Don't know

99 Refused to answer

If Q82 = 5 go to Read14
Else go to Q83

How many different people did you
speak with before you got through to
the right person?

Int: If R can't remember exactly, ask for her
best guess

1 The right person answered the phone
2 (please specify) numeric

98 Don't know

99 Refused to answer

When you spoke with the right person,
did you find their advice helpful 7 Would
YO S3Y ...

1 Yes, definitely

2 Yes, to some extent
3 Mo

95 Don't know

99 Refused to answer

fQ84=20or84=3gofo Q85
Elze go fo Readi4

Why wasn't the advice (entirely)
helpful ?

1 Told to go to Emergency Depariment
2 Told to go to matemity clinic
3 Told to go to GP / own doctor

4 Other (please specify)
98 Don't know
99 Refused to answer
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Readi4 Mext are some questions about your

086

Qar

Gag

overall impressions.

(How often) Did you feel you were
treated with respect and dignity while
you were in the maternity clinic? (Would
YOou Say ...}

If muttiple appoiniments, read opfions 7-3

1 Always ! Yes

Z Mostly

3 Sometimes

4 Rarely

5 Hever ! No

98 Don't know

09 Refused to answer

Mow, thinking abowt emotional changes
you may have experienced during your
pregnancy (birthing, parenting,) and life
changes ...

Did you feel that your emotional health
was supported by staff at the maternity
clinic? Would you say ...

1 Yes, completely

2 Yes, to some extent
3 Ho

98 Don't know

39 Refused to answer

(How often) Were your cultural needs
rezpected by the staff of the maternity
clinic, or did you not have particular
cultural needs during your clinic (visit? |
vigits ) (Would you say ...)

If muttiple appointments, read opfions 7-5

1 Always ! Yes

2 Mostly

3 Sometimes

4 Rarely

5 Hever ! No

6 | did not have particular cultural nesds
during the clinic visit's

958 Don't know

99 Refused to answer
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189

Some patients might wish to give
feedback such as compliments or
complaints about the care they
received. While at the materity clinic
were you told, or did you see a poster or
brochure on how to do this?

1 Yes

2 Mo

98 Don't know ! Can't remember
99 Refused to answer

Read15 As | mentioned earlier, the

G

M

92

information we collect will help the
Department of Health in improving
services,

Was there anything particularly good
about your visit's to the maternity clinic
that hasn't already been covered?

1 ¥Yesz (pleaze apecify)
2 Mo

98 Don't know

99 Refused to answer

Was there anything about the matermity
clinic that could have been improved
that hasn't already been covered?

1 Yesz (pleaze apecify)
2 Mo

98 Don't know

99 Refused to answer

If <indig_sfatus= = 9 {indigenous status not
known) go fo Q82

Elze if <indig_sfafus= = {1 {Aboriginal) or
<indig_stalus= = 2 (Tomes Sirait
Islander) or <indig_status= = 3 (bath
Aboriginal and Torres Strait Islander)
go to G54

Else if <indig_staius= = 4 (non-Indigenous)
and =askAge= = 1 {age nof kmown) go
to Q98

Elze go fo Closing

Are you of Aboriginal or Torres Strait
Islander origin?

1 Yes

2 Mo

98 Don't know

99 Refused to answer

FR92=1gofo Q93

Else if Q92 = 1 and <=askAge= = 1 (age not
knowrn) go fo Q98

Else go fo Closing

400

293

Q94

295

Q96

Qa7

Are you of Aboriginal origin, Tormes
Strait Islander origin or both?

1 Abaoriginal

2 Tomres Sirait Islander

3 Both Abonginal and Tomes Strait
|slander

98 Don't know

99 Refused to answer

Some mothers might want to have
cultural practices like boiling tea grass
or eucalyptus leaves, having a smoking
ceremony, full immersion in water,
taking the placenta home, or other
things.

Did your (midwife | doctor [ midwife or
doctor) check if you required or wanted
any specific cultural practices to be
included in your birthing plan?

1 Yes

2 No

98 Don't know

99 Refused to answer

Did the matemity clinic have any
culturally appropriate resources, such
as posters and pamphlets available?

1 Yes

2 No

98 Don't know

99 Refused to answer

Were you offered support from an
Aboriginal or Torres Strait Islander
health worker or hospital liaison officer?
Would you say...?

1 Yes

2 HNo, but | would have liked to be asked

3 Ho, but | didn't want or need to see
one

98 Don't know

99 Refused to answer

Would you recommend the <facility
name> maternity clinic to your
Aboriginal and Torres Strait Islander
family and friends? Would yvou say...7

1 Yesz, definitely

2 Yes, probably

3 NHo

4 There is no choice
98 Don't know

099 Refused to answer

If =askAge= = 1 {age nof known) go fo Q198
Elze go to Closing
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(198 We don't appear to have your date of Closing
birth im our records. Would you mind
providing your date of birth? Thanks. That cnnc:lude_s the survey. .
. . ) Your responses are strictly confidential and no
1 Gives date of birth (please specify) identifying information can be released to
99 Refused to answer (ueensland Health or any other body unless
If (98 = 99 ao fa (99 authorised or required by law. The information is
EIEE go to c?:smf being collected by the Queensland Govemment
Statistician's Office and is protected by the
QEFE WEH.Ild '!lru“ mind gﬁr”'lg '!lr,ul_l' age in Staﬁﬂhf-ql H‘EtLlT'IS -E".'[:t 1&9’5 'T'Dur rE_Sp'DﬁSES 'I'l']"
years? be combined with those of other participants to

compile aggregate information.

1 Gives age in years (pleass specify) Thank you very much for your assistance.

20 Refused fo answer
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COMMUNICATIONS | 1.Did the doctors and nurses explain your procedure in a way that was easy to understand?
ABOUT YOUR FAfoEL AT 00 E g VR0 j§ e d jeigAe ?

PROCEDURE 2.Anesthesia is something that would make you feel sleepy or go to sleep during your procedure. Were you given anesthesia?
(BTG D 19) | s § @ 6 6 £ prife® B PIAH S ~pE e 55 % s 2

3.Did your doctor or anyone from the facility explain the process of giving anesthesia in a way that was easy to understand?
BenF A 8 * FRAFenEm A | £ F 005 0102 V20 Fps o Ag ?

4.Did your doctor or anyone from the facility explain the possible side effects of the anesthesia in a way that was easy to understand?
GengFd A ¥ FR kG ohizie 4§ AT S WIS iR E O Ry g it ?

5.Discharge instructions include things like symptoms you should watch for after your procedure, instructions about medicines, and home
care Before you left the facility, did you get written discharge instructions?

P f RS A AR TR MBS TR o B ERF FoR 2w 0 AT RIE 6 hdiREmp ?

YOUR RECOVERY 6.D|d your doctor or anyone from the facility prepare you for what to expect during your recovery? & mgﬁ AN %51%‘;{ B eniEw A
(& PB4 fiv) ARETE S RRBEERER?

7.Some ways to control pain include prescription medicine, over-the-counter pain relievers or ice packs. Did your doctor or anyone from
the facility give you information about what to do if you had pain as a result of your procedure? =417 7 - & 3 2 & F ™ 2 5 2L

U REAKE GAFARFRRENETPARE T BHRET G M TR R IR FRILD DTN

8.At any time after leaving the facility, did you have pain as a result of your procedure?
BB F R iz iy o BT R R L PR A 7

9.Before you left the facility, did your doctor or anyone from the facility give you information about what to do if you had nausea or
vomiting? A [GHR FRtEz o > G F 2 A FRPHEY DEP A FE T > BH/RET 7 MRS Rl PR ?

10. At any time after leaving the facility, did you have nausea or vomiting as a result of either your procedure or the anesthesia? &t & %
[inE P R AT SRS S A R T Rl 7

11.Before you left the facility, did your doctor or anyone from the facility give you information about what to do if you had bleeding as a
result of your procedure? & (SR F 2 v > B F 2 S F R Em A R 3w BB 5 B FEja iig oh 2 ?

12. At any time after leaving the facility, did you have bleeding as a result of your procedure?
BB F RS chiEiv iz > AT F] LA i ?

13. Possible signs of infection include fever, swelling, heat, drainage or redness. Before you left the facility, did your doctor or anyone from
the facility give you information about what to do if you had possible signs of infection7 TR R AP R S HE S R B A I
Bl AERBF R m o BnFASFRHRA? DETAE T ERETFHT AR AP F T 2T ?

14. At any time after leaving the facility, did you have any signs of infection? &t ¥ ;5 Pm’""l‘lv HERPRERF > GELEFR BT % D
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Adequate Excellent No Opinion | Doesn't
K 3 en oy N Apply
7 i *

The hospital parking # Fx i & 3-
The signposting to help you get around the hospital é.;ﬁ 3
NI A PRI S A
The assistance provided to get into the hospital (e.g.
wheelchair) & » 3 Fedk et 24 (Gl 4o i)
|| The quality of the food & #- 7 &
The range and appeal of menus
¥ H e Flfos 31 4
The temperature of the food
g g R
The quantity of food &  #ic#
The comfort of your bed & 47 &
The position of the call for help button
el JT e g fo e B
The cleanliness of the surroundings % &%k 5 &%
The temperature of the surroundings % 5 /8 &

The noise level around the area
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Midwives 1.(Do/Did) you see the same midwife whenever you went to the maternity clinic? [Q37]
LY. 3| (PG )*F B2 AP EEaFlk- BEtA AR 7

2. Was (that midwife/the midwife you saw at your maternity clinic appointment) present when you gave birth? [Q38]
AP (A L TR BB A X R )E G g Y

3. (How often) Did you have enough time to discuss your and your baby’s health with the midwife?[Q51]
(5 4= %)ELF § A OBRE DR L {3 6ol 0325 ik B R % 2

4. (How often) Did the midwife explain the reasons for any examinations, treatments, referrals and so on, in a way that you could understand?
[Q52] (5 A — =)et &+ B EF M Eaidfaeh= Nzl 27 Ewikd o B ERTF?

5. (How often) Did the midwife listen to what you had to say? [Q53]( % 4 - =x)e* A& 4 R & F B IE 33 ?

6. Did you feel comfortable to ask questions or discuss concerns with the midwife? [Q54]
BETHAEv AL ERF S HHAR?

7. whether/how often they got answers they could understand [to important questions they had to ask a midwife] [Q55]
BEEIF AEE- 7 MIERNE S AR €8 5k 4E)

8. (How often) Did you have confidence and trust in the midwife examining and treating you? [Q56]
(PA-=)EHPALARA{oiohEF Bofrl 36 ?

9. (How often) Did the midwife discuss [your worries or fears about your condition or treatment] with you? [Q58]
(3 A-Z) A X R EFEEBIGHEHD @ g im ok e S B IE]?

10. (How often) Did you feel supported after discussing your worries or fears with the midwife? [Q59]
(P A-)EEZ X BB TR GEEFLIFE?

Telephone | 1. How long did it take until you were put through to the right person? [Q82]
support AP EEhA i FERER?
TR 2. How many different people did you speak with before you got through to the right person? [Q83]
EH I EF 2w 0 B850 AL ?
3. When you spoke with the right person, did you find their advice helpful? [Q84]
BRAEF AP BFRs P auEiRy g ?
4. Why wasn’t the advice (entirely) helpful? [Q85] 3 © A7z k(2 3%)iz  §es ?
Complaints | 1. While at the maternity clinic were you told or did you see a poster or brochure on how to [give feedback such as complaints or compliments
P about the care received]?[Q89]

AL B F AL R F PG B Ao P [3E G M D] ST e iR A AR e R P S 0
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Pain 7% 1. Were you (child) ever in any pain while in the emergency department? [Q47]

BERZH) &Pz A TR ERAR ?

2. Do you think the emergency departrnent staff did everything they could to help manage your (child’s) pain?

BAFRLELZTI AR g - 77 a FIEERGEEF )90 54 2 [Q50]

Complaints | 1. While you were in the emergency department were you told or did you see a poster or brochure on how to [give feedback about the care you
i (your child) received]? [Q79c]

PREELEZFR LERL e RGN N o[k M B(KHIZ 3 ) EF I @ ahk Glasdps | p 5 7

22 ER ALK E(RH2HR)

e P

PAIN % 5 31. Were you in any pain while you were inA&E? & A5 3 R EZFR IR H ?
32. Do you think the hospital staff did everything they could to help control your pain?
'\»F\J;;'pg]:"&—‘ 'FAﬁg»—*f nbﬁ]’pélufﬁfﬁp%q
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THE 2. When you arrived at the hospital, did you go to the A&E Department (also known as the Emergency Department, Casualty, Medical or

ACCIDENT & | Surgical Admissions unit)? Flif Freis > G F 2 BARZT(C I EZF 0 G- > Fh LA afp)?
EMERGENCY | 3 Whlle you were in the A&E Department, how much information about your condition or treatment was given to you? % & &4 7% %
DEPARTMENT | 5t , 5 58 65 5 % § M i ot & s 50 2

| SEEZNE 4. \Were you given enough privacy when being examined or treated in the A&E Department?
EEEFRIBALIGRE BT Wi E?
‘THE 10. While in hospital, did you ever stay in a critical care area (e.g. Intensive Care Unit, High Dependency Unit or Coronary Care Unit)? %
HOSPITAL & ERER-) A uﬂ'\?'% q—” 'é_fiﬁ- FESF(UIJ'QF‘{&-P— FE ’ ‘ 'Z:if'}]%:.‘\"f’“}]%.p FE;L)‘?

WARD ’&-%5 F% 11. While in hospital, did you ever share a sleeping area, for example a room or bay, with patients of the opposite sex?
BRea-fi> | AFRPF > ELFEGOBPRAELTMEAT - bl S B3 F 2

12. Did you change wards at night? = Eﬁ,i FHER S

13. Did the hospital staff explain the reasons for being moved in a way you could understand?
Frail it A REF GRS Nl SR T ?

14. Were you ever bothered by noise at night from other patients? (&8t 8 F 4 H & 8 & ek § F4E ?

15. Were you ever bothered by noise at night from hospital staff? Gt t £ Z A F o1 (¥4 | chwk 3§ F4E 7

16. In your opinion, how clean was the hospital room or ward that you were in? [E:u i BT i 5 Sp 5 F F 40 ?

17. Did you get enough help from staff to wash or keep yourself clean?
BAEF R A R 78380 R cnfles M 7 - e &8 R

18. If you brought your own medication with you to hospital, were you able to take it when you needed to?
ek [ER-p e BELF D FI o EFT AT RFRY 7

19. How would you rate the hospital food? (& 4rie ;= ¥ a2

20. Were you offered a choice of food? 7 4% & & 45 # %8 ?

21. Did you get enough help from staff to eat your meals? & * % Bﬂf{? A TT A R 7R R B R 4 enFles ?

22. During your time in hospital, did you get enough to drink? # ¥ ey ¥ > & 2 _F b X 3g ek 9
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DATES AND | Al. Did you give birth to a single baby, twins or more in your most recent pregnancy?
YOURBABY | fEdif- % AL E2 1 - BEZs» Risd {592
| E2h A R | A2, Roughly how many weeks pregnant were you when your baby was born? § § &1 4 p& % 9% 7 81 ?
CARE WHILE | B1.Who was the first health professional you saw when you thought you were pregnant? (Cross ONE only)
YOU WERE R E Ly - =2 B F AR A3 7 (HiF)
PREGNANT | B2.Roughly how many weeks pregnant were you when you first saw this health professional about your pregnancy care?
(ANTENATAL | ¥ 5% - Z a5l RERE AR OEE S £ AR > L YRS T B ?
CARE) ‘é‘%g B3.Roughly how many weeks pregnant were you when you had your ‘booking’ appointment (the appointment where you were given access
FefPZ 5 I | 10 your pregnancy notes)? & (& i (7“3 &7 G (F B @ IRA ch )P > 64 PURE T S ?

B4.Were you offered any of the following choices about where to have your baby? (Cross ALL that apply)
F BT IR A R e BE D (4 1F)

B5.Before your baby was born, where did you plan to have your baby? # & ez 214 2 5 » G35 aviE@d g 9

B6.Did you get enough information from either a midwife or doctor to help you decide where to have your baby?
BEFHRPAI AR AFA 7R A RhFak§er iz avigd 3 9

B7 At your antenatal checks -ups, did you see the same midwife every time?
GeFA AP BATF g Tk- BEtA AR 7

88. During your antenatal check-ups, dld your midwives appear to be aware of your medical history?
BEEFAVRAPR > BAFF A maTle- BRAAXR ?

B9. During your antenatal check-ups, were you given enough time to ask questions or discuss your pregnancy?
cAwRAEY 0 AT AT FRE & mIRE ?

B10. During your antenatal check-ups, did your midwives listento you? “Z w4 ¢ > #* &2 X B 8 F 5 BRI EHRE 7

B11. During your antenatal check-ups, did your midwife ask you about your mental health?
ARG REF > HAARIERAELOCRER ?

B12. During your pregnancy were you offered any antenatal classes or courses provided by the NHS?
ARAWE > EETFEXE NHS & Eeniz e & 5 oA 2% JoAz ?

B13. Did you find these classes or courses useful? & 4 17 izt FAT¥ A 5 * o5 ?

B14. During your pregnancy, did you have a telephone number for a member of the midwifery team that you could contact?
EREFPE BT 7 UBRSP ARG R DT EIAE T
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CARE WHILE 815 During your pregnancy, if you contacted a midwifery team, were you given the help you needed?

YOU WERE ARAWE > ok EWE T ARG EEED 0 ZR N9

PREGNANT | B16. Thinking about your antenatal care, were you spoken to in a way you could understand?

(ANTENATAL | + & 5] {5 cha 58 » [E 55 007 UILfEa= 82 22k 9

CARE) f*—%g B17. Thinking about your antenatal care, were you involved in decisions about your care?

PR B | 3 R A v AT > §LF FREETLR 2
B18. During your pregnancy did midwives provide relevant information about feeding your baby?
LEWADE AR L IRET § MA&EE DM TR ?

YOUR C1. At the start of your Iabour did you feel that you were given appropriate advice and support when you contacted a midwife or the

LABOUR hospital? A 4B 4pF » G L F R F|&res 3 L S FRamBEprR 50 i § duE R L 452

AND THE C2. During your labour, did staff help to create a more comfortable atmosphere for you in a way you wanted?

BIRTH OF AABBDE > F1EFUERES N ELEAE T - B Ssrgnd B2

\(OUFf BA;BPYE C3. During your labour, what type of pain relief did you use? (Cross ALL that apply)

’;:ﬁﬁf B AN BT o G T BAR e R 9 (47 1)

C4. Did the pain rellef you used change from what you had originally wanted (before you went into labour)?
B r ety 28 FEEEA BE (s )

CS. Why did you not use the pain relief that you had originally wanted (before you went into labour)? (Cross ALL that apply)
LERR R RARE G R (A B2 %)

C6. Where did you have your baby? [§ ensz 3 fvRs2 ?

C7. Thinking about the birth of your baby, was your labour induced? % g ¥| (& en8 s2endi 4 » Sens 8 F 5 A 1514 9
C8. What type of birth did you have? (If you had twins or more than two babies thls time, please fill in this question about the baby who was
born first) [Eehdi 2 3] E P A ? ek e G B a Bt B2 G B B - B2 8 Qi if)

C9. Where did you give birth? (Cross ONE only) % fvnim 4 2 ?

C10. What position were you in when your baby was born? (Cross ONE only) 2 5241 4 pFi§ et * A= % ?

C11. Did you have skin to skin contact (baby naked, directly on your chest or tummy) with your baby shortly after the birth?
N A A EEE S IR B CRE T B AN IN) 2
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YOUR LABOUR
AND THE BIRTH
OF YOUR BABY
& ek 35 B 52

gidr 4

C12. If your partner or someone else close to you was involved in your care during labour and birth, were they able to be involved as
much as they wanted?

ok B EA BT B A Ao et AR S0 BT 0 B PR TSR C m.&/’.%ﬁ, #e 9

la_
C13. Did the staff treating and examining you introduce themselves? ¥ & frik 4 fGen1 ivA B £ F p A A 5 9

C14. Had any of the midwives who cared for you been involved in your antenatal care?
BREGet AL 3 13 2B EENE D HER?

C15. Were you (and /or your partner or a companion) left alone by midwives or doctors at a time when it worried you? (Cross ALL that
apply) % B(fr/et Ben im et L iR)a b Bz er 4 A B & F 24 jbp § 78 7 (41:%)

C16. If you raised a concern during labour and birth, did you feel that it was taken seriously?
Aot § A WPER D AR > EE FRGEAGRE Y

C17. During Iabour and birth, were you able to get a member of staff to help you when you needed it?
AWM EEFT B v AR kfTe g ?

C18. Thinking about your care durrng labour and birth, were you spoken to in a way you could understand?
YR P A PE I > [EEE U E IR fES N2 i ?

C19. Thinking about your care during labour and birth, were you involved in decisions about your care?
F R EI AN B EET o 5L E S0 MR ik ?

C20. Thinking about your care during labour and birth, were you treated with respect and dignity?
TRINE LA DT PR > L FLIE {0l BeenftF ?

C21. Did you have confidence and trust in the staff caring for you during your labour and birth?
EHA Y FRAEHE 15 Boufol ZeE?

C22. After your baby was born, did you have the opportunity to ask questions about your labour and the birth?
FFRI2E > ELFFPERDFHEDL W2 PR AE?
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CARE IN D1. How long did you stay in hospital after your baby was born? ## 114 2 G afed 7 LR ?
HOSPITAL D2. On the day you left hospital, was your discharge delayed for any reason?
AFTERTHE | 4 g ap B pinrie = « 6 endi i 3 d 20 o o Flm 4648 9
BIRTH : - -

D3. What was the main reason for the delay? (Cross ONE only) #f & erna & o F]2_i+ A& ?

(POSTNATAL y? ( y) B & o AR

CARE) %%
Frehg (o35

D4. If you needed attention while you were in hospital after the birth, were you able to get a member of staff to help you when you needed it?
hok G A AT FRAIL  BEFVMAFERSI - L2184 f RF G2

D5. Thinking about the care you received in hospital after the birth of your baby, were you given the information or explanations you needed?
TRIBEN A S AP OER s EAFIII T AR EE 0

D6. Thinking about the care you received in hospital after the birth of your baby, were you treated with kindness and understanding? % g ¥/
KaBah i o e FrRBLrER » BLFEF 1 L iz ?

D7. Thinking about your stay in hospital, if your partner or someone else close to you was involved in your care, were they able to stay with
you as much as you wanted? (Cross ALL that apply)
TRINE AT R o bk G A EEH R b A 280 GoER S B P L EAARBREDTERLE?

D8. Thinking about your stay in hospltal, how clean was the hospital room or ward you were in?
FTRINE LR G PRI PR DF AR 2

FEEDING
YOUR BABY
’551 a F‘? 5]

E1.In the first few days after the birth how was your baby fed? 14 s B % » EeF F Ao &R D7

E2. Were your decisions about how you wanted to feed your baby respected by midwives? (& 8 _F -7 & doim e & X R A% B 2 9

E3. Did you feel that midwives and other health professionals took your personal circumstances into account when giving advice about
feeding your baby? f it =5 B A% B gz Rk pF 0 BEFREFHAA Al s B E AR L R0 B AR ?

E4. Did you feel that midwives and other health professionals gave you active support and encouragement about feeding your baby? & &_F
HEMAA Rl f? BEAR S G&RE QR & it F{cilp ?
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CARE AT F1. Were you given a choice about where your postnatal care would take place? (Postnatal care is any contact with a midwife or other health
HOME professional after Ieaving hospital)
AFTER THE KEFT N ERALERP B2 (A CER I RSB AL R 5t B X R iz v 54))
BIRTH 7% %_ | F2. When you were at home after the blrth of your baby, did you have a telephone number for a midwifery or health visiting team that you
ALz PR could contact? B sz 4 {4 A REPF > A F 53 7 B A R N B PR B A Y

F3. If you contacted a midwifery or health visiting team were you given the help you needed?
ok EER A AR AR B £ 3 A0 rg enfes ?

F4. Since your baby’s birth have you been visited at home by amidwife? p B 22wk > B4 E AR 5 LG ARIFEEL?

F5. Did you see the same midwife every time? = = ‘,5 - BerA A B ?

F6. Would you have liked to have seen a midwife... &5 fiEr* A ¢ F e ?

F7. Did the midwife or midwifery team that you saw appear to be aware of the medical history of you and your baby?
l\':”fg Flerpt A A B s & BIFAE 0 R lE a5 m}}';‘;,s{ ?

F8. Did you feel that the midwife or midwifery team that you saw always listened to you?
BEFEFgolenm LA 21 BF- F ARIEHFET

F9. Did the midwife or midwifery team that you saw take your personal circumstances into account when giving you advice?
B A A R ARG ALEERFLAT S R OB AR Y

F10 Did you have confidence and trust in the midwife or midwifery team you saw after going home?
S S B - N - N L e A A I

F11. Had any midwives who cared for you postnatally also been involved in your labour and antenatal care?
AXRABEES?E A FETE S FHEEDLPfod v L7

F12. Did a midwife or health visitor ask you about your mental health? 2+ 2 * | & @ B4 F L FF B 7

F13 Were you given information about any changes you might experience to your mental health after having your baby?
KEAZEFT T FHARZFILCEERET L g2 Fitahga?

F14. Were you toId who you could contact if you needed advice about any changes you might experience to your mental health after the
birth? GEAFAL ok EZEF M N ARBCEEE S qahEm @it audig ¥ 14 '*"‘Figll*?“?

F15. Were you given information about your own physical recovery after the birth? &2 7 &® 7 3 M p 2 N2 S P WER DTN ?

F16. In the six weeks after the birth of your baby did you receive help and advice from a midwife or health visitor about feeding your baby?
R Rh A S BADP C BETEIPAARSEEPR F D) ML H 2hf o ?
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CAREAT F17. If, during evenings, nights or weekends, you needed support or advice about feeding your baby, were you able to get this? 4% # 8t
HOMEAFTER |+ » g A3 A 8 M&EA B Oht FRA 2R BEFn 5P ?

THE BIRTH

BRI RE

F18. In the six weeks after the birth of your baby did you receive help and advice from health professionals about your baby’s health and
progress? ffEenB vz did fen BEPPN o BEAFRI T EE S Ren ME QR {riE anFlerfriEik ?

F19. At the postnatal check-up (around 6-8 weeks after the birth), did the GP spend enough time talking to you about your own physical
health? %A S A (12129 6-83)F » 2P FEF AT -0 WA [Ekhp @ Wk E ?

F20. At the postnatal check-up (around 6-8 weeks after the birth), did the GP spend enough time talking to you about your own mental
health? & A S A(N 29 6-8X)F » 2P FET w7 AP EEdHmp ¢ eIt ?

it 25 R

A e

FUEZAFNE(Rp N2 D)

3 F

PAIN 7 7

1.1f you felt pain while you were at the hospital, do you think staff did everything they could to help you? 4% & ¥ [EN =B P 3
EFmE1 T R €d 4 FsiE?
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YOUR HEALTH
AND SOCIAL CARE
WORKERS [& it &

% AL € PR K

4.\Were you given enough time to discuss your needs and treatment? & 2. F § & 33 cpF 330 G 0 Rfoin i > F 9

5.Did the person or people you saw understand how your mental health needs affect other areas of your life?
Baolh- BARSRAETE T REACEREET e BPEAEDHB 25 ?

6.Did the person or people you saw appear to be aware of your treatment history? &g $/¢— % 5 i 4 £ F 000 doig B s L 7

CRISIS CARE 16.Do you know who to contact out of office hours within the NHS if you have a crisis?
o M B e ok BB AW EET oy & NHS b ivpF s s 9

17.In the last 12 months, did you get the help you needed when you tried contacting this person or team?

i 12 B0 ¢ o G E RIS A N RPEE T g e ?
NHS therapies 25. In the last 12 months, have you received any NHS therapies for your mental health needs that do not involve medicines?
RAEFFIR R | a2 1237 ¢ > GIFHHHEHEETERL T 2R TR EHFDNHS ISR ?

26. Were these NHS therapies explained to you in a way you could understand? &_F 2 (& sc 2220 ;N (G2 0 2 NHS 2 ?

27. Were you involved as much as you wanted to be in deciding what NHS therapies to use?

-z @ ¥ VR NHS jof S 2 pF > AT 87 57w h1iv?

28. Do you feel your NHS therapies have helped your mental health? &4 7 (& 9 NHS 5 2 $H [ e it & 5 7§ ebeg 2
SUPPORT AND 29.In the last 12 months, did NHS mental health services give you any help or advice with finding support for physical health needs (this
WELLBEING might be an injury, a disability, or a condition such as diabetes, epilepsy, etc)? #iE3 212 B * ¢ > NHSH A B IR T » G/ B

L 45 g

PR AR U F AR S RO BT A LS G 0 AR S E ol R B S ) 2

30.1n the last 12 months, did NHS mental health services give you any help or advice with finding support for financial advice or benefits?
hiEd 12 B2 7 o NHSHA 2 RIFE 2 AF RMBERANEAF 2o S ERETPFAAER?

31.In the last 12 months, did NHS mental health services give you any help or advice with finding support for finding or keeping work?
i 122 ¢ o NHSHA fFd JRAFEE 5 EH 1 Tl FdF1 (Fend i1 I e ad ik ?

32.In the last 12 months, has someone from NHS mental health services supported you in joining a group or taking part in an activity?
AiEd 12 B2 7 s NHSHA 2 IRIFINF i A £ F L F G4~ ) B R4 B ?

33.Have NHS mental health services involved a member of your family or someone else close to you as much as you would like? NHS
R FLIRBET S BEIFRA NG HTNE B A F 70 § 8 529

34.Have you been given information by NHS mental health services about getting support from people who have experience of the same
mental health needs as you? NHS # 4! 4 IR+ £ F v EH &7 J M EFTEEL J pk A 2 § RSPt il FehFa ?
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