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Auckland District Health Board
INPATIENT EXPERIENCE SURVEY 2019: Report No. 1

CHANGES TO 
THE ONLINE 
PORTAL

We are making 
changes to our online 
portal for reviewing 
survey results and 
will be launching our 
new look portal in late 
March. 

If you already have 
access we will be in 
touch with a new link; 
to get access to our 
new portal contact: 

Sarah Devine
SarahD@adhb.govt.nz

REPORT KEYS

Each graph in the 
report is colour coded. 
Green indicates 
where we are doing 
well, and gold and 
orange indicate where 
there is room for 
improvement.

YEAR ON YEAR 
DIFFERENCES
All information in this 
report is from  the 
2018 calendar year 
(01 January 2018- 31 
December 2018). 
The data has been 
compared with data 
from the same period 
in 2017 (01 January 
2017- 31 December 
2017). Any statistically 
significant differences 
(<p.05) are noted. 

FEEDBACK
If you have any 
questions about or 
feedback on patient 
experience, please 
contact:

Sarah Devine
SarahD@adhb.govt.nz
or
Jing Yin
jingy@adhb.govt.nz

DIMENSIONS

OVERALL RESULTS

HOW DO WE RATE?
(JAN 2018- DEC 2018)

We aim to have 90% of patients rating their overall care 
as either “very good” or “excellent.”

IN FOCUS
This report focuses on our performance on Communication and Information in 2018. While we 
continue to rate generally well in these areas we have not made improvements over the previous 
year. We know that these dimensions matter to patients, are important drivers of overall 
experience and are key components of enabling patients to make effective decisions for their 
own health and wellbeing.

Our patients give us a clear picture of the impact of effective communication combined with 
relevant and appropriate information; these are areas that all directorates can address.
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The dimensions of care are ordered according to what 
matters most to our inpatients.
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This month’s report looks at Communication and Information.

RESPONSE RATE

OVERALL CARE RATINGS JAN 2018- DEC 2018
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The response rate for the 
Inpatient Experience Survey 
averaged 25% in 2018.
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COMMUNICATION
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Nearly three-quarters of inpatients (73%) said allied health 
workers always talked to them in ways they could understand.

We asked inpatients if other members of their healthcare team, such as 
physiotherapists, radiographers, dietitians, or occupational therapists, 
talked to them about their condition and treatment in ways that made it 
easy for them to understand.

One in five inpatients (20%) said this happened sometimes.
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Other 
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TOP 5

Listen actively without 
interruption. Patients understand 
that staff are busy, and ask that 
we ensure any time spent with 
them is therefore focussed and 
free from distraction.
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Yes, always Yes, sometimes No

Doctors n=5629; Nurses n=4684; Admin staff n=3427. 

Almost eight out of 10 respondents said 
that doctors and nurses always gave them 
answers they could understand.
One in 5, or 20 percent of patients said that 
doctors, nurses and admin staff sometimes 
gave them answers they could understand.

We asked our inpatients if they got answers they could understand from 
Doctors, Nurses and Administration staff when they had important 
questions to ask.

ASKING IMPORTANT QUESTIONS 
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71%

20%
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Nearly one in 10 inpatients said 
administration staff never gave clear 
answers.

EXPLAINING CONDITION AND TREATMENT

AVERAGE RATING OVER LAST FOUR QUARTERS

Apr - Jun
2018

Jul - Sep
2018

Oct - Dec 
2018

Jan - March
2018

52%

COMMUNICATION MATTERS

of inpatients tell us that 
communication is one of the three 
things that matter most to their 
care and treatment.

COMMUNICATION  
RATINGS
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High (8-10) Moderate (5-7)
Poor (0-4) (n=3010)
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April 2017

PATIENTS ASK THAT STAFF...

8.3 8.2 8.3 8.4

Inpatients who say communcation matters most rate our communication highly. In 
2018 the average rating was 8.3 out of 10.

“The [staff] explained everything and were 
fast with treatment. They were all very very 
approachable and always willing to help 
and ask if we needed things. They explained 
everything in simple terms and our questions 
were answered without us feeling stupid.”

p

“The results of my treatment were explained to 
me straight after surgery, therefore, I was left 
unsure about what happened ... an effort should 
have been made to ensure I understood what 
had happened or that one of my family members 
were informed...” 

!

Rated oveRall caRe excellent

“The Dr spoke clearly and drew diagrams and 
answered all my questions.”

p

Rated oveRall caRe excellent

Rated oveRall caRe FaIR

Six percent of inpatients said that allied health workers did not 
explain things in ways they could understand.

Explain things clearly, using 
everyday language. Patients 
appreciate it when staff are able 
to tailor their communication 
towards the level of 
understanding the patient has 
about their condition.

Do their best to ensure that 
communication occurs between 
staff and teams, so that patients 
are given consistent information 
and do not have to continually 
repeat themselves.

There has been no significant change on any of these measures 
when compared with the same period in 2017.

There has been no change on this measure when compared with the same period in 2017.

n=3698 

Communicate respectfully with 
them, and each other. Patients 
tell us that staff who complain 
about or blame each other 
make them uncomfortable and 
undermine their confidence.

01 January 2018- 31 December 2018



INFORMATION
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n=5763 

We asked our inpatients how much information was given 
to them about their condition and treatment.

AMOUNT OF INFORMATION

AVERAGE RATING OVER LAST FOUR QUARTERS

Apr - Jun
2018

Jul - Sep
2018

Oct - Dec 
2018

Jan - March
2018

36%

INFORMATION MATTERS

of inpatients tell us that getting 
good information is one of the three 
things that matter most to their 
care and treatment.

INFORMATION  
RATINGS
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April 2017

Inpatients who say getting good information matters most rated our performance an 
average of 8.2 out of 10 in 2018.

“Excellent informative pamphlets with 
information, diagrams of affected body parts 
and follow up discussions with head nurses 
and surgeons as to operation procedures that 
would be necessary in my particular case.”

p

“Would of liked more info on the condition itself 
and aftercare process, especially any side effects 
with surgery, medicine etc....” 

!

Rated oveRall caRe excellent

“Although nursing staff were under pressure, 
they were all caring and respectful. Often 
checking on how I was coping, although there 
were delays waiting for doctors to come, they 
kept me informed so that I didn’t think they 
had forgotten me.” (E.D. patient)

p

Rated oveRall caRe excellent

Rated oveRall caRe PooR

PATIENTS ASK THAT STAFF...

Most inpatients (87%) said they got the right 
amount.

Just over one in ten (12%) said they weren’t 
given enough information.

87%

12%

Only 1% of patients (40 out of 5763 inpatients) 
said they were given too much information.

AMOUNT OF INFORMATION (ED)

We asked our inpatients who were admitted through 
the emergency department how much information they 
were given about their condition and treatment.

Nine out of 10 (90%) patients said they got the 
right amount of information whilst in ED.

Ten percent (10%) said they weren’t given 
enough information whilst in ED.

90%

10%

There has been no change on this measure when compared with the same 
period in 2017.

There has been no change on this measure when compared with the same 
period in 2017.

n=608

8.1 8.2
8.0

8.2

(n=2064)

Use diagrams or pictures 
as a discussion aid, 
particularly if patients 
appear to have trouble 
hearing or experience 
language difficulties.

Check for understanding, 
particularly if information 
is given at a time when the 
patient may not comprehend 
what they are told (i.e. soon 
after surgery).

Keep them informed as 
to what is happening 
next with their care and 
treatment, including time 
frames. Patients particularly 
appreciate being told about 
delays in a timely manner.

Give clear information 
about their diagnosis 
and treatment, including 
expected recovery time 
and any do’s and dont’s 
during the recovery period.

Ensure they leave with
good discharge information
which includes danger signals 
to watch out for and a person 
to contact if they have any 
concerns.

Provide all the information 
they need for their 
prescribed medications, 
including timing, side effects 
and where to get their 
prescription filled.

01 January 2018- 31 December 2018
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THE EXPERIENCE OF DIFFERENT POPULATIONS

Communication

ETHNICITY 

AVERAGE SCORE
“Sometimes felt there was no 
coordination between departments. 
Doctor would say one thing and nurse 
would say something else. Always felt I 
was repeating myself.” 

!“Follow ups & morning consultations 
provided opportunities for Q&A 
where ALL medical staff were patient 
and forthcoming with information, 
explanations & daily updates. Found 
everyone very approachable & 
sincere in their communication which 
made us feel valued & cared for.” 

p

(MāoRI) Rated oveRall caRe excellent

(PaSIFIKa) Rated oveRall caRe Good

Maori 

Pasifika

Asian

NZ Euro

Other 

8.2

8.6

8.7

8.3

8.3

AGE

AVERAGE SCORE

0-17 

18-24*

25-44

45-64

65+ 

8.4

8.1

8.3

8.5

“I felt like I never knew who was my 
midwife on duty, didn’t ever see anyone 
unless I asked for help, didn’t know how 
the place works or what I should be doing 
or how long I would be staying.” 

!

“Absolutely outstanding 
communication, I was listened to, very 
clearly communicated the plan for what 
would happen from the onset.” 

p

(45-64) Rated oveRall caRe excellent

(18-24) Rated oveRall caRe Good

“Doctors explained well to patient 
and family. They also listened!” 

p

(65+) Rated oveRall caRe veRY Good

Information

(45-64) Rated oveRall caRe excellent

“Nurses were a-ma-zing... so caring 
and present to my son and his needs.” 

p

(0-17) Rated oveRall caRe excellent

“They talked clearly and slowly that 
made me understand.” 

p

(aSIan) Rated oveRall caRe excellent

ETHNICITY 

AVERAGE SCORE
“I didn’t get told what was wrong with 
me, or what was going to happen with 
regards to discharge. When I was waiting 
for treatment, I had no idea how long I 
would be waiting, and while there was 
a perfunctory “tell us if you get worse” 
I didn’t know what worse was, or how 
much worse I had to get before it would 
be worth trying to communicate.” 

!

(MāoRI) Rated oveRall caRe Good
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NZ Euro

Other 
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AVERAGE SCORE
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“We were discharged without being 
given the appropriate advice on how 
to manage my son’s issues ... and so 
consequently ended up back in A&E the 
following night.” 

!

(0-17) Rated oveRall caRe veRY Good

“Each person I saw told me what they 
were doing. Answered any questions 
I had. The printed info helped too so I 
could read about the operation at home.” 

p

(65+) Rated oveRall caRe excellent

“Information about my condition 
helped me make the right decision at 
the time with the help of staff.” 

p

(25-44) Rated oveRall caRe veRY Good

“It was explained in detail with a 
management plan to go with it.” 

p

(25-44) Rated oveRall caRe excellent

“All the medications prescribed were 
explained to me as to what they were, 
why they were needed and what they 
were doing for me.” 

p

(PaSIFIKa) Rated oveRall caRe excellent

“Medical staff explained everything clearly 
and in a very understandable way..” 

p

(aSIan) Rated oveRall caRe excellent

01 January 2018- 31 December 2018
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