
 

 Positive comments 

 Comments for improvement 

 Improvement activity 

  Corporate Quality and Patient Safety Team July 16 

 

Canterbury District Health Board  
Patient Experience 

January- June 2016 
 
The Canterbury District Health Board is committed to 
providing quality healthcare and positive patient 
experiences. What you think about your stay in our 
hospitals is important to us.  
 

Each fortnight we invite four hundred patients who spent 
at least one night in hospital to participate in our survey. 
The results enable us to find out about your hospital 

experience, what we are doing well and where we can improve. An invitation to be part of 
the survey is delivered via email or a link in a text message. 
 

This questionnaire focuses on four areas; the level of communication you experienced, 
whether staff involved you in decisions about your care, the coordination of your care within 
hospital, and how well your physical and emotional needs were met. Each area asks you to 
rate your overall care out of 0 to 10 from very poor to very good.  
 

Understanding how you experience healthcare gives us valuable insight into where we can 
do better. This is a snapshot of your fortnightly feedback. Quarterly patient experience 
survey results are available at http://www.hqsc.govt.nz/our-programmes/health-quality-
evaluation/projects/health-quality-and-safety-indicators/patient-experience/adult-inpatient-
experience/  

  

You told us… 
“I was very stressed and upset 
due to the severe amount of 
pain I was in, lack of 
understanding and not being 
given sufficient pain relief.” 

 

We listened… 
We are making changes in how we manage pain for  
the patients in our care including: 

 Developing new guidelines to ensure staff are choosing 
the correct dose of medication for acute pain. 

 Nursing staff are introducing a new system for checking 
that patients are not in pain, need assistance with going 
to go to the toilet, are not in need of anything, and have 
the call bell handy, this is referred to as ‘intentional 
rounding’. 

 Developed an easy to understand patient information 
leaflet for the acute surgical service, on pain, nausea, 
constipation and encouraging patients to tell staff 
 when they are still in pain. This patient information 
           is being rolled out to other services.  

 

You say… 
“The nursing staff checked on my 
pain levels regularly and also took 
the time to check on how I was 
feeling emotionally which I really 
appreciated. I felt support was 
available if needed 

You say… 
“I was always asked 
how my pain levels 
were and if I needed 
pain relief.” 

http://www.hqsc.govt.nz/our-programmes/health-quality-evaluation/projects/health-quality-and-safety-indicators/patient-experience/adult-inpatient-experience/
http://www.hqsc.govt.nz/our-programmes/health-quality-evaluation/projects/health-quality-and-safety-indicators/patient-experience/adult-inpatient-experience/
http://www.hqsc.govt.nz/our-programmes/health-quality-evaluation/projects/health-quality-and-safety-indicators/patient-experience/adult-inpatient-experience/
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*Speech bubbles contain patients’ responses to survey questions 

 

Communication 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 

  
 
 

 

Partnership 

10 
 
 
8.5 
 

Patients rated their 
experience of 
communication 8.5 
out of 10 

Was your condition explained to you in 
a way that you can understand? 

Yes 
To some 

extent 
No NA 

77% 19% 3% 1% 

 Example of one of the questions asked out of five 

“Everybody listened to 
anything I had to say. I was 
encouraged to ask 
questions or to indicate if 
anything was not clear. 
Very friendly approach.”* 

“I felt intimidated by the 
doctor and students around 
the bed and knowing all the 
other patients could hear 
everything that was being 
discussed” 

“Right from admission to 
leaving, every time I was 
approached it was explained 
what they were doing and why. 
Options for pain relief were 
explained. The surgeon was 
excellent in getting back to me 
the same day prior to admission 
during admission and after 
surgery. Just fantastic care by 
all the staff”  

10 
 
 
8.6 
 

“Made it clear it was my 
decision to proceed with 
the operation.”  

 

Were you involved as much as 
you wanted to be in decisions about 

your care and treatment 

Yes 
To some 

extent 
No NA 

70% 24% 5% 1% 

Example of one of the questions asked out of 
three 

Patients rated their 
experience of 
partnership 8.6 out 
of 10 

“I believe there were 
assumptions made 
sometimes ie, not all 
procedures were fully 
explained therefore I felt 
quite uncomfortable with 
some of the procedures 
that were performed on 
me.” 

“I felt doctor's and nurse's 
affectively informed me of 
what was going on... and 
because of it I made 
informed decisions in 
choosing the type of care 
and recovery plan.”  
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Coordination of Care 
 

 

Physical and Emotional Needs Met 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

10 
 
 
8.5 
 

Patients rated their 
experience of 
coordination of 
care 8.5 out of 10 

10 
 
 
8.8 
 

Were you given conflicting information 
by different staff members? 

No Sometimes Always 

71% 26% 3% 

Example of one of the questions asked out of 
two 

“It was amazing just how 
smooth and caring it was 
as I passed from recovery, 
through special care and 
into the ward. At all times 
the staff kept me in touch 
what was happening and 
why.”  

“Everyone seemed to be 
working at cross purposes 
during my care. Change of team 
part way through my admission 
probably didn't help.”  

“The 'follow on' during staff 
changes was very good. 
Staff coming on duty were 
well informed about past 
events and treatment and 
what ongoing treatment 
was required.”  

“When I rung the bell, I was 
responded to immediately, 
and when I asked for pain 
medication, some was 
always provided in a very 
short time period, which was 
absolutely lovely. In addition 
to this, nurses game me a 
new pair of undies, and a 
tooth brush and paste, so I 
felt very cared for  
in that instance.”  

Patients rated their 
experience of how well 
their physical and 
emotional needs were met 
8.8 out of 10 

 

Did you feel staff treated you with 
kindness and understanding? 

Yes, always Sometimes No 

85% 13% 2% 

Example of one of the questions asked out of 
seven 

 

“I found it very hard being left 
alone with a new baby all night 
without sleep. The 
midwives/nurses would come 
and help when called but I 
would have felt more confident 
if they had checked and helped 
more regularly.”  

“I always felt comfortable 
and well looked after. 
Always checked on by 
staff they were always 
happy to help me when 
needed.”  


