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Principal referral hospitals (A1)

Central Coast Local Health District

Gosford Hospital

Gosford Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did you know who to call if you needed help after you left your appointment?

. No . Yes

Actual Results

Gosford Hospital
NSW

SECOND HIGHEST:  If you needed a visit with ANOTHER healthcare professional, was this arranged?

B no [T Yes

Actual Results

Gosford Hospital

NSW

THIRD HIGHEST: Was the purpose of medicines explained in a way that you could understand?

. No Yes, somewhat . Yes, completely

Actual Results

Gosford Hospital 8

NSW

19%

Gosford Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

I Poor Fair Good | | VeryGood [l Excellent

Actual Results
Gostora Hospa eE—— we e
s e I o e

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Gosford Hospital
NSW

THIRD LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent

Actual Results
Gosford Hospial (R e e
NSW B e 36% s s
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Gosford Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Gosford Hospital Standardised results® for Gosford Hospital

s i LRI
R eanork R
5 Courtesy of healthcare o

Gosford Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 3,649 patients
280 people who received outpatient services were sent a questionnaire; 50% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Gosford Hospitl U

NSW 10%

Health Status Poor / Fair . Good . Very Good / Excellent

Gosford Hospial e e
NSW a0% e e
Language spoken at home English . Non-English

Gosford Hospital 100%

NSW 85%

-~

/I

Principal referral hospitals (A1)

Central Coast Local Health District

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Wyong Hospital

Major metropolitan hospitals (BM)

Central Coast Local Health District

Wyong Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did healthcare staff wash or clean their hands before providing care for you?

. No, never Yes, sometimes . Yes, always

Actual Results

Wyong Hospital . 4

NSW

10%

SECOND HIGHEST: If you needed a visit with ANOTHER healthcare professional, was this arranged?

. No . Yes

Actual Results

Wyong Hospital

NSW

THIRD HIGHEST: Did you have the chance to explain the reasons for your visit to healthcare staff?

. No Yes, somewhat . Yes, completely

Actual Results
Wyong Hospital S, BBP,Z!HHHEEP-HIZ
NSW B s

Wyong Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Wyong Hospital 31% 23%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

Wyong Hospital

NSW

THIRD LOWEST: Did a healthcare professional discuss any of your anxieties or fears with you?

. No Yes, somewhat . Yes, completely

Actual Results

Wyong Hospital 17%

NSW

26%
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Wyong Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Wyong Hospital Standardised results® for Wyong Hospital

o Courtesy of healthcare o
1o e s professionals | e een ISSEIN

Wyong Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Qutpatient attendances during February 2010: 1,941 patients
244 people who received outpatient services were sent a questionnaire; 52% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Wyong Hospital o L e e
NSw % L e s
Health Status Poor / Fair . Good . Very Good / Excellent

Wyong Hospital 8% e e
Nsw 80% T
Language spoken at home English . Non-English

Wyong Hospital 100%

NSW 85%

/I_

Major metropolitan hospitals (BM)

Central Coast Local Health District

-

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)
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About the Bureau

The Bureau of Health Information provides

the community, healthcare professionals and
the NSW Parliament with timely, accurate and
comparable information on the performance

of the NSW public health system in ways that
enhance the system’s accountability and inform
efforts to increase its beneficial impact on the
health and wellbeing of the people of NSW.

The Bureau is an independent, board-governed
statutory health corporation. The conclusions in
this report are those of the Bureau and no official
endorsement by the NSW Minister for Health,
the NSW Department of Health or any other
NSW statutory health corporation is intended

or should be inferred.

4 N

To contact the Bureau

Telephone: +61 2 8644 2100
Fax: +061 2 8644 2119

Email: enquiries@bhi.nsw.gov.au
Postal address:

PO Box 1770

Chatswood

New South Wales 2057

Australia

Web: www.bhi.nsw.gov.au

N /

Copyright Bureau of Health Information 2011

State Health Publication Number: (BHI) 110135
ISSN 1839-1680 ISBN 978-1-74187-604-8

Suggested citation: Bureau of Health Information.
Patient Care Experiences Performance Profiles:
Outpatient services in NSW public hospitals, August 2071.
Sydney (NSW); 2011.

Published August 2011

Please note that there is the potential for minor revisions
of data in this report. Please check the online version
at www.bhi.nsw.gov.au for any amendments.
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District group 1 hospitals (C1)

Far West Local Health District

Broken Hill Base Hospital

Broken Hill Base Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Broken Hill Base Hospital

NSW

SECOND HIGHEST:  If you needed a visit with ANOTHER healthcare professional, was this arranged?

B no [T Yes

Actual Results

Broken Hill Base Hospital

NSW

THIRD HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Broken Hill Base Hospital | IREEZ

NSW I %

Broken Hill Base Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

Broken Hill Base Hospital

NSW

SECOND LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Broken Hill Base Hospital % 31% 29% 1% e
- e 2o [ow BN

THIRD LOWEST: Were you given enough information on your rights and responsibilities as a patient?

. No Yes, somewhat . Yes, completely

Actual Results

Broken Hil Base Hospal DS s e

NSW 23%
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Broken Hill Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

[ &%
I6
|7

25% | 30%  SEAIN  srokenHilBaseHospital | 8 30%

Patient ratings of care experiences that matter most*

Actual results? for Broken Hill Base Hospital Standardised results® for Broken Hill Base Hospital

.5
s

o Courtesy of healthcare o
B oee o een SR professionls R

Broken Hill Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,226 patients

355 people who received outpatient services were sent a questionnaire; 40% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Broken Hill Base Hospital T e e
NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Broken Hill Base Hospital 3% e s
NSW 30% e e
Language spoken at home English . Non-English

Broken Hill Base Hospital 99%

NSW 85%

-

N

1.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/I_

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

N
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Far West Local Health District



Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)

nospiél
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About the Bureau

The Bureau of Health Information provides

the community, healthcare professionals and
the NSW Parliament with timely, accurate and
comparable information on the performance

of the NSW public health system in ways that
enhance the system’s accountability and inform
efforts to increase its beneficial impact on the
health and wellbeing of the people of NSW.

The Bureau is an independent, board-governed
statutory health corporation. The conclusions in
this report are those of the Bureau and no official
endorsement by the NSW Minister for Health,
the NSW Department of Health or any other
NSW statutory health corporation is intended

or should be inferred.
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To contact the Bureau
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Fax: +061 2 8644 2119

Email: enquiries@bhi.nsw.gov.au
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PO Box 1770

Chatswood
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Web: www.bhi.nsw.gov.au
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District group 1 hospitals (C1)
Hunter New England Local Health District

Armidale and New England Hospital

Armidale and New England Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Armidale and New England Hospital

oW g

SECOND HIGHEST: Did healthcare staff wash or clean their hands after providing care for you?

I No, never Yes, sometimes ] Yes, always

Actual Results

Armidale and New England Hospital 8%

NSW o

THIRD HIGHEST: Did healthcare staff wash or clean their hands before providing care for you?

. No, never Yes, sometimes . Yes, always

Actual Results

vmicale and New Engian Hosora [ + [
New Cpg—————

Armidale and New England Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Armidale and New England Hospital - 29% 39% _
NSw e 2o [o% BN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Armidale and New England Hospital

NSW

THIRD LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent

Actual Results
Armidale and New England Hospital - 5 50% _
NSW g e 36% e e
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Armid

ale and New England Hospital: Patient experiences with outpatient services

NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent
Overall patient ratings of outpatient services
Actual results? Standardised results®

Hospital

1

Patient

Actual resul

g =2

3  20%

ratings of care experiences that matter most*

ts? for Armidale and New England Hospital

Courtesy of healthcare o
Cos [ professionals Is 2

Armidale and New England Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 735 patients

229 people who received outpatient services were sent a questionnaire; 38% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Armidale and New England Hospital 8 [ ese L e
NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Armidale and New England Hospital 22% e e
oW o ew s
Language spoken at home English . Non-English

Armidale and New England Hospital 100%

NSW 85%

Standardised results® for Armidale and New England Hospital

Armidale and New England Hospital

-

1.

Sou

N

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

rce: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/I

N
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District group 1 hospitals (C1)
Hunter New England Local Health District



District group 1 hospitals (C1)
Hunter New England Local Health District

Belmont Hospital

>
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Belmont Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. Yes

N
g

Belmont Hospital

NSW

SECOND HIGHEST: Did you spend as much time with the healthcare professional as you wanted?

B no [T Yes

Actual Results

Belmont Hospital

NSW

THIRD HIGHEST: Did someone tell you how you would find out the results of your tests?

. Yes

N
g

Belmont Hospital

>
Q
c
o
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NSW

Belmont Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

Belmont Hospital

NSW

SECOND LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent
Beimont Hospit T BT
Nsw e 2o [Ve SN
THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Beimont Hospita | s T
NSw B T
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Belmont Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Belmont Hospital Standardised results® for Belmont Hospital

B % o [NSEENINN Comeletenessofeare e 20% o sew (2860
R GO Teammwork fo 2o e SN
o Courtesy of healthcare o

Belmont Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 933 patients
243 people who received outpatient services were sent a questionnaire; 46% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Bemont Hospita e e S
NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Beimont Hospita e IEEI
NSW 30% e e
Language spoken at home English . Non-English

Belmont Hospital 99%

NSW 85%

/I_

District group 1 hospitals (C1)
Hunter New England Local Health District

-

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Calvary Mater Newcastle

Ungrouped acute - tertiary referral hospitals (A3)

Hunter New England Local Health District

Calvary Mater Newcastle: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Calvary Mater Newcastle 3

NSW | RLEZ

SECOND HIGHEST: Did healthcare staff give conflicting information during your visit?

. Yes, always Yes, sometimes . No

Actual Results

Calvary Mater Newcastle 8%

NSW B 18%

THIRD HIGHEST: Did you know who to call if you needed help after you left your appointment?

. No . Yes

Actual Results

Calvary Mater Newcastle

NSW

Calvary Mater Newcastle: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Caivary Mater Newoaste e 2o (076l
NSw s s e SN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Calvary Mater Newcastle

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Cavary Meter Nowoasti |- BT
NSw B e B
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Calvary Mater Newcastle: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

CIES RO s 2% o eew SR
tertiary referral hospitals

Patient ratings of care experiences that matter most*

Actual results? for Calvary Mater Newcastle Standardised results® for Calvary Mater Newcastle

5 Courtesy of healthcare o
L —— professionals | v S0

Calvary Mater Newcastle: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 2,545 patients
253 people who received outpatient services were sent a questionnaire; 51% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ e0+

Calvary Mater Newcastle .t ),

NSW 10%

Health Status Poor / Fair . Good . Very Good / Excellent

Calvary Mater Newcastle 249% e e
NSW 80% e e
Language spoken at home English | Non-English

Calvary Mater Newcastle 99%

NSW 85%

-~

Ungrouped acute - tertiary referral hospitals (A3)

Hunter New England Local Health District

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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District group 2 hospitals (C2)

Hunter New England Local Health District

Cessnock District Hospital

Cessnock District Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did healthcare staff give conflicting information during your visit?

. Yes, always Yes, sometimes . No

Actual Results

Cessnock District Hospital | G

NSW

18%

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Cessnock District Hospital B

NSW | JRIEZ

THIRD HIGHEST: Were you asked about how your family or living situation affect your health?

. No . Yes

Actual Results

Cessnock District Hospital

NSW

Cessnock District Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

Cessnock District Hospital

NSW

SECOND LOWEST: Availability of parking

. Poor Fair Good . Very Good . Exc@t

Actual Results

Cessnock District Hospital

20% 39%

NSW

THIRD LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent

Actual Results
essrock Distct Hospial B o O
NSW B e 36% s s
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Cessnock District Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Cessnock District Hospital Standardised results® for Cessnock District Hospital

s 2% a4 [NRSINN  Comeletenessofeae 7 2en o er% (2SR
o Courtesy of healthcare .

Cessnock District Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 271 patients
196 people who received outpatient services were sent a questionnaire; 42% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Cessnock Distriot Hospital e [ eee I —
NSW o e e

Health Status Poor / Fair . Good . Very Good / Excellent

Cessnook District Hospital 25% sk S
NSW 0% e [ se

Language spoken at home English . Non-English

Cessnock District Hospital 99% I

NSW 85% _
4 N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

. /
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Principal referral hospitals (A1)
Hunter New England Local Health District

John Hunter Hospital

John Hunter Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

John Hunter Hospital

NSW

SECOND HIGHEST: Were you asked about how your family or living situation affect your health?

B no [T Yes

Actual Results

John Hunter Hospital

NSW

THIRD HIGHEST: If you needed a visit with ANOTHER healthcare professional, was this arranged?

. No . Yes

John Hunter Hospital

NSW

John Hunter Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent
Actual Results

John Hunter Hospital N 3% 25%

NSw s

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

John Hunter Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent
Actual Results

John Hunter Hospital I 13% 47%

NSW B % 49%
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John Hunter Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

|7
|7
1

John Hunter Hospital

Patient ratings of care experiences that matter most*

Actual results? for John Hunter Hospital Standardised results® for John Hunter Hospital

|6
[s

o Courtesy of healthcare o
Ioew 0 o [N professionsls fa 1o [ ese AR

John Hunter Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 16,250 patients

290 people who received outpatient services were sent a questionnaire; 47% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

John Hunter Hospital T e e
NSw o L e s
Health Status Poor / Fair . Good . Very Good / Excellent

John Hunter Hospital 36% s e
Nsw 80% e e
Language spoken at home English . Non-English

John Hunter Hospital 99%

NSW 85%

-~

N

1.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/I_

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

N
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Principal referral hospitals (A1)
Hunter New England Local Health District



Major non-metropolitan hospitals (BNM)

Hunter New England Local Health District

Maitland Hospital

Maitland Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Maitland Hospital
NSW

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results
Maitand Hospital e
NSW 1~ I

THIRD HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results
Meitand Hospitl o
NSW N I sse

Maitland Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Maitand Hospit e 2 SHEH
Nsw e 2o (o BN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Maitland Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Meitand Hospit B S m Ew
NSw B e I
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Maitland Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor . Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Maitland Hospital Standardised results® for Maitland Hospital

Is 2o [T & covceerescoiere e o [NESETT I

O — reamuerk fe > eI
o Courtesy of healthcare

e ST professionls A ———

Maitland Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,754 patients
270 people who received outpatient services were sent a questionnaire;30% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Maitland Hospital 20 L e .
NSW O .

Health Status Poor / Fair . Good . Very Good / Excellent

Maitland Hospital e e EE——
NSW 30% e e

Language spoken at home English . Non-English

Maitland Hospital 98% I

NSW 85% _
a N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

o /
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Manning Base Hospital

Major non-metropolitan hospitals (BNM)

Hunter New England Local Health District

Manning Base Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did you have the chance to explain the reasons for your visit to healthcare staff?

. No Yes, somewhat . Yes, completely

Actual Results

Manning Base Hospital 4

NSW B 16%

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Manning Base Hospital 8%

NSW I %

THIRD HIGHEST: If you needed a visit with ANOTHER healthcare professional, was this arranged?

B Nno [0 Yes

Actual Results

Manning Base Hospital

NSW

Manning Base Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Manning Base Hospita A CO
Nsw e o (Ve EN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Manning Base Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Manning Base Hospita B o o w mEN
NSw B e I
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Manning Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor . Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

0 Major non-metropolitan ®
o 20 e I hospitals Be oo%
B7 % [ e O New South Wales I7 2

Patient ratings of care experiences that matter most*

Actual results? for Manning Base Hospital Standardised results® for Manning Base Hospital

5 Courtesy of healthcare .
| e [ eme T professionals e 1o

Manning Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 943 patients
226 people who received outpatient services were sent a questionnaire;39% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+
Manning Base Hospifta % e S
NSW e L e s

Health Status Poor / Fair . Good . Very Good / Excellent

Manning Base Hospital 26% s [ e
NSw 30% e e
Language spoken at home English . Non-English

Manning Base Hospital 100%

NSW 85%

/I

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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District group 2 hospitas (C2)
Hunter New England Local Health District

Muswellbrook District Hospital

Muswellbrook District Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Were you asked about how your family or living situation affect your health?

. Yes

N
g

Muswellbrook District Hospital

>
o}
24
c
o
psj
@
1%}
c
=
17

NSW

SECOND HIGHEST: Did someone tell you how you would find out the results of your tests?

B no [T Yes

Actual Results

Muswellbrook District Hospital

NSW

THIRD HIGHEST: Did someone tell you when you would find out the results of your tests?

. No . Yes

Actual Results

Muswellbrook District Hospital

NSW

Muswellbrook District Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. Yes

N
g

Muswellbrook District Hospital

NSW

>
Q
c
o
ps)
@
17}
c
=
@

SECOND LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Muswelbrook District Hospital [ JEHEH 6% SO
NSW e v [on SN
THIRD LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent

Actual Results
Muswelbrook District Hospital (ISl 8% o e% mmEE
NSW B e 36% s e
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Muswellbrook District Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Muswellbrook District Hospital Standardised results® for Muswellbrook District Hospital

Courtesy of healthcare o
Uss  sme  [Sme T professionals | 1o%

Muswellbrook District Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 251 patients
150 people who received outpatient services were sent a questionnaire; 37% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Muswellorook District Hospital we L e Ese
NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Muswellorook District Hospital we e e
NSW 30% e e
Language spoken at home English . Non-English

Muswellbrook District Hospital 100%

NSW 85%

/I

District group 2 hospitals (C2)
Hunter New England Local Health District

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N

PERFORMANCE PROFILES: Outpatient services in NSW public hospitals August 2011 www.bhi.nsw.gov.au

Muswellbrook District Hospital



Major non-metropolitan hospitals (BNM)

Hunter New England Local Health District

Tamworth Base Hospital

Tamworth Base Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Tamworth Base Hospital

NSW B

SECOND HIGHEST: Were you asked about how your family or living situation affect your health?

B no [T Yes

Actual Results

Tamworth Base Hospital

NSW

THIRD HIGHEST: Did you have the chance to explain the reasons for your visit to healthcare staff?

. No Yes, somewhat . Yes, completely

Actual Results

Tamworth Base Hospital 13%

NSW B o

Tamworth Base Hospital: What patients rated lowest about these outpatient services’
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Tamworth Base Hospital 32% 16%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Tamworth Base Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Tamworth Base Hospital 20% 37%

NSW 16% 42%
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Tamworth Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor . Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Tamworth Base Hospital Standardised results® for Tamworth Base Hospital

Courtesy of healthcare
ls e 2ew SR profossionsls Is 206 | e% SN

Tamworth Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 2,340 patients
255 people who received outpatient services were sent a questionnaire; 34% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Tamworth Base Hospital CONEE O
NSW o e ses

Health Status Poor / Fair . Good . Very Good / Excellent

Tamworth Base Hospital 27% e e
NSW 30% e e

Language spoken at home English . Non-English

Tamworth Base Hospital 100% ‘

NSW 85% _
a N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

o /

PERFORMANCE PROFILES: Outpatient services in NSW public hospitals August 2011 www.bhi.nsw.gov.au




Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)
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About the Bureau

The Bureau of Health Information provides

the community, healthcare professionals and
the NSW Parliament with timely, accurate and
comparable information on the performance

of the NSW public health system in ways that
enhance the system’s accountability and inform
efforts to increase its beneficial impact on the
health and wellbeing of the people of NSW.

The Bureau is an independent, board-governed
statutory health corporation. The conclusions in
this report are those of the Bureau and no official
endorsement by the NSW Minister for Health,
the NSW Department of Health or any other
NSW statutory health corporation is intended

or should be inferred.
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District group 1 hospitals (C1)
lllawarra Shoalhaven Local Health District

Shellharbour Hospital

Shellharbour Hospital: What patients rated highest about these outpatient services'

NSW Health Patient Survey, February 2010

HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?

.No

Actual Results

. Yes

Shellharbour Hospital
NSW

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

M No

Actual Results

Shellharbour Hospital 7
NSW | JREEZ

Yes, somewhat

. Yes, completely

THIRD HIGHEST: Were you asked about how your family or living situation affect your health?

.No

Actual Results

. Yes

Shellharbour Hospital
NSW

Shellharbour Hospital: What patients rated lowest about these outpatient services'

NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

New I

Good | | VeryGood [l Excellent

34%

SECOND LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair
Actual Results

Shellharbour Hospital %
. Poor Fair
Actual Results

Shellharbour Hospital [ | 17%

NSW B %

THIRD LOWEST: Keeping noise levels to a minimum

Poor Fair
|

Actual Results

Shellharbour Hospital 12%

NSW B %

PERFORMANCE PROFILES: Outpatient services in NSW public hospitals

36%

42%

Good | | VeryGood [l Excellent
Good . Very Good . Excellent
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Shellharbour Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Shellharbour Hospital Standardised results® for Shellharbour Hospital

s 2% ss%  [IITSEkN|  Completenessofcare 5 22%  sew  [TS#%

lew oz s SR Teamwork N7 oz a8
o Courtesy of healthcare 5

6 te% e [ professionls o 20% | ss%  NEGERN

Shellharbour Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 647 patients
137 people who received outpatient services were sent a questionnaire; 44% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Shellharbour Hospital s [ e

NSW 10%

Health Status Poor / Fair . Good . Very Good / Excellent

Shellharbour Hospital 28% e e
NSw 30% e e
Language spoken at home English | Non-English

Shellharbour Hospital 94%

NSW 85%

/II

District group 1 hospitals (C1)
lllawarra Shoalhaven Local Health District

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Major non-metropolitan hospitals (BNM)

lllawarra Shoalhaven Local Health District

Shoalhaven and District Memorial Hospital

Shoalhaven and District Memorial Hospital: \What patients rated highest about these outpatient services'

NSW Health Patient Survey, February 2010

HIGHEST: Did you know who to call if you needed help after you left your appointment?

. No . Yes

Actual Results
! .
Memorial Hospital
NSW %

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results
Moo e et .-,
Memorial Hospital
NS 1o

THIRD HIGHEST: Did healthcare staff wash or clean their hands after providing care for you?

. No, never Yes, sometimes . Yes, always
o Actual Results
sy et I s —
Memorial Hospital
NS B oo IS

Shoalhaven and District Memorial Hospital: What patients rated lowest about these outpatient services'

NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent
Shoalh dD Actual Results
oalhaven and District 5 o
Memorial Hospital e 22% % 5
NS e e [Vow SN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

. ) Actual Results
Shoalhaven and District

Memorial Hospital
NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent
Shoalh aD Actual Results
e o ! ? ’ % [T
Memorial Hospital I 20% 4%
NSw B R
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Shoalhaven and District Memorial Hospital: Patient experiences with outpatient services

NSW Health Patient Survey, February 2010

. Poor Fair

Overall patient ratings of outpatient services

Key to patient ratings: Good

Actual results?
looten eow

Shoalhaven and District
Memorial Hospital

hospitals

Patient ratings of care experiences that matter most*

Actual results? for Shoalhaven and District Memorial Hospital
Completeness of care

. Very Good

. Excellent

Standardised results®

T

| 8 30%

1 25%

Standardised results® for Shoalhaven and District Memorial Hospital

B

Is e o [SSE
o s
| e e ESER

Teamwork I 5 23%

Courtesy of healthcare
professionals

Shoalhaven and District Memorial Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,001 patients
192 people who received outpatient services were sent a questionnaire; 52% returned a completed questionnaire.

Characteristics of patients who completed the survey?

[ 20-59 [ eo+
Shoalhaven and District

ven anc s e e
Memorial Hospital

NSW 10%

Age 0-19

Health Status Poor / Fair . Good . Very Good / Excellent

e 42% s e
. . 0

Memorial Hospital

oW o ew s

Language spoken at home English . Non-English

Shoalhaven and District
Memorial Hospital

NSW 85%

-

97%

/I-

Major non-metropolitan hospitals (BNIM)

lllawarra Shoalhaven Local Health District

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Principal referral hospitals (A1)
lllawarra Shoalhaven Local Health District

Wollongong Hospital

Wollongong Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Wollongong Hospital
NSW

SECOND HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?
B Nno [0 Yes

Wollongong Hospital

>
o
24
c
o
psj
@
1%}
c
=
17

NSW

THIRD HIGHEST: Did someone tell you when you would find out the results of your tests?

. No . Yes

Wollongong Hospital

>
o}
24
c
o
20
@
1%}
c
=
17

NSW

Wollongong Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Wollongong Hospitl L GO |
NS T o (o EN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

Wollongong Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Wollongong Hospita I BT
NSw B e B
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Wollongong Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Wollongong Hospital Standardised results® for Wollongong Hospital

o Courtesy of healthcare o
B4 22 | zew SN professionals Is 2 0 sew NSO

Wollongong Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 4,226 patients
242 people who received outpatient services were sent a questionnaire; 38% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Wollongong Hospital % s e
NSw % L e s
Health Status Poor / Fair . Good . Very Good / Excellent

Wollongong Hospital 28% e e
Nsw 80% T
Language spoken at home English . Non-English

Wollongong Hospital 90%

NSW 85%

i

Principal referral hospitals (A1)
lllawarra Shoalhaven Local Health District

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
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Griffith Base Hospital

District group 1 hospitals (C1)

Murrumbidgee Local Health District

Griffith Base Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Griffith Base Hospital 6
NSW B

SECOND HIGHEST: Did healthcare staff wash or clean their hands after providing care for you?

. No, never Yes, sometimes . Yes, always

Actual Results

Griffith Base Hospital 1%

NSW I oo | s —

THIRD HIGHEST: Did you know who to call if you needed help after you left your appointment?

B no [T Yes

Actual Results

Griffith Base Hospital
NSW

Griffith Base Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

Griffith Base Hospital
NSW

SECOND LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Grifh Base Hospita L s mEEN
NSw e s (o SN
THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
NSw B e N
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Griffith Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Griffith Base Hospital Standardised results® for Griffith Base Hospital
o Courtesy of healthcare o
[ 1 esw ST professionals s 2% sew  [SSRI

Griffith Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 226 patients
198 people who received outpatient services were sent a questionnaire; 41% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Griffth Base Hospital e, —_L

NSW 10%

Health Status Poor / Fair . Good . Very Good / Excellent

Griffith Base Hospital 35% e e
NSW 30% e e
Language spoken at home English . Non-English

Griffith Base Hospital 97%

NSW 85%

/I-

District group 1 hospitals (C1)

Murrumbidgee Local Health District

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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Major non-metropolitan hospitals (BNM)

Mid North Coast Local Health District

Coffs Harbour Base Hospital
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Coffs Harbour Base Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did you know who to call if you needed help after you left your appointment?
. No . Yes

Coffs Harbour Base Hospital

>
o}
=2
c
o
psj
@
1%}
c
=
17

NSW

SECOND HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

B no [T Yes

Coffs Harbour Base Hospital

NSW

THIRD HIGHEST: Was a hand basin and/or alcohol hand wash available in the treatment area?
. No . Yes

Coffs Harbour Base Hospital

>
Q
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o
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=
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NSW

Coffs Harbour Base Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Coffs Harbour Base Hospital 29% 19%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Coffs Harbour Base Hospital

>
Q
c
o
ps)
@
17}
c
=
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NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Coffs Harbour Base Hospital 24% 47% _
Now B oo % S e
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Coffs Harbour Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor . Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

B8  so% [ ae% ESEN  coffs Harbour Base Hosptal [l 12%  36%
® Major non-metropolitan ®
oo ewe  ssw [S0%T emials le  so%

Patient ratings of care experiences that matter most*

Actual results? for Coffs Harbour Base Hospital Standardised results? for Coffs Harbour Base Hospital

Courtesy of healthcare
ls s ssw 2SR professionals B eo%

Coffs Harbour Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,253 patients
273 people who received outpatient services were sent a questionnaire; 37% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Coffs Harbour Base Hospital T e e
NSW % s e
Health Status Poor / Fair . Good . Very Good / Excellent

Coffs Harbour Base Hospital we s s
NSw 30% e e
Language spoken at home English | Non-English

Coffs Harbour Base Hospital 99%

NSW 85%

/I_

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Major non-metropolitan hospitals (BNM)

Mid North Coast Local Health District

Port Macquarie Base Hospital

Port Macquarie Base Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Port Macquarie Base Hospital

NSW

SECOND HIGHEST: Was the purpose of medicines explained in a way that you could understand?

. No Yes, somewhat . Yes, completely

Actual Results

Port Macquarie Base Hospital B oo%

NSW - 19%

THIRD HIGHEST: Were you told why you needed tests in a way you could understand?

. No Yes, somewhat . Yes, completely

Actual Results

Port Macquarie Base Hospital 13%

NSW B %

Port Macquarie Base Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Port Macquarie Base Hospital

29% 1%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Port Macquarie Base Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Port Macquarie Baso Hospital  [NGEGH 1 16% T
Now B e e
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Port Macquarie Base Hospital: Patient experiences with outpatient services

NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good

Overall patient ratings of outpatient services

Actual results?

I 8 25% _ Port Macquarie Base Hospital

hospitals
Bz % 0 e NS New South Wales

Patient ratings of care experiences that matter most*

Actual results? for Port Macquarie Base Hospital

o Courtesy of healthcare
Is 2% ss% SR professionals

Standardised results®

[l o%

| E
1-

. Excellent

32%

30%

25%

Standardised results® for Port Macquarie Base Hospital

fax
e
o

31%

29%

26%

Port Macquarie Base Hospital: Patients who used these outpatient services

NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 707 patients

277 people who received outpatient services were sent a questionnaire; 31% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Port Macquarie Base Hospital we oL s s
NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Port Macquarie Base Hospital e e e
NSw 30% e e
Language spoken at home English . Non-English

Port Macquarie Base Hospital

NSW 85%

100%

-

self-reported health status and language spoken at home.

N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/I

N

PERFORMANCE PROFILES: Outpatient services in NSW public hospitals August 2011

www.bhi.nsw.gov.au

Port Macquarie Base Hospital

Major non-metropolitan hospitals (BNIM)

Mid North Coast Local Health District



Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)

nospiél

S
e wnsights S

About the Bureau

The Bureau of Health Information provides

the community, healthcare professionals and
the NSW Parliament with timely, accurate and
comparable information on the performance

of the NSW public health system in ways that
enhance the system’s accountability and inform
efforts to increase its beneficial impact on the
health and wellbeing of the people of NSW.

The Bureau is an independent, board-governed
statutory health corporation. The conclusions in
this report are those of the Bureau and no official
endorsement by the NSW Minister for Health,
the NSW Department of Health or any other
NSW statutory health corporation is intended

or should be inferred.

4 N

To contact the Bureau

Telephone: +61 2 8644 2100
Fax: +061 2 8644 2119

Email: enquiries@bhi.nsw.gov.au
Postal address:

PO Box 1770

Chatswood

New South Wales 2057

Australia

Web: www.bhi.nsw.gov.au

N /

Copyright Bureau of Health Information 2011

State Health Publication Number: (BHI) 110135
ISSN 1839-1680 ISBN 978-1-74187-604-8

Suggested citation: Bureau of Health Information.
Patient Care Experiences Performance Profiles:
Outpatient services in NSW public hospitals, August 2071.
Sydney (NSW); 2011.

Published August 2011

Please note that there is the potential for minor revisions
of data in this report. Please check the online version
at www.bhi.nsw.gov.au for any amendments.



_", Bureau of .
2%4 Health Information

Performance Profiles

Patient Care Experiences:
Outpatient services in NSW public hospitals
August 2017

Nepean Blue Mountains Local Health District

The Insights Series

Volume 3




District group 2 hospitals (C2)

Blue Mountains District Anzac Memorial Hospital

Nepean Blue Mountains Local Health District

Blue Mountains District Anzac Memorial Hospital: \What patients rated highest about these outpatient services'

NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

. L Actual Results
Blue Mountains District Anzac

Memorial Hospital

NSW ey

SECOND HIGHEST: Did healthcare staff wash or clean their hands after providing care for you?

. No, never Yes, sometimes . Yes, always

Actual Results
e e Az s s
Memorial Hospital
NSW EEN o s

THIRD HIGHEST: Were you told why you needed tests in a way you could understand?

. No Yes, somewhat . Yes, completely

Actual Results
Moo Hoemal e Anzee R bPP)),VB-
Memorial Hospital
NS B oo s

Blue Mountains District Anzac Memorial Hospital: What patients rated lowest about these outpatient services'

NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent
BI M D A Actual Results
ue Mountains District Anzac 5 5 _
Memorial Hospital _ 2% 0%
New I o o o N

SECOND LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent
Bl M D A Actual Results
s et Aneec ? ? o sw o e
Memorial Hospital . 9% 2%
NS B o S e R

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent
BI M D A Actual Results
o ool ez i e [
Memorial Hospital l g 9%
Now B e
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Blue Mountains District Anzac Memorial Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®
7 e oo fonnt %o e e
ls 20w sew [NSEEINE L e bosta 14 2%

Patient ratings of care experiences that matter most*

Actual results? for Blue Mountains District Anzac Memorial Hospital Standardised results® for Blue Mountains District Anzac Memorial Hospital

. Courtesy of healthcare o
LR ST professionals |oree 0 s SR

Blue Mountains District Anzac Memorial Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 662 patients
252 people who received outpatient services were sent a questionnaire; 37% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

e Mouans Plstret Anzae 21% O
. . (o]
Memorial Hospital

NSW 10%

Health Status Poor / Fair . Good . Very Good / Excellent

e Mo Dt Az 28% s e
Memorial Hospital

NSw 30% e e
Language spoken at home English | Non-English

Blue Mountains District Anzac
Memorial Hospital

NSW 85%

-

96%

/II

District group 2 hospitals (C2)

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N
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District group 2 hospitals (C2)

Lithgow Health Service

Nepean Blue Mountains Local Health District

Lithgow Health Service: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with ANOTHER healthcare professional, was this arranged?

. No . Yes

Actual Results

Lithgow Health Service
NSW

SECOND HIGHEST: Did you know who to call if you needed help after you left your appointment?

B no [T Yes

Actual Results

Lithgow Health Service

NSW

THIRD HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Lithgow Health Service 13%

NSW B

Lithgow Health Service: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

Lithgow Health Service
NSW

SECOND LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Lithgow Heah Servics B e v e RN
NS e e [ o% BN

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very good . Excellent

Actual Results
Lihgow Health Senice (e s
NSw B e e
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Lithgow Health Service: Patient experiences with outpatient services

NSW Health Patient Survey, February 2010

Key to patient ratings: [l Poor Fair

Overall patient ratings of outpatient services

Actual results?

B v oo I
PR
AN

Patient ratings of care experiences that matter most*

Actual results? for Lithgow Health Service

CEEE
s oo o NSEN

Lithgow Health Service
District group 2 hospitals

New South Wales

Completeness of care

Courtesy of healthcare

. Very Good . Excellent

Standardised results®

fo ow aw
o oo e SER
17w o S

Standardised results® for Lithgow Health Service

Is o o N
Is 2 ow G
Jo o e SE

Lithgow Health Service: Patients who used these outpatient services

NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 222 patients

183 people who received outpatient services were sent a questionnaire; 33% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age 0-19
Lithgow Health Service 22%
NSW 10%

Health Status Poor / Fair

Lithgow Health Service
NSW

Language spoken at home English

Lithgow Health Service
NSW

. Non-English

. Very Good / Excellent

99%

-

N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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Principal referral hospitals (A1)

Nepean Hospital

Nepean Blue Mountains Local Health District

Nepean Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Was a hand basin and/or alcohol hand wash available in the treatment area?

. No . Yes

Actual Results

Nepean Hospital

NSW

SECOND HIGHEST: Did healthcare staff wash or clean their hands after providing care for you?

I No, never Yes, sometimes 1] Yes, always

Actual Results

Nepean Hospital B s

NSW o

THIRD HIGHEST: Did healthcare staff wash or clean their hands before providing care for you?

. No, never Yes, sometimes . Yes, always

Actual Results

Nepean Hospital B o

NSw Cgoge—

Nepean Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Nepean Hospital

20% 15%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Nepean Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Nepean Hospital 21% 33%

NSW 16% 42%
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Nepean Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Nepean Hospital Standardised results® for Nepean Hospital

Be > [ISETTHEEE coveeeccoe e v TSR I
B 2o s reanverk - = e
5 5 Courtesy of healthcare o

Nepean Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Qutpatient attendances during February 2010: 11,376 patients
335 people who received outpatient services were sent a questionnaire; 31% returned a completed questionnaire.
Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Nepean Hospital a0 e e

NSW 10%

Health Status Poor / Fair . Good . Very Good / Excellent

Nepean Hospital 36% S s e
NSw 80% e e
Language spoken at home English . Non-English

Nepean Hospital 94%

NSW 85%

/II

Principal referral hospitals (A1)

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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District group 1 hospitals (C1)

Northern NSW Local Health District

Grafton Base Hospital

Grafton Base Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Grafton Base Hospital

New B oo I

SECOND HIGHEST: Did someone tell you when you would find out the results of your tests?

B no [T Yes

Actual Results

Grafton Base Hospital

NSW

THIRD HIGHEST: Did healthcare staff wash or clean their hands before providing care for you?

I No, never Yes, sometimes [l Yes, always

Actual Results

Grafton Base Hospital B

New Cpy—————————————

Grafton Base Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Grafton Base Hospita LT me e SR
NSw e s (o BN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Grafton Base Hospital

NSW

THIRD LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent

Actual Results
Gratton Base Hospital woE o 2
NSW B e 36% s e
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Grafton Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Grafton Base Hospital Standardised results® for Grafton Base Hospital

14 e 2w AR Comeletenessofoare 4 20% a7 NS
4 e 2w [TASR Teammwork 4 1o 1 sew ORI
o Courtesy of healthcare o

Grafton Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

QOutpatient attendances during February 2010: 652 patients
229 people who received outpatient services were sent a questionnaire; 25% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Grafton Base Hospital 24% .,
NSW O .

Health Status Poor / Fair . Good . Very Good / Excellent

Grafton Base Hospital we L e s
NSW 30% e e

Language spoken at home English . Non-English

Grafton Base Hospital 100% |

NSW 85% _
4 N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

. /
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District group 1 hospitals (C1)

Northern NSW Local Health District



Lismore Base Hospital

Major non-metropolitan hospitals (BNM)

Northern NSW Local Health District

Lismore Base Hospital: What patients rated highest about these outpatient services
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Lismore Base Hospital 9%

NSW B

SECOND HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?

B no [T Yes

Actual Results

Lismore Base Hospital

NSW

THIRD HIGHEST: Did you know who to call if you needed help after you left your appointment?

. No . Yes

Actual Results

Lismore Base Hospital

NSW

Lismore Base Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Lismore Base Hospita I o ST
Nsw e o (o BN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Lismore Base Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Lismore Base Hospita B e
Now B e o
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Lismore Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor . Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Lismore Base Hospital Standardised results® for Lismore Base Hospital

f7 = a% (8% Comeletenessofeare  [fow e se% 2060
Roe 2o% a4 [HESRI Teammwork Be  sow 1 e 286NN
Courtesy of healthcare
Io2oe [ 4 ISR professionals le 2% | % SN

Lismore Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,022 patients
276 people who received outpatient services were sent a questionnaire; 30% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Lismore Base Hospital e L e
NSW o e ses

Health Status Poor / Fair . Good . Very Good / Excellent

Lismore Base Hospitl 20 e
NSW S e [see

Language spoken at home English . Non-English

Lismore Base Hospital 99% 1

NSW 85% _
a N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

o /
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District group 1 hospitals (C1)

Northern NSW Local Health NDistrict

Murwillumbah District Hospital

Murwillumbah District Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?

. No . Yes

Actual Results

Murwillumbah District Hospital

NSW

SECOND HIGHEST: Did you know who to call if you needed help after you left your appointment?

B no [T Yes

Actual Results

Murwillumbah District Hospital

NSW

THIRD HIGHEST: Were you asked about how your family or living situation affect your health?

. No . Yes

Actual Results

Murwillumbah District Hospital

NSW

Murwillumbah District Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Murwillumbah District Hospital 2% 31% 29% s
NSw e o [on EN
SECOND LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent

Actual Results
Murwilumban Distict Hosptal [/ 8% e
NSW B e 36% e ek
THIRD LOWEST: Did someone tell you about side effects the medicines might have?

. No Yes, somewhat . Yes, completely
Murwilumbah Distict Hospital [ ESEI e S
NSW T A
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Murwillumbah District Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Murwillumbah District Hospital Standardised results® for Murwillumbah District Hospital

P7 mo 2o [NNIISSEIIINNN  Completeressofoare | 5%
o Courtesy of healthcare o
| oes o son  [EETSSRINT professionls Jo 1% [ s AN

Murwillumbah District Hospital

Murwillumbah District Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 407 patients
203 people who received outpatient services were sent a questionnaire; 37% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Murwillumbah District Hospital

NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Murwillumbah District Hospital 22% s e
NSw 30% e e
Language spoken at home English | Non-English

Murwillumbah District Hospital 99%

NSW 85%

/I_

District group 1 hospitals (C1)

Northern NSW Local Health District

-

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Major non-metropolitan hospitals (BNM)

Northern NSW Local Health District

The Tweed Hospital

The Tweed Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?

. No . Yes

Actual Results

The Tweed Hospital

NSW

SECOND HIGHEST: Were you asked about how your family or living situation affect your health?

B no [T Yes

Actual Results

The Tweed Hospital

NSW

THIRD HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

The Tweed Hospital

NSW

The Tweed Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. Yes

N
g

The Tweed Hospital
NSW

>
Q
c
o
ps)
@
17}
c
=
@

SECOND LOWEST:  Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
The Tweed Hospital % 44% 21% s 4
NS e 2o (Ve SN
THIRD LOWEST: Did you have to wait too long in the waiting room?

. Yes, definitely Yes, somewhat . No

Actual Results
The Tweed Hospita e e
NSw e o
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The Tweed Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor . Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

o Major non-metropolitan
e 20 [SSETNT I hospitas L B

Patient ratings of care experiences that matter most*

Actual results? for The Tweed Hospital Standardised results® for The Tweed Hospital

Courtesy of healthcare
Is 2% sew  [NESRINN professionals Boe a2

The Tweed Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 742 patients
302 people who received outpatient services were sent a questionnaire; 37% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

The Tweed Hospital

NSW 10%

Health Status Poor / Fair . Good . Very Good / Excellent

The Tweed Hospital

NSW 30% e e
Language spoken at home English | Non-English

The Tweed Hospital 100%

NSW 85%

/I

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)

nospiél

S
e wnsights S

About the Bureau

The Bureau of Health Information provides

the community, healthcare professionals and
the NSW Parliament with timely, accurate and
comparable information on the performance

of the NSW public health system in ways that
enhance the system’s accountability and inform
efforts to increase its beneficial impact on the
health and wellbeing of the people of NSW.

The Bureau is an independent, board-governed
statutory health corporation. The conclusions in
this report are those of the Bureau and no official
endorsement by the NSW Minister for Health,
the NSW Department of Health or any other
NSW statutory health corporation is intended

or should be inferred.

4 N

To contact the Bureau

Telephone: +61 2 8644 2100
Fax: +061 2 8644 2119

Email: enquiries@bhi.nsw.gov.au
Postal address:

PO Box 1770

Chatswood

New South Wales 2057

Australia

Web: www.bhi.nsw.gov.au
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Major metropolitan hospitals (BM)

Northern Sydney Local Health District

Hornsby and Ku-Ring-Gai Hospital

Hornsby and Ku-Ring-Gai Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Hornsby and Ku-Ring-Gai Hospital
NSW

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Hornsby and Ku-Ring-Gai Hospital | [ ss—

NSW | AL

THIRD HIGHEST: When you asked questions, did you get answers you could understand?

. No, never Yes, sometimes . Yes, always

Actual Results

Hornsby and Ku-Ring-Gai Hospital 3

NSW | 21%

Hornsby and Ku-Ring-Gai Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Hornsby and Ku-Ring-Gai Hospital _ 26% 50% -
= T 2o [ow EN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Hornsby and Ku-Ring-Gai Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent
Hornsby and Ku-Ring-Gai Hospital 22% 41% _
Now B B
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Hornsby and Ku-Ring-Gai Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Hospital

@ o
| I

Patient ratings of care experiences that matter most*

Actual results? for Hornsby and Ku-Ring-Gai Hospital

o Courtesy of healthcare o
2o% [ oo SR professionals W

| 7

|7

Standardised results® for Hornsby and Ku-Ring-Gai Hospital

Hornsby and Ku-Ring-Gai Hospital

Hornsby and Ku-Ring-Gai Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,969 patients

252 people who received outpatient services were sent a questionnaire; 40% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Hornsby and Ku-Ring-Gai Hospital T s e
NSW % L s s
Health Status Poor / Fair . Good . Very Good / Excellent

Hornsby and Ku-Ring-Gai Hospital 3% e e
Nsw 80% e e
Language spoken at home English . Non-English

Hornsby and Ku-Ring-Gai Hospital 99%

NSW 85%

-~

N

1.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/I-

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

N
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Major metropolitan hospitals (BM)

Northern Sydney Local Health District

Manly District Hospital

Manly District Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Manly District Hospital
NSW

SECOND HIGHEST: Were you asked about how your family or living situation affect your health?

B no [T Yes

Actual Results

Manly District Hospital

NSW

THIRD HIGHEST: Were you told why you needed tests in a way you could understand?

. No Yes, somewhat . Yes, completely

Actual Results
Manly Distict Hospitl T
= B e

Manly District Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Manly Distrct Hospta e O
= T 2o [ow EN
SECOND LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Manly District Hospital [ ] 16% 45% % [ e%
NSW B e

THIRD LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [0 Yes

Actual Results

Manly District Hospital
NSW
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Manly District Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Manly District Hospital Standardised results® for Manly District Hospital

@a vo% e [NSSRIIINN  Completenessofcare e 2s% o oe%  [I29% I
fo 2% 2o% 0% Teamwork fo 2% o [HSO%RITN
o Courtesy of healthcare o

Manly District Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

QOutpatient attendances during February 2010: 965 patients
250 people who received outpatient services were sent a questionnaire; 39% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Manly District Hospital I .
NSW o [ e S

Health Status Poor / Fair . Good . Very Good / Excellent

Manly Distriot Hospital we [ e S —
NSw i .

Language spoken at home English . Non-English

Manly District Hospital 96% -

o T
4 N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

. /
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Major metropolitan hospitals (BM)

Northern Sydney Local Health District

Mona Vale and District Hospital

Mona Vale and District Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Mona Vale and District Hospital

NSW B

SECOND HIGHEST: Did healthcare staff wash or clean their hands after providing care for you?

P No, never Yes, sometimes ] Yes, always

Actual Results

Mona Vale and District Hospital

NSW o

THIRD HIGHEST: Did healthcare staff wash or clean their hands before providing care for you?

. No, never Yes, sometimes . Yes, always

Actual Results

Mona Vale and District Hospital 13%

New (g

Mona Vale and District Hospital: What patients rated lowest about these outpatient services’
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Mona Vale and District Hospital - 30% 37%

New I

SECOND LOWEST: Did someone tell you about side effects the medicines might have?

. No Yes, somewhat . Yes, completely

Actual Results

Mona Vale and District Hospital _ 24%
NSW e

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Mona Vale and District Hospital B 2% 47%

NSW ) 16% 42%
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Mona Vale and District Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

34% " 5% G  Vona Vale and District Hospital ] 8 30%

Patient ratings of care experiences that matter most*

Actual results? for Mona Vale and District Hospital Standardised results® for Mona Vale and District Hospital

o Courtesy of healthcare o
e s R professionals B o

Mona Vale and District Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 417 patients
243 people who received outpatient services were sent a questionnaire; 17% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Mona Vale and District Hospital 3% e e
NSW o L s s
Health Status Poor / Fair . Good . Very Good / Excellent

Mona Vale and District Hospital we L e e
Nsw 80% -
Language spoken at home English . Non-English

Mona Vale and District Hospital 100%

NSW 85%

/I

Major metropolitan hospitals (BM)

Northern Sydney Local Health District

-

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Principal referral hospitals (A1)
Northern Sydney Local Health District

Royal North Shore Hospital

Royal North Shore Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Royal North Shore Hospital

NSW

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Royal North Shore Hospital 9%

NSW I %

THIRD HIGHEST: Were you asked about how your family or living situation affect your health?

. No . Yes

Actual Results

Royal North Shore Hospital

NSW

Royal North Shore Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Royal North Shore Hospital 30% 24%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Royal North Shore Hospital

NSW

THIRD LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent

Actual Results

Royal North Shore Hospital - 19% 37%

NSW 13% 36%
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Royal North Shore Hospital: Patient experiences with outpatient services

NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent
Overall patient ratings of outpatient services

Actual results? Standardised results®

|7
1

Patient

Actual resul

ratings of care experiences that matter most*

Its? for Royal North Shore Hospital Standardised results® for Royal North Shore Hospital

s o [SHITTHEEEEN  Comrceressofeee 5 20w IS I
Is == [ I Teemuork Is 2o [ESm

3  20%

Royal

Courtesy of healthcare .
oo e rofessionls I+ o w% SN

North Shore Hospital: Patients who used these outpatient services

NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 9,936 patients

3083 people who received outpatient services were sent a questionnaire; 36% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age

o-19 | 20-59 [ eo+

Royal North Shore Hospital e e I ——

NSW

Health Status Poor / Fair . Good . Very Good / Excellent

Royal North Shore Hospital 24% e e

NSw 80% e e
Language spoken at home English . Non-English

Royal North Shore Hospital 92%

NSW

-

1.

Sou

N

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

e

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

rce: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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Principal referral hospitals (A1)
Northern Sydney Local Health District



District group 1 hospitals (C1)

Northern Sydney Local Health District

Ryde Hospital
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Ryde Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Were you asked about how your family or living situation affect your health?

. No . Yes

Ryde Hospital
NSW

SECOND HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

B no [T Yes

Ryde Hospital

>
o}
24
c
o
20
@
1%}
c
=
17

NSW

THIRD HIGHEST: Did you spend as much time with the healthcare professional as you wanted?
. No . Yes

Ryde Hospital

>
Q
c
o
o)
@
17}
c
=
@

NSW

Ryde Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Ryde Hospita s 0% (8]
= e 2o [Ve SN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results
Ryde Hospitl e e
NSW T S

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Ryde Hospital 20% 48%

NSW

16% 42%

PERFORMANCE PROFILES: Outpatient services in NSW public hospitals August 2011 www.bhi.nsw.gov.au



Ryde Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

| 8%
I6
|7

Patient ratings of care experiences that matter most*

Actual results? for Ryde Hospital Standardised results® for Ryde Hospital

[ |
|7
|
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Ryde Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,149 patients

241 people who received outpatient services were sent a questionnaire; 47% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Ryde Hospital 6 s e
NSw % e e
Health Status Poor / Fair . Good . Very Good / Excellent

Ryde Hospital 3% e ek
NSw 30% e e
Language spoken at home English . Non-English

Ryde Hospital 81%

NSW 85%

-~

N

1.

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)
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About the Bureau

The Bureau of Health Information provides

the community, healthcare professionals and
the NSW Parliament with timely, accurate and
comparable information on the performance

of the NSW public health system in ways that
enhance the system’s accountability and inform
efforts to increase its beneficial impact on the
health and wellbeing of the people of NSW.

The Bureau is an independent, board-governed
statutory health corporation. The conclusions in
this report are those of the Bureau and no official
endorsement by the NSW Minister for Health,
the NSW Department of Health or any other
NSW statutory health corporation is intended

or should be inferred.
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To contact the Bureau

Telephone: +61 2 8644 2100
Fax: +061 2 8644 2119

Email: enquiries@bhi.nsw.gov.au
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Prince of Wales Hospital

Principal referral hospitals (A1)

South Eastern Sydney Local Health District

Prince of Wales Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Prince of Wales Hospital 8%

New B oo

SECOND HIGHEST: Did healthcare staff give conflicting information during your visit?

. Yes, always Yes, sometimes . No

Actual Results

Prince of Wales Hospital 13%

NSW 18%

THIRD HIGHEST: During your visit, were there times when you did not get the help you needed?

. Yes, often Yes, sometimes . No

Actual Results

Prince of Wales Hospital B 0%

NSW Em %

Prince of Wales Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Prince of Wales Hospital 24% 16%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Prince of Wales Hospital

NSW

THIRD LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent

Actual Results

Prince of Wales Hospital 27% 31%

NSW 13% 36%
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Prince of Wales Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

B
|7
| I

%  INEEIET rrrootveestosota 8 26%

Patient ratings of care experiences that matter most*

Actual results? for Prince of Wales Hospital

| 9%

| 9%

Is

o Courtesy of healthcare o
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Standardised results® for Prince of Wales Hospital

Prince of Wales Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 4,473 patients

273 people who received outpatient services were sent a questionnaire; 40% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age

Prince of Wales Hospital

NSw % L e s
Health Status Poor / Fair . Good . Very Good / Excellent

Prince of Wales Hospital 48% o e
NSw 80% e e
Language spoken at home English . Non-English

Prince of Wales Hospital 78%

NSW 85%

o-19 | 20-59 [ eo+

Prince of Wales Hospital

-~

N

1.

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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Principal referral hospitals (A1)

South Eastern Sydney Local Health District



Principal referral hospitals (A1)

St George Hospital

South Eastern Sydney Local Health District

St George Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

St George Hospital

>
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o
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@
@
c
=
17

NSW

SECOND HIGHEST:  If you needed a visit with ANOTHER healthcare professional, was this arranged?

B no [T Yes

St George Hospital
NSW
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@
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c
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THIRD HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?
. No . Yes

St George Hospital

>
Q
c
o
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@
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c
=
@

NSW

St George Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

St George Hospital 29% 20%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

St George Hospital

>
Q
c
o
ps)
@
17}
c
=
@

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
St George Hospt I T
Now B e o
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St George Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

s
|7
| I

Patient ratings of care experiences that matter most*

Actual results? for St George Hospital Standardised results® for St George Hospital
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St George Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 4,463 patients

264 people who received outpatient services were sent a questionnaire; 45% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age

St George Hospital

o-19 | 20-59 [ eo+

NSw % L e s
Health Status Poor / Fair . Good . Very Good / Excellent

St George Hospital 31% e e
Nsw 80% e e
Language spoken at home English . Non-English

St George Hospital 80%

NSW 85%

-~

N

1.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/II

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

N
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Principal referral hospitals (A1)
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Major metropolitan hospitals (BM)

South Eastern Sydney Local Health District

Sutherland Hospital

Sutherland Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Were you asked about how your family or living situation affect your health?

. No . Yes

Sutherland Hospital
NSW

SECOND HIGHEST: Was a hand basin and/or alcohol hand wash available in the treatment area?

B no [T Yes

Sutherland Hospital
NSW

THIRD HIGHEST: Did you know who to call if you needed help after you left your appointment?
. No . Yes

Sutherland Hospital
NSW

Sutherland Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent
Actual Results
Sutheriand Hospita s
NSw e

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Sutherland Hospital
NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Sutherland Hospital 13% 48%
NSW

16% 42%
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Sutherland Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Sutherland Hospital

Patient ratings of care experiences that matter most*

Actual results? for Sutherland Hospital Standardised results® for Sutherland Hospital

o Courtesy of healthcare o
7ot o sew AR professionals |

Sutherland Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,148 patients
229 people who received outpatient services were sent a questionnaire; 43% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Sutheriand Hospital oo s e
NSw % L e s
Health Status Poor / Fair . Good . Very Good / Excellent

Sutherland Hospital we Lo e s
Nsw 80% e e
Language spoken at home English . Non-English

Sutherland Hospital 95%

NSW 85%

/Il

Major metropolitan hospitals (BM)

South Eastern Sydney Local Health District

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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Ungrouped acute - tertiary referral hospitals (A3)

South Eastern Sydney Local Health District

Sydney Hospital / Sydney Eye Hospital

Sydney Hospital / Sydney Eye Hospital: What patients rated highest about these outpatient services'

NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results
Sydney Hospital / Sydney Eye Hospital _
NSW s e

SECOND HIGHEST:  If you needed a visit with ANOTHER healthcare professional, was this arranged?

B no [T Yes

Actual Results
Sydney Hospital / Sydney Eye Hospital SIS ——
NSW e e

THIRD HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Sydney Hospital / Sydney Eye Hospital | 10% [ s
NSW 1 =

Sydney Hospital / Sydney Eye Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Sydney Hospital / Sydney Eye Hospital [ saa 22% 1o |4 6N
oW s o 2o [os BN
SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results
Sydney Hospital/ Sydney Eve Hospita! G
= - T S

THIRD LOWEST: Did you have to wait too long in the waiting room?

. Yes, definitely Yes, somewhat . No

Actual Results
Sydney Hosptal/ Sycney Eve Hospital | NNNHEEHN e
NSW oot 28% [ =
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Sydney Hospital / Sydney Eye Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

[9%
|6

| |

tertiary referral hospitals

. Sydney Hospital / .
oo 8% SN  sychey Eye Hospita le 5%

Patient ratings of care experiences that matter most*

Actual results? for Sydney Hospital / Sydney Eye Hospital

[ 9%
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Sydney Hospital / Sydney Eye Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 3,260 patients

267 people who received outpatient services were sent a questionnaire; 54% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age

Sydney Hospital / Sydney Eye Hospital ~ 5

NSw % L e s
Health Status Poor / Fair . Good . Very Good / Excellent

Sydney Hospital / Sydney Eye Hospital 32% e e
Nsw 80% e e
Language spoken at home English . Non-English

Sydney Hospital / Sydney Eye Hospital 7%

NSW 85%

o-19 | 20-59 [ eo+

Standardised results® for Sydney Hospital / Sydney Eye Hospital

Sydney Hospital / Sydney Eye Hospital

-~

N

1.

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)
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this report are those of the Bureau and no official
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the NSW Department of Health or any other
NSW statutory health corporation is intended
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Major metropolitan hospitals (BM)

South Western Sydney Local Health District

Bankstown / Lidcombe Hospital

Bankstown / Lidcombe Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Banketown / Lidcomoe Hosotal SR
o s e

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Benkcsionn /Ligcombe Hosptel (B 22 I
o o

THIRD HIGHEST: Did the healthcare professional listen to what you had to say?

. No Yes, somewhat . Yes, completely

Actual Results
Barkstown / Lidcombe Hospital e
NSW e s

Bankstown / Lidcombe Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good Very Good . Excellent

Actual Results
Bankstown / Lidcombe Hospital S 265% wo 48l
NSw D @ 181

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Barkstown / Ldcombe Hosoral
NSw S S

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good Very Good . Excellent

Actual Results

Bankstown / Lidcombe Hospital - 29% 39% 17%

0%
NSW B 16% 42% 27% 1%

Bankstown / Lidcombe Hospital was classified as a major metropolitan hospital in the Health Information Exchange during the
analysis phase of this report and is therefore presented as such in this document. Since then, this hospital has been confirmed
in the principal referral group of hospitals and this change will be reflected in future reports.
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Bankstown / Lidcombe Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Bl 13%
@ %
|7

2% 8% 8N sankstown/ Lidcombe Hospital [ 10% 34%
2% [8s% S vejor metvopoltan hospials  [7 - 28%

Patient ratings of care experiences that matter most*

Actual results? for Bankstown / Lidcombe Hospital

| 14%
@ 9%
H

Standardised results® for Bankstown / Lidcombe Hospital
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Bankstown / Lidcombe Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 3,378 patients

312 people who received outpatient services were sent a questionnaire; 30% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Bankstown / Lidcombe Hospital s e s
NSw o L s s
Health Status Poor / Fair . Good . Very Good / Excellent

Bankstown / Lidcombe Hospital 20% e e
NSw 80% T
Language spoken at home English . Non-English

Bankstown / Lidcombe Hospital 65%

NSW 85%

Bankstown / Lidcombe Hospital

-

1.

N

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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District group 1 hospitals (C1)

Bowral and District Hospital

South Western Sydney Local Health District

Bowral and District Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Were you asked about how your family or living situation affect your health?

. No . Yes

Actual Results

Bowral and District Hospital

NSW

SECOND HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Bowral and District Hospital

NSW (e

THIRD HIGHEST: Was the purpose of medicines explained in a way that you could understand?

. No Yes, somewhat . Yes, completely

Actual Results
Bowral and District Hospital .
NSW B o s

Bowral and District Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results
Bowral and District Hospital

NSW e e

SECOND LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Bowral and Distrit Hospita D o T
Nsw e o SN

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Bowral and Disict Hospita B e e
NSw B e e mmEm
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Bowral and District Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Bowral and District Hospital Standardised results® for Bowral and District Hospital

4 vee [ s NI  Competenessofoare 4 e a7 [E0RINNN
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Bowral and District Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 286 patients
93 people who received outpatient services were sent a questionnaire; 51% returned a completed questionnaire.
Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Bowral and District Hospita B, B BBnnpPp»L

NSW 10%

Health Status Poor / Fair . Good . Very Good / Excellent

Bowral and District Hospital a8% s e
NSw 30% e e
Language spoken at home English | Non-English

Bowral and District Hospital 100%

NSW 85%

/I

District group 1 hospitals (C1)

-

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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South Western Sydney Local Health District



District group 2 hospitals (C2)
South Western Sydney Local Health District

Camden Hospital
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Camden Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did you know who to call if you needed help after you left your appointment?
. No . Yes

Camden Hospital

NSW

SECOND HIGHEST: Were you asked about how your family or living situation affect your health?

B no [0 Yes

Camden Hospital

>
o}
24
c
o
20
@
1%}
c
=
17

NSW

THIRD HIGHEST: If you needed a visit with this healthcare professional, was this arranged?
. No . Yes

Camden Hospital

>
Q
c
o
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@
17}
c
=
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NSW

Camden Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Camden Hospital e e
= e 2o [Vew SN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?
B no [T Yes

Camden Hospital

g
c
5
)
@
1%}
=
=
@

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Camden Hospital I 5 29%

NSW

16% 42%
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Camden Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Camden Hospital Standardised results® for Camden Hospital

o Courtesy of healthcare o
6 1o% | 19%  [Ie2s professionals [ 1%

Camden Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 943 patients
258 people who received outpatient services were sent a questionnaire; 37% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Camden Hospital s s e
NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Camden Hospital we e e
NSW 30% e e
Language spoken at home English . Non-English

Camden Hospital 100%

NSW 85%

/I

District group 2 hospitals (C2)
South Western Sydney Local Health District

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Major metropolitan hospitals (BM)

South Western Sydney Local Health District

Campbelltown Hospital

Campbelltown Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

B Nno [T Yes

Actual Results

Campbelltown Hospital

NSW

SECOND HIGHEST: Was a hand basin and/or alcohol hand wash available in the treatment area?

B no [T Yes

Actual Results

Campbelltown Hospital

NSW

THIRD HIGHEST: Did you know who to call if you needed help after you left your appointment?

. No . Yes

Actual Results

Campbelltown Hospital

NSW

Campbelltown Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

Campbelltown Hospital

NSW

SECOND LOWEST: Availability of parking

I Poor Fair Good | | VeryGood [ Excellent

Actual Results
Gampbeltown Hospia e oo [ iow IS
NS s 2o o SN
THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Gampbeliown Hospta B o e
NSw B e N
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Campbelltown Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

fo%
@ o
|7

Patient ratings of care experiences that matter most*

Actual results? for Campbelltown Hospital Standardised results® for Campbelltown Hospital

|11%
EED

o0 [EHITTEEEEE & covveeressoere fa0 o [ESEIN I
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9 Courtesy of healthcare .

Campbelltown Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 3,623 patients

316 people who received outpatient services were sent a questionnaire; 32% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age

o-19 | 20-59 [ eo+

Campbeltown Hospifta 2 L e

NSW

Health Status Poor / Fair . Good . Very Good / Excellent

Campbelitown Hospital 22% oz EGE——

NSW 30%

Language spoken at home English . Non-English
Campbelltown Hospital 84%
NSW 85%

-~

N

1.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/II

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.
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Major metropolitan hospitals (BM)
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Major metropolitan hospitals (BM)

South Western Sydney Local Health District

Fairfield Hospital

Fairfield Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Fairfield Hospital

NSW 12%

SECOND HIGHEST: Were you asked about how your family or living situation affect your health?

B no [T Yes

Actual Results

Fairfield Hospital
NSW

THIRD HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Fairfield Hospital

NSW

Fairfield Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Faifild Hospit e s BT
Nsw T 2o ok EN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Fairfield Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Fairfield Hospital 20% 40%

NSW 16% 42%
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Fairfield Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Bs
@ 9%
1

35% o s 2% Fairfield Hospital e 2o%
2% [85% S weior metropoltan hospitats  [17 - 28%

Patient ratings of care experiences that matter most*

Actual results? for Fairfield Hospital Standardised results® for Fairfield Hospital

l5
B s
flo%

o Courtesy of healthcare B
g% o SR professionals B

Fairfield Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 4,034 patients

306 people who received outpatient services were sent a questionnaire; 33% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Fairfield Hospital oo e s
NSw % e e
Health Status Poor / Fair . Good . Very Good / Excellent

Fairfield Hospital 26% e e
NSW 30% e e
Language spoken at home English . Non-English

Fairfield Hospital 55%

NSW 85%

-~

N

1.

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/I‘

N
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Liverpool Hospital

South Western Sydney Local Health District

Principal referral hospitals (A1)

Liverpool Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Liverpool Hospital 3

NSW B

SECOND HIGHEST: Was a hand basin and/or alcohol hand wash available in the treatment area?

B no [0 Yes

Actual Results

Liverpool Hospital

NSW

THIRD HIGHEST: Did healthcare staff wash or clean their hands before providing care for you?

. No, never Yes, sometimes . Yes, always

Actual Results

Liverpool Hospital 9%

New guge——————————

Liverpool Hospital: \What patients rated lowest about these outpatient service'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Liverpool Hospital

26% 19%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Liverpool Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Liverpool Hospital 22% 40%

NSW 16% 42%
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Liverpool Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

B o
|7
1

Patient ratings of care experiences that matter most*

Actual results? for Liverpool Hospital Standardised results® for Liverpool Hospital

.7
B
| B
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Liverpool Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 10,565 patients

329 people who received outpatient services were sent a questionnaire; 34% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Liverpool Hospital co e e
NSW % L e s
Health Status Poor / Fair . Good . Very Good / Excellent

Liverpool Hospital 3% s e
Nsw 80% e e
Language spoken at home English . Non-English

Liverpool Hospital 64%

NSW 85%

-~

N

1.

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/I|

N
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The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
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Principal referral hospitals (A1)

St Vincent’s Health Network

St Vincent’s Hospital, Darlinghurst

St Vincent’s Hospital, Darlinghurst: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

St Vincent’s Hospital, Darlinghurst 5

NSW

1%

SECOND HIGHEST:  If you needed a visit with ANOTHER healthcare professional, was this arranged?

B Nno [T Yes

Actual Results

St Vincent’s Hospital, Darlinghurst
NSW

THIRD HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

St Vincent’s Hospital, Darlinghurst

NSW

St Vincent’s Hospital, Darlinghurst: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
St Vincent’s Hospital, Darlinghurst % 32% 1% % |
= s o e [os BN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

St Vincent’s Hospital, Darlinghurst

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
St Vincent's Hospital, Darlinghurst | 1% 39% s e
Now B e o
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St Vincent’s Hospital, Darlinghurst: Patient experiences with outpatient services

NSW Health Patient Survey, February 2010

Key to patient ratings: | Poor Fair Good

Overall patient ratings of outpatient services

Actual results?

fe oo [ s DINNSSENN SUTome ot
Darlinghurst

Patient ratings of care experiences that matter most*

Actual results? for St Vincent’s Hospital, Darlinghurst

Is e om  EEEN

Completeness of care

o Courtesy of healthcare
e so% S professionals

. Very Good

. Excellent

Standardised results®

Io o |
lo = o EOENN
17 2 o S

Standardised results® for St Vincent's Hospital, Darlinghurst
|4 18%

Is  23%

| e e G

St Vincent’s Hospital, Darlinghurst: Patients who used these outpatient services

NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 4,871 patients

269 people who received outpatient services were sent a questionnaire; 38% returned a completed questionnaire.

Characteristics of patients who completed the survey?

[ 20-59

Age 0-19

St Vincent’s Hospital, Darlinghurst
NSW 10%

Health Status Poor/Fair | Good

St Vincent’s Hospital, Darlinghurst 36%

NSW 30%

Language spoken at home English | Non-English

St Vincent’s Hospital, Darlinghurst

NSW 85%

7 eo0+

. Very Good / Excellent

95%

-

self-reported health status and language spoken at home.

Note:
Source:

N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.
All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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Sydney Children’s Hospital

Paediatric specialist hospitals (A2)

Sydney Children’s Hospitals Network

Sydney Children’s Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Was the purpose of medicines explained in a way that you could understand?

. No Yes, somewhat . Yes, completely

Actual Results
Sydney Chicren's Hospital e
NS B o

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely
Sydney Childrens Hospitl oo
NSW 1~

THIRD HIGHEST: Were you told why you needed tests in a way you could understand?

. No Yes, somewhat . Yes, completely

Actual Results
Sycihey Chidren's Hospial 1 - I
NSW B e I sE——

Sydney Children’s Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

Sydney Children’s Hospital
NSW

SECOND LOWEST:  Availability of parking

. Poor Fair Good . Very Good . Excellent
Sydney Ghicren's Hospital IE 2 ER
Now s o o [o6 BN
THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Sydney Children’s Hospital I 12% 50% _
NSw B e B
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Sydney Children’s Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Sydney Children’s Hospital Standardised results® for Sydney Children’s Hospital

o Courtesy of healthcare o

Sydney Children’s Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 2,554 patients
274 people who received outpatient services were sent a questionnaire; 40% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Sydney Children’s Hospital 93% -

NSW o [ st S

Health Status Poor / Fair . Good . Very Good / Excellent

Sydney Children’s Hospital e [ e T
NSw i s e

Language spoken at home English . Non-English

Sydney Children’s Hospital 89%

e
s e
4 N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.
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Paediatric specialist hospitals (A2)

Sydney Children’s Hospitals Network

The Children’s Hospital at Westmead

The Children’s Hospital at Westmead: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

The Ghien's HosptalatWestmead | 5% S
o 1o

SECOND HIGHEST: Did the healthcare professional listen to what you had to say?

. No Yes, somewhat . Yes, completely

Actual Results

The Grien's HosptalatWestmead | 10% - I
NS guegg———————————————

THIRD HIGHEST: Did you have the chance to explain the reasons for your visit to healthcare staff?

. No Yes, somewhat . Yes, completely

Actual Results

The Gricen's HosptalatWestmeed | 9% I
- gy

The Children’s Hospital at Westmead: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results
The Chidren's Hospital at Westmead |G s
NSW s e

SECOND LOWEST:  Availability of parking

I Poor Fair Good | | VeryGood [l Excellent

Actual Results
The Children’s Hospital at Westmead [N 26% 35% Con% 80
N o o e S

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent
The Children’s Hospital at Westmead . 15% 42% _
Now B % mEem
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The Children’s Hospital at Westmead: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

® The Children’s Hospital ®
I+ 2 [ e SN ot Weetmend Is 2%

Patient ratings of care experiences that matter most*

Actual results® for The Children’s Hospital at Westmead Standardised results®for The Children’s Hospital at Westmead

o Courtesy of healthcare o
% 2en [NSEETNT professionals | R

The Children’s Hospital at Westmead

The Children’s Hospital at Westmead: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 4,716 patients
342 people who received outpatient services were sent a questionnaire; 40% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+
The Children’s Hospital at Westmead 86% _
NSW e s e

Health Status Poor / Fair . Good . Very Good / Excellent

The Children's Hospital at Westmead we o e e
NSW 80% e e
Language spoken at home English . Non-English

The Children’s Hospital at Westmead 82%

NSW 85%

/II

Paediatric specialist hospitals (A2)

Sydney Children’s Hospitals Network

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)
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About the Bureau

The Bureau of Health Information provides

the community, healthcare professionals and
the NSW Parliament with timely, accurate and
comparable information on the performance

of the NSW public health system in ways that
enhance the system’s accountability and inform
efforts to increase its beneficial impact on the
health and wellbeing of the people of NSW.

The Bureau is an independent, board-governed
statutory health corporation. The conclusions in
this report are those of the Bureau and no official
endorsement by the NSW Minister for Health,
the NSW Department of Health or any other
NSW statutory health corporation is intended

or should be inferred.
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Fax: +061 2 8644 2119
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Chatswood
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Major metropolitan hospitals (BM)

Sydney Local Health District

Canterbury Hospital

Canterbury Hospital: \What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Canterbury Hospital

NSW B

SECOND HIGHEST: Were you told why you needed tests in a way you could understand?

. No Yes, somewhat . Yes, completely

Actual Results
Canterbury Hospitl s e
NSW B e s

THIRD HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No rYes

Actual Results

Canterbury Hospital

NSW

Canterbury Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Canterbury Hospital I > o e
NSw s s (e SN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Canterbury Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Canterbury Hospital 24% 1%

NSW 16% 42%
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Canterbury Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall

patient ratings of outpatient services

Actual results? Standardised results®

Bl 3%
@ %
|7

Patient

Actual results? for Canterbury Hospital

|9%
Bl 5%
R

so% 3% [N Canterbury Hospital [l 9% 32%
2% [8s% S vejor metropolitan hospials [17 - 28%

ratings of care experiences that matter most*

Standardised results® for Canterbury Hospital

o Courtesy of healthcare B
2% a2 professionals 3

Canterbury Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 3,916 patients

317 people who received outpatient services were sent a questionnaire; 30% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age

Canterbury Hospital

NSw % L s s
Health Status Poor/Fair . Good . Very Good/Excellent

Canterbury Hospital 26% e e
Nsw 80% T
Language spoken at home English . Non-English

Canterbury Hospital 52%

NSW 85%

019 | 20-59 [ eo+

Canterbury Hospital

-~

1.

N

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/I‘

N

PERFORMANCE PROFILES: Outpatient services in NSW public hospitals August 2011 www.bhi.nsw.gov.au

Major metropolitan hospitals (BM)

Sydney Local Health District



Principal referral hospitals (A1)

Sydney Local Health District

Concord Hospital

Concord Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Concord Hospital 3

NSW

12%

SECOND HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

B no [T Yes

Actual Results

Concord Hospital

NSW

THIRD HIGHEST: Did someone tell you how you would find out the results of your tests?

. No . Yes

Actual Results

Concord Hospital

NSW

Concord Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Concord Hospital 25% 33%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B Nno [ Yes

Actual Results

Concord Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Concord Hospital (= BT
NSw B e S
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Concord Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Concord Hospital Standardised results® for Concord Hospital

o Courtesy of healthcare o
I7 se% © so AR professionals o ro%

Concord Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 13,215 patients
3383 people who received outpatient services were sent a questionnaire; 44% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age 0-19 | 20-59 [ 60+

Concord Hospital

NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Concord Hospital 30% e e
NSw 30% e e
Language spoken at home English . Non-English

Concord Hospital 68%

NSW 85%

/I|

Principal referral hospitals (Al)

Sydney Local Health District

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Principal referral hospitals (A1)

Sydney Local Health District

Royal Prince Alfred Hospital

Royal Prince Alfred Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?
. No . Yes

Royal Prince Alfred Hospital

>
o}
o
c
o
psj
@
@
c
=
@

NSW

SECOND HIGHEST: Did someone tell you how you would find out the results of your tests?

B no [T Yes

Actual Results

Royal Prince Alfred Hospital
NSW

THIRD HIGHEST: Did someone tell you when you would find out the results of your tests?
. No . Yes

Royal Prince Alfred Hospital

>
o}
=
c
o
20
@
@
c
=
@

NSW

Royal Prince Alfred Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Royal Prince Alfred Hospital s 32% 24% A |
= s e ek EN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Royal Prince Alfred Hospital

z
Q
c
o
ps)
@
@
<
@

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Royal Prince Alfred Hospital | 15% 42% _
NSw B e B
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Royal Prince Alfred Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Is
|7
| I

Patient ratings of care experiences that matter most*

Actual results? for Royal Prince Alfred Hospital

ls
[s

o Courtesy of healthcare o
No te% s SR professionals B e

Standardised results® for Royal Prince Alfred Hospital

Royal Prince Alfred Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 12,514 patients

336 people who received outpatient services were sent a questionnaire; 39% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age

Royal Prince Alfred Hospital

NSw % L e s
Health Status Poor / Fair . Good . Very Good / Excellent

Royal Prince Alfred Hospital 27% s e
NSw 80% e e
Language spoken at home English . Non-English

Royal Prince Alfred Hospital 84%

NSW 85%

o-19 | 20-59 [ eo+

-~

N

1.

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/II

N
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Principal referral hospitals (A1)

Sydney Local Health District



Principal referral hospitals (A1)

Sydney Local Health District

RPAH Institute of Rheumatology and Orthopaedics

RPAH Institute of Rheumatology and Orthopaedics: \What patients rated highest about these outpatient services'

NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

B Nno [T Yes

Actual Results
o rneamatolooy e
and Orthopaedics
NSW T

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results
S otuie o Fheumatciogy | o s ——
and Orthopaedics ?
o 1o

THIRD HIGHEST: If you needed a visit with ANOTHER healthcare professional, was this arranged?

. No . Yes

Actual Results
oo TS
and Orthopaedics
NSW e e

RPAH Institute of Rheumatology and Orthopaedics: \What patients rated lowest about these outpatient services'

NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent
RPAH | Rh | Actual Results
ot SR i i
and Orthopaedics 8% 15% -
Nsw I e o SN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Actual Results

RPAH Institute of Rheumatology
and Orthopaedics

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent
RPAH | Rh | Actual Results
e i o 2% o
and Orthopaedics I 2% 4%
NoW B e T
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RPAH Institute of Rheumatology and Orthopaedics: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

RPAH Institute of
0 0y
B 2w 0w NSEN . matology and Orthopsedics 1O 25%

Patient ratings of care experiences that matter most*

Actual results? for RPAH Institute of Rheumatology and Orthopaedics Standardised results® for RPAH Institute of Rheumatology and Orthopaedics

o Courtesy of healthcare o
o e [0 e NS professionals s 2w

RPAH Institute of Rheumatology and Orthopaedics

RPAH Institute of Rheumatology and Orthopaedics: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,954 patients
306 people who received outpatient services were sent a questionnaire; 45% returned a completed questionnaire.
Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

RPAH Institute of
Rheumatology and Orthopaedics

~

NSW % L e s
Health Status Poor / Fair . Good . Very Good / Excellent

e of 20% e e
Rheumatology and Orthopaedics

NSw 80% T
Language spoken at home English . Non-English

RPAH Institute of
Rheumatology and Orthopaedics

NSW 85%

-

87%

|

Principal referral hospitals (A1)

Sydney Local Health District

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)
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About the Bureau

The Bureau of Health Information provides

the community, healthcare professionals and
the NSW Parliament with timely, accurate and
comparable information on the performance

of the NSW public health system in ways that
enhance the system’s accountability and inform
efforts to increase its beneficial impact on the
health and wellbeing of the people of NSW.

The Bureau is an independent, board-governed
statutory health corporation. The conclusions in
this report are those of the Bureau and no official
endorsement by the NSW Minister for Health,
the NSW Department of Health or any other
NSW statutory health corporation is intended

or should be inferred.
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To contact the Bureau

Telephone: +61 2 8644 2100
Fax: +061 2 8644 2119

Email: enquiries@bhi.nsw.gov.au
Postal address:

PO Box 1770

Chatswood
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Australia
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District group 1 hospitals (C1)

Western NSW Local Health Network

Bathurst Base Hospital

Bathurst Base Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?

. No . Yes

Actual Results

Bathurst Base Hospital

NSW

SECOND HIGHEST: Did you know who to call if you needed help after you left your appointment?

B no [T Yes

Actual Results

Bathurst Base Hospital

NSW

THIRD HIGHEST: Was the purpose of medicines explained in a way that you could understand?

. No Yes, somewhat . Yes, completely

Actual Results

Bathurst Base Hospital 1%

NSW

19%

Bathurst Base Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

. No . Yes

Bathurst Base Hospital

NSW

>
Q
c
o
ps)
@
17}
c
=
@

SECOND LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Bathurst Base Hospital % 31% 34% Cos% [ 10%
Nsw e o [Ve SN
THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Bathurst Base Hospita I
NSw B e e
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Bathurst Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Patient ratings of care experiences that matter most*

Actual results? for Bathurst Base Hospital Standardised results® for Bathurst Base Hospital

Bls 20w o [SI6LL Comeletenessofeare e 2s%  sew  [IT80%
7oten a0 SR Teamwork Is 2z s [NSSRI
o Courtesy of healthcare o

Bathurst Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 978 patients
229 people who received outpatient services were sent a questionnaire; 31% returned a completed questionnaire.

Characteristics of patients who completed the survey?
Age o-19 | 20-59 [ eo+

Bathurst Base Hospital 27% e e T
NSW O .

Health Status Poor / Fair . Good . Very Good / Excellent

Batfurst Base Hospital e e EE——
NSW e e e

Language spoken at home English . Non-English

Bathurst Base Hospital 100% |

NSW 85% _
4 N

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

. /
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District group 1 hospitals (C1)
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Major non-metropolitan hospitals (BNM)

Western NSW Local Health District

Dubbo Base Hospital

Dubbo Base Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?

. No . Yes

Actual Results

Dubbo Base Hospital

NSW

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Dubbo Base Hospital Boo%

NSW | AL

THIRD HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

. No . Yes

Actual Results

Dubbo Base Hospital

NSW

Dubbo Base Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Dubbo Base Hospital 25% 30%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Dubbo Base Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Dubbo Base Hospital 23% 35%

NSW 16% 42%
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Dubbo Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor . Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

fow 2e6 os% [NSORNNN  MeerroEoeot o fe o osow o esk 2NN
hospitals

Patient ratings of care experiences that matter most*

Actual results? for Dubbo Base Hospital Standardised results? for Dubbo Base Hospital

Completeness of care - 36%
Teamwork - 35%

Courtesy of healthcare
professionals - 28%

Bls 23%

Dubbo Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,211 patients
338 people who received outpatient services were sent a questionnaire; 32% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Dubbo Base Hospital we L s s
NSW % e e
Health Status Poor / Fair . Good . Very Good / Excellent

Dubbo Base Hospital 25% e e
NSw 30% e e
Language spoken at home English . Non-English

Dubbo Base Hospital 99%

NSW 85%

/I_

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Major non-metropolitan hospitals (BNM)

Western NSW Local Health District

Orange Base Hospital

Orange Base Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Were you asked about how your family or living situation affect your health?

B no [0 Yes

Actual Results

Orange Base Hospital

NSW

SECOND HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Orange Base Hospital 13%

NSW | AL

THIRD HIGHEST: Was the purpose of medicines explained in a way that you could understand?

. No Yes, somewhat . Yes, completely

Actual Results
Orange Base Hospital B o s
= B oo

Orange Base Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results

Orange Base Hospital 25% 24%

NSW 26% 24%

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Orange Base Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Orenge Base Hospita . v pEM
Now B e e
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Orange Base Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor . Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

do% e [ es% NSSEIN  OmngeBaserospta 6 25%
o Major non-metropolitan

foe 2o ssw [NSO%IN hospitals fe  so%

Bz % 0 e NS New South Wales 7 o

Patient ratings of care experiences that matter most*

Actual results? for Orange Base Hospital Standardised results® for Orange Base Hospital

5 Courtesy of healthcare o
LR professionals E

Orange Base Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,534 patients
325 people who received outpatient services were sent a questionnaire; 28% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+
Orange Base Hospita 20% e s
NSW O .

Health Status Poor / Fair . Good . Very Good / Excellent

Orange Base Hospital 22% s [ s
NSw 30% e e
Language spoken at home English . Non-English

Orange Base Hospital 98%

NSW 85%

/I-

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N

PERFORMANCE PROFILES: Outpatient services in NSW public hospitals August 2011 www.bhi.nsw.gov.au




Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)
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Major metropolitan hospitals (BM)

Western Sydney Local Health District

Auburn Hospital

Auburn Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Were you asked about how your family or living situation affect your health?

. No . Yes

Actual Results

Auburn Hospital
NSW

SECOND HIGHEST: Were you told why you needed tests in a way you could understand?

. No Yes, somewhat . Yes, completely

Actual Results

Auburn Hospital . 9%

NSW 16%

THIRD HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?

. No . Yes

Actual Results

Auburn Hospital

NSW

Auburn Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Auburn Hospital
NSW

SECOND LOWEST:  Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Aubum Hospitl I s
NS s 2o o SN
THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results
Adbum Hospitl L IR BT
NSw B e e
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Auburn Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

B 1%
B 9%
|7

41% o oos%  [2i% | Auburn Hospital [s 30%
2% [85% S weior metopoltan hospitats [ 28%

Patient ratings of care experiences that matter most*

Actual results? for Auburn Hospital Standardised results® for Auburn Hospital

l 9%
@ 10%
[8] 10%

o Courtesy of healthcare o
os% s SR professionals =

Auburn Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 1,538 patients

319 people who received outpatient services were sent a questionnaire; 28% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age

Auburn Hospital

NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Auburn Hospital o e s
NSw 80% I
Language spoken at home English . Non-English

Auburn Hospital 3% e
NSW 85%

o-19 | 20-59 [ eo+

-~

1.

N

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/I
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Major metropolitan hospitals (BM)

Western Sydney Local Health District

Blacktown Hospital

Blacktown Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did someone explain how to take the new medications?

. No Yes, somewhat . Yes, completely

Actual Results

Blacktown Hospital

NSW B

SECOND HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

B no [T Yes

Actual Results

Blacktown Hospital

NSW

THIRD HIGHEST: Did the healthcare professional listen to what you had to say?

. No Yes, somewhat . Yes, completely

Actual Results

Blacktown Hospital 18%

NSW [ oe%

Blacktown Hospital: What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Blacktown Hospita I 2% (e
NS s THE N

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Blacktown Hospital

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Blacktown Hospital - 19% 40%

NSW 16% 42%
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Blacktown Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

@ 1%
@ %
|7

oo [ asn BT cecconntossa 8% o1

Patient ratings of care experiences that matter most*

Actual results? for Blacktown Hospital

la
8l 9%
4.

o Courtesy of healthcare o
ez a2 professionals L B

Standardised results® for Blacktown Hospital

Blacktown Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 4,143 patients

288 people who received outpatient services were sent a questionnaire; 32% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Blacktown Hospital o e e
NSw % e e
Health Status Poor / Fair . Good . Very Good / Excellent

Blacktown Hospital e e s
NSw 80% e e
Language spoken at home English . Non-English

Blacktown Hospital 7%

NSW 85%

-~

N

1.

Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.
Data weighted by age to reflect the population of all attendees during February 2010.

To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the

NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.
Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

/II

N
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District group 1 hospitals (C1)

Western Sydney Local Health District

Mount Druitt Hospital

Mount Druitt Hospital: What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat . Yes, completely

Actual Results

Mount Druitt Hospital 7

NSW 1%

SECOND HIGHEST: Was a hand basin and / or alcohol hand wash available in the treatment area?

B no [T Yes

Actual Results

Mount Druitt Hospital
NSW

THIRD HIGHEST: Did someone tell you when you would find out the results of your tests?

. No . Yes

Actual Results

Mount Druitt Hospital

NSW

Mount Druitt Hospital: \What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Mount Dnitt Hospial oo T
Nsw e 2o [Ve SN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [T Yes

Actual Results

Mount Druitt Hospital

NSW

THIRD LOWEST: Ease of understanding directions and signs inside and outside the Outpatient Clinic

. Poor Fair Good . Very Good . Excellent

Actual Results

Mount Druitt Hospital 8 34%

NSW 13% 36%

PERFORMANCE PROFILES: Outpatient services in NSW public hospitals August 2011 www.bhi.nsw.gov.au



Mount Druitt Hospital: Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

Key to patient ratings: . Poor Fair Good . Very Good . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

Mount Druitt Hospital

Patient ratings of care experiences that matter most*

Actual results? for Mount Druitt Hospital Standardised results® for Mount Druitt Hospital

5 Courtesy of healthcare o
| e EESER T professionals | e

Mount Druitt Hospital: Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 959 patients
282 people who received outpatient services were sent a questionnaire;36% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Mount Druitt Hospital we L es e
NSw % L e e
Health Status Poor / Fair . Good . Very Good / Excellent

Mount Druitt Hospital 26% e e
NSw 30% e e
Language spoken at home English . Non-English

Mount Druitt Hospital 78%

NSW 85%

/II

District group 1 hospitals (C1)

Western Sydney Local Health District

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Principal referral hospitals (A1)

Western Sydney Local Health District

Westmead Hospital (all units)

Westmead Hospital (all units): What patients rated highest about these outpatient services'
NSW Health Patient Survey, February 2010

HIGHEST: If you needed a visit with this healthcare professional, was this arranged?

B Nno [0 Yes

Actual Results

Westmead Hospital (all units)

NSW

SECOND HIGHEST: Were you asked about how your family or living situation affect your health?

.No

Actual Results

. Yes

Westmead Hospital (all units)

NSW

THIRD HIGHEST: Did the healthcare professional treat you with respect and dignity?

. No Yes, somewhat

. Yes, completely

Actual Results

Westmead Hospital (all units) 9%

NSW 1%

Westmead Hospital (all units): What patients rated lowest about these outpatient services'
NSW Health Patient Survey, February 2010

LOWEST: Availability of parking

. Poor Fair Good . Very Good . Excellent

Actual Results
Westmead Hosptal (el e e % s B0
NSW e an o BN

SECOND LOWEST: If your appointment didn’t start on time, were you given a reason for the delay?

B no [0 Yes

Actual Results

Westmead Hospital (all units)

NSW

THIRD LOWEST: Keeping noise levels to a minimum

. Poor Fair Good . Very Good . Excellent

Actual Results

Westmead Hospital (all units) 21% 46%

NSW 16% 42%
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Westmead Hospital (all units): Patient experiences with outpatient services
NSW Health Patient Survey, February 2010

. Poor Fair Good . Very Good

Key to patient ratings: . Excellent

Overall patient ratings of outpatient services

Actual results? Standardised results®

I 10% 31% _ Westmead Hospital (all units) I 8% 31%

Patient ratings of care experiences that matter most*

Actual results? for Westmead Hospital (all units) Standardised results® for Westmead Hospital (all units)

o Courtesy of healthcare o
Is sow e SRR professionals =

Westmead Hospital (all units): Patients who used these outpatient services
NSW Health Patient Survey, February 2010

Outpatient attendances during February 2010: 14,977 patients
339 people who received outpatient services were sent a questionnaire; 36% returned a completed questionnaire.

Characteristics of patients who completed the survey?

Age o-19 | 20-59 [ eo+

Westmead Hospital (all units)

NSw % e s
Health Status Poor / Fair . Good . Very Good / Excellent

Westmead Hospita l urs e s
NSW 30% e e
Language spoken at home English . Non-English

Westmead Hospital (all units) 80%

NSW 85%

/II

Principal referral hospitals (A1)

Western Sydney Local Health District

-~

1. Highest and lowest ratings of care are based upon a quality scale which incorporates all response options for a question.
Additional detail can be found in the Bureau’s Technical Supplement: Measures of patient experience in NSW outpatient services.

2. Data weighted by age to reflect the population of all attendees during February 2010.

3. To account for differences between hospitals in the types of patients served, values were standardised for age,
self-reported health status and language spoken at home.

4. Care experiences that matter most are based on analysis of all respondents to the Outpatient Care module of the
NSW Health Patient Survey 2010, excluding those who attended a sexual health clinic or did not rate their overall care.

Note: All percentages rounded to whole numbers and therefore percentages may not add to 100%.

Source: Patient experience data from the Outpatient Care module of the NSW Health Patient Survey 2010.

N

N
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Download our reports

The report, Patient Care Experiences:
Outpatient services in NSW public hospitals,
August 2011 and related documents are
available at www.bhi.nsw.gov.au

The suite of products includes:

e Main report

e Performance Profiles (reports for
54 hospitals and NSW as a whole)

e Technical Supplement (research
methods and statistical analyses)
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of the NSW public health system in ways that
enhance the system’s accountability and inform
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health and wellbeing of the people of NSW.

The Bureau is an independent, board-governed
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this report are those of the Bureau and no official
endorsement by the NSW Minister for Health,
the NSW Department of Health or any other
NSW statutory health corporation is intended

or should be inferred.
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