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‘Hospital Inspections — Led by Patients’

This document reports the results of the web-based Consultation Survey ‘Hospital Inspections — Led by Patients’
which sought views on key aspects of the hospital environment among patients and patient representatives. The
project is part of the TEAM initiative (Together Everyone Achieves More: Practical Partnership for Quality Care)
funded by the DH’s Voluntary Sector Investment Programme: Innovation, Excellence and Strategic
Development Fund.

This project constituted one part of the patient engagement activity during the design stage of the new patient-led
inspections process under the direction of Dr Liz Jones (Head of Patient Environment, Department of Health). Other
aspects included a Workshop for 15 representatives of third sector organisations (TSOs) and Local Involvement
Networks (LINks) on April 20" in Richmond House, London, which has been previously reported. A Parliamentary
event is being planned, Chaired by Earl Howe which will further engage the TSO representatives and LINks taking
part in the activities. Regular consultations with DH’s Strategic Partners’ Group supplements the work.

Survey content

The questions were devised by a Department of Health team led by Dr Liz Jones. In setting the questions, the team
drew on the outputs of the Richmond House Workshop and consultations with the Strategic Partners’ Group. The
survey was developed into a Zoomerang format (http://www.zoomerang.com/) capable of being emailed to
potential respondents. The results of the consultation survey will be used by the Technical Working Group to inform
the later stages of development of the patient-led inspections questions and processes.

Consultees

The internet link to the consultation survey was emailed to a total of 95 TSOs, LINks and active patient
representatives. The target recipients were drawn from the TEAM database with the aim of covering a balanced
population. The personalised covering email included an explanation of the aims of the survey and how the
resulting data would be used. TSOs and LINks were asked to consider passing on the link and explanation to their
members, together with encouragement for active participation by eligible patients and patient representatives. No
limit was placed on the number of survey respondents per TSO.

Responses were monitored to ensure a reasonable level of participation among the target respondents (by group,
gender, age and ethnicity). New TSOs were sought or reminders sent out to the groups representing low numbers of
respondents.

Community care providers were encouraged to release staff time to assist service users in completing the surveys
where necessary. A Word document containing the questions was provided to facilitate this activity.

Following engagement with the National Children’s Bureau (NCB), the survey was adapted to allow children and
young people to participate in the survey. It is understood that this survey has been put on the YNCB website and
was mailed to NCB members at the end of June.

Inducement

No inducement to take part in the consultation survey was offered.

Confidentiality

The consultation survey was sent by the TSOs and LINks teams who chose to participate to members they wished to
alert. The survey did not ask who was responding and there was no means of identifying them. Data was calculated
and presented automatically by the zoomerang programme. This method ensured that responses remained
confidential. However, the survey asked whether and to which organisation/s each respondent belonged, as well as
aspects of personal detail, this being required to ensure that the responses were not biased towards, or took
insufficient account of, particular groups of patients.
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Reporting

The survey opened on ot May and interim results were reported to the Department of Health upon request on 15%
and 22" May and 1°' and 11" June. Final results are being reported in this document on 20" July 2012.

Participating TSOs, LINks and individual patient representatives will be thanked for their interest and participation
and emailed a short summary report.

The NCB survey will be analysed and reported separately.

Results

A total of 7975 ‘survey visits’ were made between ot May and 20" July. There were 3153 responses (2924 full
responses and 129 partial responses) by people who considered themselves eligible ie had been a patient within the
past two years (78%) or were a carer (33%). Forty-five percent of respondents had had experience of being in
hospital in the last year.

People who described themselves as ‘Older’ represented 47% of the responding cohort; 44% of respondents were
aged over 61 years. People aged less than 30 years made up 7% of the respondents. A large proportion categorised
themselves as belonging to a ‘Disease-specific ‘ group and analysis of the open-ended responses showed that a wide
range of conditions were reported, including: cancer, renal disease, Chrohn’s and colitis, ileostomy, coeliac disease,
Alzheimer’s, pemphigus, HIV, diabetes, MS, stroke, dementia, cardiac and ocular conditions. People with disability
represented 16% of respondents and people with mental health conditions 12%. People representing ethic minority
groups made up 3% of the respondents. Sixty four percent were women. Eighty-four percent were Caucasian,
although the majority of the 334 people using the open-ended question answered it in a way that indicated that they
also were Caucasian. Despite efforts to increase the number of responses from Asian and African people, the rate
remained below 5%.

The data in this report represent the combined ‘full’ and ‘partial’ responses. No filters have been applied. A
separate document (‘P-ll — Final report with charts, Mental Health) reports the results with a filter to select
responses from people who said they belonged to a ‘Mental Health’ group.

It is understood that the Department of Health is seeking clarity on the relative importance placed by the
respondents on different aspects of the hospital environment. The responses per question are given in the following
tables (number and percent of respondents) and graphs (percent of respondents per option.) Due to the length of
some of the questions, they appear cut off in the illustrations, however they are given in full in the tables. A
summary of the responses to open-ended ‘Other’ questions is also given.
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Section 1. The first three questions are about what makes a good hospital environment.
There are no right or wrong answers. All the things that are mentioned here are
indicators of a good service — we want to know which ones are most important to you.

Question 1.

All the following are important aspects of a clean hospital. Which aspects
matter most to you? Please select your top FIVE.

Options n %
The entrance to the building is clean 402 13%
The part of my ward where my bed is located is clean 1789 59%
The toilets or commodes | use are clean 2580 85%
The bathroom or shower | use (including any equipment) is 2152 719%
clean
The corridors and public areas are clean 349 12%
The treatment areas are clean 2217 73%
Any medical equipment | use (eg drip stand, heart monitor) is 2318 77%
clean
Any furniture | use (eg bed, chair) is clean 977 32%
| can see cleaners in action 396 13%
There are checklists in key areas showing when the area was 584 19%
last cleaned, and by whom
The equment‘ used to do the cleaning (eg buckets, floor 343 11%
scrubbers etc) is clean
Items that are frequently touched by a range of people (eg 863 289%
light switches, door handles, telephones) are clean ?

0% 20% 40% 60% 80% 100%

The entrance to the building is clean
The part of my ward where my bed is...
The toilets or commodes | use are...
The bathroom or shower | use...
The corridors and public areas are...
The treatment areas are clean
Any medical equipment | use (eg drip...
Any furniture | use (eg bed, chair} is...
| can see cleaners in action
There are checklists in key areas...
The equipment used to do the...

Items that are frequently touched by...
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All the following are important aspects of a good food service.

Question 2.

a) Food quality: Which aspects matter most to you?

Please select your top FIVE.

Options n %
| can orqer a diet that suits my personal needs and taste (eg 1185 39%
vegetarian, kosher)
| can order ? dlet. that meets my special medical or health 1373 46%
needs (eg diabetic, gluten-free)
| can order healthier options from the menu 1395 46%
My food tastes nice 2199 73%
There is a good choice of food at all meals 2037 68%
lam fa\ble to choose to have my main meal at lunch or in the 812 279%
evening
| can order a hot option for breakfast (eg porridge, eggs, 771 26%
beans on toast)
| can order toast for breakfast and at other times during the 473 16%
day
| can order food that | can eat easily, even in bed 1063 35%
| can have a hot drink whenever | want one 1606 53%
| have cold water available at all times 1981 66%

0% 10% 20% 30% 40% 50% 60% 70% 80%

| can order a diet that suits my...

| can order a diet that meets my...

| can order healthier options from the...
My food tastes nice

There is a good choice of food at all...

I am able to choose to have my main...

| can order a hot option for breakfast...

| can order toast for breakfast and at...

| can order food that | can eat easily,...

| can have a hot drink whenever I...

I have cold water available at all times
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Question 3.

b) Food service: Which aspects matter most to you?

Please select your top FIVE.

Options n %
| can eat at a separate dining area away from my bed 776 26%
The menu is clear and easy for me to understand 1294 43%
The food is well-presented 1721 57%
There is a choice of portion sizes 1241 41%
The food is sustainably-produced 540 18%
My food is at the right temperature (hot food is hot, cold is 2568 85%
cold)
| can get food when | want it, even outside mealtimes 858 29%
| can order fruit as a snack 1175 39%
| get the food | ordered 2068 69%
| can order my food on the same day | eat it (not the day 1260 42%
before)
| don't want my meals served too early - not before 7.30am 1299 43%
(breakfast), 12.30pm (lunch) and 6.00pm (evening meal) ?

0% 20% 40%

60% 80%  100%

| can eat at a separate dining area...
The menu is clear and easy for me to...
The food is well-presented
There is a choice of portion sizes
The food is sustainably-produced
My food is at the right temperature...
I can get food when | want it, even...

I can order fruit as a snack

| get the food | ordered
| can order my food on the same day...

I don't want my meals served too...
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Question 4.
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All the following are important aspects of privacy and dignity. Which
aspects matter most to you?
Please select your top FIVE.

NOTES: A WARD is a unit where all the patients are cared for by the same
nursing team. It may have several different bedrooms or bays and these
may contain up to six patients each. Each bay should contain only male or
female patients (not both) but there may be both male and female bays on
the same ward. A BAY is a sleeping area within a ward with up to six (or
occasionally more) beds. Each bay should contain only male or female
patients (not both) but there may be both male and female bays on the

same ward.
Options n %

I am in a WARD where all the patients are the same sex as me 988 33%
M isi ROOM or BAY wh Il th i h

y bed is in a ROOM or where all the patients are the 1839 61%
same sex as me
| have access to a toilet that is reserved for patients of the 1761 589%
same sex as me
There is a lock on the bathroom door 2133 71%
| have my own room 639 21%
| have my own en-suite bathroom/WC 753 25%
I cap use a bathroom (or shower room) that is reserved for 1249 41%
patients of the same sex as me
There are curtains round my bed that are long enough and do 1609 539%
not have gaps
A room is available for private conversations 960 32%
Prlva.te or personal information about me is not displayed 1607 539%
publicly
There is enough space between the beds 1324 44%

0% 10% 20% 30% 40% 50% 60% 70% 80%

lam in a WARD where all the patients...
My bed is in a ROOM or BAY where...

| have access to a toilet that is...

There is a lock on the bathroom door

I have my own room

| have my own en-suite bathroom/WC
I can use a bathroom (or shower...
There are curtains round my bed that...

A room is available for private...

Private or personal information about...

There is enough space between the..,
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Question 5.

All the following are important aspects of a hospital with good linen and
laundry services. Which aspects matter most to you?
Please select your top FIVE.

Options n %

My bed linen is clean and is changed regularly 2934 98%
| have as many comfortable pillows as | want 1837 61%
I hav? .as many blankets as | want, and they are in good 1383 46%
condition

The hospital towels | use are clean and in good condition 2362 79%
Any linen | use is well-maintained, not torn or shabby 1828 61%
The staff uniforms look clean and neat 1431 48%
| can tell what each person’s job is from their uniforms 1261 42%
Thecunamsgrogndthebedandatthevwndowsareckan 1495 50%
and well-maintained

The bed linen, curtains and other soft furnishings are well- 277 9%
matched and look good together 0

0% 20% 40% 60% 80% 100% 120%

My bed linen is clean and is changed...

I have as many comfortable pillows...

I have as many blankets as | want,...

The hospital towels | use are clean...

Any linen I use is well-maintained,...
The staff uniforms look clean and neat

I can tell what each person’s job is...

The curtains around the bed and at...

The bed linen, curtains and other soft...
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Question 6.

All the following are important aspects of a hospital with good access for
patients. Which aspects matter most to you?

Please select your top FIVE.

Options n %
Thec§rpaﬂqng|sﬂee,even|fn|snotascbsetothebundmg 1355 45%
as | might like
Thecarparhng|sconvementandeasytoﬂnd,evenlflhave 1113 379%
to pay for it
There are disabled parking bays 902 30%
ThergarecmarsgnsonthernmnroadsUJhdprneﬁndthe 854 289%
hospital
There are clear signs in the hospital grounds to help me find

. . 1757 58%
the right part of the hospital from the car park or bus stop
Tﬁerearecmarsgn5|nadethehospnaIU)hdprneﬂndthe 5333 77%
right ward or department
The war.ds and departments are clearly identified and look 1541 51%
welcoming
'I.'hejre are whfeelchalrs at the entrance for patients with 790 26%
limited mobility
Ther.e is plenty of seating, including rest points on long 903 30%
corridors
There is someone at the entrance to direct me to the right 1000 33%
ward or department
There is someone who will take me from the main entrance

. 189 6%
to the place | need to find
There are signs in the lifts to tell me which floor | need 1055 35%
There is a good public transport system to the hospital 1124 37%

0% 20% 40% 60%

80%  100%

The car parking is free, even ifit is...
The car parking is convenient and...
There are disabled parking bays
There are clear signs on the main...
There are clear signs in the hospital...
There are clear signs inside the...
The wards and departments are...
There are wheelchairs at the...
There is plenty of seating, including...
There is someone at the entrance to...
There is someone who will take me...
There are signs in the lifts to tell me...

There is a good publictransport...
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Question 7.

All the following are important aspects of a well-maintained ward. Which

aspects matter most to you?

Please select your top FIVE.

Options n %
The ward or department | am in is tidy and clutter-free 1758 59%
The entrance to the building is tidy and clutter-free 212 7%
The room | sleep in is quiet at night 2560 85%
The room | spend my day in is quiet 489 16%
My room is at the right temperature 1989 66%
My room has a window | can look out of 1337 45%
| can see nurses passing up and down the ward from my bed 891 30%
There is Wi-Fi access that | can use from the ward 733 24%
There .|s a teIephong that | can use whenever | want, for both 787 26%
incoming and outgoing calls
The nurses’ station is tidy and clutter-free 387 13%
The reception area is tidy and clutter-free 120 1%
| have a locker where | can store personal belongings securely | 2175 72%
:]'zsge is someone | can talk to about any special needs | may 1432 8%

0% 20% 40%  60%

80% 100%

The ward or department | amin is...
The entrance to the building is tidy...
The room | sleep inis quiet at night
The room | spend my day in is quiet

My room is at the right temperature
My room has a window | can look out...
| can see nurses passing up and down...

There is Wi-Fi access that | can use...

There is a telephone that | can use...

The nurses’ station is tidy and clutter-...
The reception area is tidy and clutter-...

| have a locker where | can store...
There is someone | can talk to about...
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Question 8.
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All the following are important aspects of a well-maintained building.

Which aspects matter most to you?
Please select your top FIVE.

Options n %
There is a good standard of décor inside the building 1523 50%
The building is attractively designed 357 12%
The grounds and gardens are well-maintained 1377 46%
The IF>U|Id|ng appears to be well-maintained and in good 9532 84%
repair
There is attractive artwork such as pictures, sculpture and 500 17%
garden features
There are; adequate public toilets in the communal parts of 2495 83%
the hospital
The grounds and buildings are free of litter 1745 58%
The grounds and buildings are free of graffiti 933 31%
The windows are clean and well-maintained 1533 51%
The building has the relevant adaptations and special 1881 629%
equipment for those with limited mobility and/or disability ?

0% 20% 40% 60% 80%  100%

There is a good standard of décor...
The building is attractively designed

The grounds and gardens are well-...

The building appears to be well-...

There is attractive artwork such as...

There are adequate public toilets in...
The grounds and buildings are free of...
The grounds and buildings are free of...

The windows are clean and well-...

The building has the relevant...
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Section 2. The next four questions ask about how we make the results of inspections

available to patients and the public.

Question 9.

The results of patient-led inspections will be made public. What would be
your preferred method for making information public? Please tick ALL that
apply.

Options n %
On my local hospital’s website 2447 81%
On a national website (eg Department of Health or Health
and Social Care Information Centre) 1797 60%
On the NHS Choices website 1636 54%
In my local newspaper 2056 68%
In the national newspapers 803 27%
On the local TV station 1252 41%
On national TV 599 20%
On local radio 1251 41%
On national radio 424 14%
Other, please specify 418 14%
0% 20% 40% 60% 80% 100%

On my local hospital’s website
Ona national website (eg...

Onthe NHS Choices website

In my local newspaper

In the national newspapers

Onthe local TV station

On national TV

Onlocal radio

On national radio

Other, please specify

Summary of main responses to the open-ended ‘Other’ option:

A variety of methods for publicising the patient-led inspections data were suggested, both by location and method:

LOCATION (approx. n)

METHOD (approx. n)

In hospital/wards/reception (100)

Email (84)

GP surgeries/health centres (61)

LINKs/ HealthWatch (24)

Shops/hairdressers/bus stops/places of worship (7)

Printed media/leaflets (24)

Open meetings (3)

Facebook/twitter/app/yahoo (22)

Pharmacies (2)

Expert TSOs (7)

Library/local authority offices and website (2)

CQC/Quiality Accounts/Dr Foster (4)

Constituency MP (1)

Post and telephone (3)
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National database (1)
Annual reports (1)
In confirmation of patient appointment (1)

Question 10.
If you wanted to find out about the standard of the environment in your
local hospital, how would you find out?
Please tick ALL that apply.
Option n %
| would search the internet (via a search engine such as 9295 76%
Google)
| would use the internet to go to a specific site that | already 1029 349%
know
| would ask my family or friends 1415 47%
| would ask someone who has been a patient in that hospital 2301 76%
| would ask someone who works in that hospital 1310 43%
| would ask my GP 1444 48%
| would ask my pharmacist 224 7%
Other, please specify 214 7%

Summary of main responses to the open-ended ‘Other’ option:
Responses are summarised in the table (approximate number). An interestingly high proportion of
respondents indicated that they would visit the hospital beforehand to carry out their own assessment.

| would go and look for myself (61) Local patient group (6)
PALS/LINks/HealthWatch/Patient Council (24) Expert TSO (2)
Local healthcare professional (21) PEAT Committee (2)
Internet (21) Facebook/twitter (1)
CQC (13) Constituency MP (1)
Printed media (10)
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Question 11.
What would you want to know about the standard of the environment in
your local hospital?

Please tick ALL that apply.

Option n %
How well it performed in relation to nationally defined 2146 79%
standards
How well it performed in relation to other hospitals 2090 70%
What the staff who work there felt about the hospital 2005 67%
What patients said when questioned in a survey 2527 84%
What patient inspectors found during their visit 2476 83%
Other, please specify 200 7%

0% 20%

40% 60% 80% 100%

How well it performed in relation to
nationally defined standards

How well it performed in relation to
other hospitals

What the staff who work there felt
about the hospital

What patients said when questioned in
asurvey

What patient inspectors found during
their visit

Other, please specify

Summary of main responses to the open-ended ‘Other’ option:
A wide range of topics were mentioned as being of interest regarding the standard of the environment:

Staff attitudes/abilities (25)

Cleanliness (5)

Views of patients/relatives/carers (22)

Comparative data, incl. international (4)

Clinical facilities/outcomes/mortality (23)

Financial issues (5)

Complaints/Actions Plans (19)

Adverse media reports (2)

LINK/CQC/Monitor/NHS Choices (16)

Keeping appointment times (2)

Infection rates/staff/improvement (14)

Confidentiality (1)

Improving/getting worse (11)

Efficient GP liaison (1)
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Chaplain available (1) Environmental concern (1)

Telephone enquiry efficiency (1)

Question 12.

The information that is collected in these inspections will be made
available at a very detailed level, so that people can do their own analysis
if they wish. But what level of detail would you want for your own

purposes?
Please tick ONE item only.
Option n %
| wouldn’t want any information 64 2%
An overall summary only 470 16%
A summary of each section (privacy and dignity, food,
ummary  section (privacy and dignity, | 1678 | 56%
cleanliness and maintenance) plus an overall rating
A detailed report on each section, including an analysis of the
| P | | uaing Al 567 19%
data
Very detailed information, including raw data 229 8%
0% 10% 20% 30% 40% 50% 60%

I wouldn’t want any information
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Section 3. Finally, it will be really helpful if you can give us some background on yourself.
This will enable us to ensure that we include a wide and representative population of

respondents.
Question 13.
Are you responding as a patient or as a carer of someone else?
n %
| have been a patient in the last year 1231 45%
| have been a patient in the past two years 892 33%
| am responding as a carer 803 29%
B | have been a patient in
the last year
B | have been a patient in
the past two years
mlam responding as a carer
Question 14.
To which group or type of organisation/s do you belong?
Option n %
Older people 1334 47%
Young people 310 11%
Disease-specific 592 21%
Disability 461 16%
Mental health 352 12%
Ethnic 83 3%
LINks 241 8%
National Voices 54 2%
Other, please specify 504 18%
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0% 10% 20%

30% 40% 50%

Older people
Young people
Disease-specific
Disability
Mental health
Ethnic

LINks

National Voices

Other, please specify

Summary of main responses to the open-ended ‘Other’ option:
Respondents belonged to a wide range of TSOs, including a number of groups not on the original list, thereby
extending the reach of the consultation survey more widely into the patient and patient representative population.

Question 15.

What gender are you?

Female

63%

Male

37%

HFemale

H Male
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Question 16.

Question 17.

What is your age range?

lam 15 - 30 years

7%

lam 31 - 45 years

16%

lam 46 - 60 years

33%

lam 61 - 75 years

36%

| am over 75 years

8%

0% 5% 10% 15% 20%

25%

30%  35% 40%

lam 15 - 30 years

lam 31-45years

lam 46 - 60 years

Iy

lam61l-75years

lam over 75 years

I

What is your ethnicity?

Option n %
Caucasian 2486 84%
Asian 105 4%
African 31 1%
Other, please specify 334 11%
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M Caucasian
M Asian
m African

H Other, please specify

Summary of main responses to the open-ended ‘Other’ option:

While a high number of respondents used this option, it was generally to specify ‘white British’ or ‘English’. This
question was included to determine whether efforts to encourage participation by Asian and African people were
necessary. While follow-up was undertaken, this resulted in only a marginal increase in response rate. Feedback
from The Black Health Initiative suggested that an emailed survey such as this is not the best way to engage African
and Afro-Caribbean people. In response, Dr Jones offered the TSO an opportunity to capture the views of these
ethnic groups in a face to face meeting.

Ends
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