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� Nicholson: "stop looking up to the department - start 
looking out to your local populations and patients"

� Darzi: change needs to be "animated by 
the needs and preferences of patients"

Johnson: NHS "genuinely 
led by the needs of patients"

Lansley: “ we need to see the service from 
the patients’ point of view”
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“ But the NHS too often asks 
insufficiently penetrating 
questions, insufficiently often, of 
too few patients.

And the NHS Patient Survey, 
asking if patients were satisfied 
with the care they received, is too 
much like asking patients 
whether they were grateful.”
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National

Regional

Dept/ward

What’s the bigger picture?

What’s different about this 
region?

Trust How do my patients feel?

How does this differ by 
department?

Patient group And by patient group?

Understanding 
the context

Understanding 
your patients
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% agree

Base: 1,008 English adults aged 16+, December 2009

Q Please tell me whether on the whole you agree or disagree with each of the 
following statements:

Source: Ipsos MORI/DH Perceptions of the NHS Tracker

Britain’s National 
Health Service is one 
of the best in the world

The NHS provides patients
with the best treatment 
possible
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Economy

Source: Ipsos MORI Issues Index

What do you see as the most/other important issues facing Britain today?

Unemployment

Base: representative sample of c.1,000 British adults age 
18+ each month, interviewed face-to-face in home



73

11

0

10

20

30

40

50

60

70

80

20
00

 S
pr

ing
20

01
 W

int
er

20
02

 S
pr

ing
20

02
 W

int
er

20
03

 S
pr

ing
20

03
 W

int
er

20
04

 S
pr

ing
20

04
 W

int
er

20
05

 S
pr

ing
20

05
 W

int
er

20
06

 S
pr

ing
20

06
 W

int
er

M
ar

ch
 2

00
7

Ju
ly 

20
07

Dec
em

be
r 2

00
7

M
ar

ch
 2

00
8

Ju
ne

 2
00

8

Dec
em

be
r 2

00
8

M
ar

ch
 2

00
9

Ju
ne

 2
00

9

Dec
em

be
r 2

00
9

� 
 � � �$ # %�
 � � � 
 � � � � � � � � � � � � � � � 
 


Q Overall, how satisfied or dissatisfied are you with the running of the National 
Health Service nowadays?

Base: English adults aged 16+ (c.1,000 per wave) 

%
Satisfied

Dissatisfied

Source: Ipsos MORI/DH Perceptions of the NHS Tracker
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Base: English adults aged 16+. NHS users (884), Non-users (122)                                                     
NHS users are those who have been personally been an inpatient, outpatient, A&E patient or used 
a walk-in clinic or visited an NHS GP within the last year

Overall, how satisfied or dissatisfied are you with the running of the National 
Health Service nowadays?
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NHS overall

Now thinking about the last time you visited an NHS hospital, overall, how 
satisfied or dissatisfied were you with this last visit as a patient? 
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Q. Thinking about …. over the next few years do you expect it to get better or worse?
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Q Overall, how would you rate the care you received?

Bases:

92,902

78,319

78,539

74,732

71,044

67,146

Source: National NHS patient survey programme: Survey of adult inpatients 2002-2009
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Source: NHS inpatient survey 2006

Treated with dignity and respect and ratings of overall inpatient care
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Source: NHS inpatient survey 2006
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Source: NHS inpatient survey 2006
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Source: NHS inpatient survey 2006

Satisfaction with pain control and ratings of overall inpatient care
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Source: NHS inpatient survey 2006

Cleanliness of hospital room or ward and ratings of overall inpatient care
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Ratings of overall inpatient care

Dignity & respect

59%

Involved in decisions

28%

Cleanliness of room 
& ward

13%

Acutes

R2 = 90.9%

NB: associations do not necessarily mean causality
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“ It’s about being very helpful… You can’t eat 
until someone lets you eat, you can’t go to 
the toilet unless someone helps you get to 
the toilet… that can very quickly make you 
feel very undignified, I think.”

“ …just saying, this is so 
and so, big smile, eye 
contact with the patient, 
and then you©re fine.”

Ipsos MORI qualitative 
work with inpatients in 
2008 showed it difficult 
to define

For example, what does dignity and respect mean?



&� � �� 	 � � � � � 
 
 �, � � 
 � � - � � � � � � � � � � 
 � � � � � �
� � � � 
 � � 
 �



%� �� 
 � � � � � � 	 � � � � � � � 
 � � 
 � � � � 
 � � 	 
 
 
 �
� 	 � � � 
 � � � � � � 	 
 � 
 � � � 
 � � � � � � � � � � "� � � 
 � � � � 
 �
� 	 � � � � 
 � � 
 
 � � � � � � � � � � � � � � � 	 
 � �

� � � � 
 � � � � � 	 � 
 � � � � 
 �



! 	 � � � � � � � � � � � � � � � � � � 
 � � � � �



71

68

67

66

64

63

63

61

60

North East

North West

Yorks & Humber

South West

East Midlands

West Midlands

London

Eastern

South East

% Satisfied

Base: Ipsos MORI aggregate analysis (19,394) English adults aged 16+, 
Winter 2002 – March 2010

Overall, how satisfied or dissatisfied are you with the running of the National 
Health Service nowadays?

Source: Ipsos MORI/DH Perceptions of the NHS Tracker
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But what 
do you do 

here…

To get to 
here…?
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Q4. From your own experience or from what you have heard or read, to what 
extent are you satisfied or dissatisfied with…? 
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Q1. My local NHS is providing me with a good service? 

Base: 2,007 residents of SHA (1-19 June 2009)
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Some men preferred open 
wards – more sociable, 
have a nice mix of people 
and better staff attention

At least with the thing 
about open Nightingale 
style wards it©s much 

easier to monitor

There must be company if 
you©re going to be there for a 

long time 
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� What do patients mean by key 
concepts (e.g. dignity & 
respect, cleanliness)? 

� Why do they say that?

� What would make the 
experience better – what would 
‘excellent’ look like?

� When exactly did it go wrong?

� And sometimes a survey 
response can mask some real 
problems…
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� On third day she asked for a 
bedpan

� Nurse told her it wasn’t worth 
running back and forth, told her to 
do it in the bed

� Nurse complained to her in the 
morning that she was soaking wet

“ … in [hospital] they treated 
me well”

“ Oh yes I found it satisfactory”

Female, white, 65+, in hospital for several months

Her report… Her experience…



Normally: � But this project was different – we 
wanted to ask the patient to define the 
issues of importance:1. We identify 

issues

2. Design 
questions
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1. Patient 
identifies issues

2. What do they describe 
when talking about their 

stay at hospital? 
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Arrival & 
admission Stay on ward Discharge

F
ea

r 
&

 a
n

xi
et

y

Dealt with efficiently 
by reception staff

Dealt with 
professionally by 
healthcare staff

Emotional comfort 
provided by nurses

Questions answered 
by doctors

High emotion on arrival
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…one woman’s story.
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� Local surveys, workshops, open days

� Comment cards

� PALS information

� Complaints

� Real-time feedback

� Staff feedback
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� Using patient’s own mobile 
phone

� Providing anonymous 
feedback at the relevant 
points in the patient journey

� Collecting qualitative data to 
flesh out the experience 
ratings

� Looking at themes and 
trigger points
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Understanding the Patient Journey

TIMELINE IN HOSPITAL

S
A
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11:15 AM
20 Mins and 
still waiting to 

be seen. 
Bored.

11:25 First cup 
of coffee in the 
day! And next 
in line! Yay!

12:00 This place 
smells funny. And 
not good-funny. 
Hate the tube 

lights too!
12:20 Does it hurt the 
doctor to smile a bit? 
I am the one who has 

the broken leg!

12:30 The doctor 
smiled! And the leg 

will take two weeks. A 
lot less than I 

thought! 

11:35 Why do they bother with 
these cleaners?  They didn’t 
sweep under a single bed!

11:00 11:30 12:00 12:30

2

4

6

8

10
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Ambulance workers

Shadowed 
member 
of staff

Police in the department

Nurses at all levels

Doctors at all levels

GP streamers

Receptionist

We followed 
one staff 
member 
each but 

accessed 10-
20 people 
each shift

We accessed A&E at different times of the day and night and
weekdays and weekends
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The attitude in A&E seems to place drunks in two 
categories: ‘Problem drinker’ and ‘A few too many’
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Reception
Resuscitation Streaming

Majors

CDU

Minors

Paediatrics

LAS 
entrance

Cambridge Ward

KEY
Paeds

Major alcohol related

Minor alcohol related

Pure intoxication
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� Place it in context – look at the bigger picture:

– Rising satisfaction across the board

– The importance of place

� Focus on the things that are most important to patients

� Compare your results:

– With other trusts

– Over time

� Investigate:

– Why have people answered in the way they have?

– What can you do about it?

� Use as part of a wider programme of work
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