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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 national survey asks questions on four areas, including an overall score out of ten on 
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. 
 

Understanding how you experience healthcare gives us valuable insight into where we can 
do better. This is a snapshot of your fortnightly feedback. Quarterly national 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/  
  

We listened… 
Bedside Patient Status at a glance 
boards are being rolled out.  The 
Boards incorporate information that 
was already displayed at the bedside 
in one place. They can be easily 
updated regularly, ‘seen at a glance’ 
and used by everyone. 

 

 

Now you say… 
“My discharge date was 
already up on the board in 
my room as soon as I was 
out of recovery” 

 

Now you say… 
Good communication: “The 
whiteboard stating who was 
caring for you each shift.”  

You told us… 
All the signs by the patient’s 
bedside are different. It looks 
messy and is confusing for 
patients and their family 

 

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 
 
 
8.6 
 

Patients rated their 
experience of 
communication 8.6 
out of 10 

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

Yes 
To some 

extent 
No NA 

77% 20% 2% 1% 

 Example of one of the questions asked out of five 

“Full explanation of 
what was going on 
was provided. The 
communication was 
clear, not complicated. 
I felt respected/not 
talked down to.” * 

“It seemed that not 
everyone was on 
the same page as 
you would receive 
different information 
from different 
members of staff.”  

“Nurses, staff and doctors 
friendly and positive in 
their explanations and 
included my wife if 
possible so we were both 
on the same wavelength.” 

10 
 
 
8.7 
 

“They treated me as an 
equal, seemed 
interested in my 
opinions as well as my 
health & wellbeing.” 

 

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

your care and treatment 

Yes 
To some 

extent 
No NA 

72% 23% 3% 2% 

Example of one of the questions asked out of 
three 

Patients rated their 
experience of 
partnership 8.7 out 
of 10 

“There was times 
when they did not 
discuss my leaving 
but told me I was 
going even when I still 
not feeling well. It felt 
like they just needed 
the bed.” 

“I felt every step of the way 
that my opinion helped 
form our decisions - when 
to first get up and have a 
walk around the ward, how 
far I felt happy to go, when 
I was ready to have a 
shower, go off the 
morphine pump, etc. I felt 
very safe and supported.” 
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Coordination of Care 
 

 

Physical and Emotional Needs Met 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

10 
 
 
8.6 
 

Patients rated their 
experience of 
coordination of 
care 8.6 out of 10 

10 
 
 
8.8 
 

Were you given conflicting information 
by different staff members? 

No Sometimes Always 

74% 23% 3% 

Example of one of the questions asked out of 
two 

“Good information from 
the booking office, staff 
on ward expecting me, 
knew who I was, why I 
was there. Efficient out-
patient booking service 
when I changed an 
appointment date.” 

“There was a lot of 
conflicting information  
about what was  
happening next, and  
there was also conflicting 
information between  
doctors and nurses. There 
was no discussion about 
what to do following my 
discharge, or how to manage 
my condition going forward.” 

“Rounds were early, the 
nursing staff did what 
they had to do with a 
minimum of fuss and 
with good humour and 
there was very little 
'wait time' between the 
various elements/ 
procedures during my 
care.” 

“The nurses deal with some 
very ugly issues and do not 
flinch. At all times they were 
happy and they have lovely 
senses of humour. Always 
when they walk into the 
room they gave me a  
sense of calm and security 
knowing that I was in the 
best place for my care.” 

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 

84% 14% 2% 

Example of one of the questions asked out of 
seven 

 

“No Support to toilet or 
bathroom offered, no 
assistance with bed 
position, no follow up  
with cup of tea. No  
blanket provided at  
night. No interaction  
from staff. Reluctance to 
offer assistance to other 
sick patients on the ward.” 

 

“Nurses always 
asking on my pain 
level and immediately 
administered meds if 
needed. Wasn't made 
to feel I was asking 
silly questions. 
Always asking me 
how my mood was, 
making me feel safe.” 
and secure.” 

 


