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1 Executive summary

1.1 Survey details, sample size and response rate

The Emergency Department Patient Experience Survey 2013 was conducted by the
Government Statistician’s office on behalf of Queensland Health. The survey was
conducted using computer assisted telephone interviewing in August and September
2013. This is the second time this survey has been run in Queensland, the previous
time being in 2011.

A total of 10,626 interviews were completed of patients who visited the Emergency
Department of Queensland public hospitals in May and June 2013. The overall
response rate for the survey was 60%.

the 2011 survey. Hospitals have been grouped into four 'p
similar services to allow for valid comparisons between h
group (see Appendix B). The results of this survey will be

activity planning at the hospital and statewide levels.
be compared to the results from the previous surve

1.2 Headline survey results

1.2.1 Overall satisfaction

Seventy-four per cent of Emergency Deg
rated the care they received in the Em
good’, and 23% rated it as ‘Googd

tients in Queensland Hospitals
o[ cyepartment as ‘Excellent’ or ‘Very

or ‘Fair’).

1.2.2 Most favour

The following areas
highest proportion able ratings from Emergency Department patients in
Queensland. Se
responses.

Areas of mo 3
2

e 93% rated the cleanliness of toilets as ‘Very clean’ or ‘Fairly clean’

ourablepatient experience

ganliness of the Emergency Department as ‘Very clean’ or

or some of the staff introduce themselves

e 93% were not bothered or threatened by other patients/visitors
e 90% had confidence and trust in all or most of the doctors and nurses.
Areas of most unfavourable patient experience

e 85% did not see or receive information in the Emergency Department about
how to give feedback about the care they received

e 78% were not told the expected wait time to be examined
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e 72% were not told why they had to wait
e 61% were not given written information about their condition/treatment

e 50% were not told, were only told to some extent, or did not need information,
about side effects of new medications.

1.2.3 Patient experience compared with 2011

Queensland public hospital Emergency Department results from the 2013 survey
were compared with the 2011 survey results. The areas that had statistically
significantly more favourable and less favourable results than in 2011 are listed
below. See Appendix C for the favourable/unfavourable classification of responses.

Areas of improved performance
o Patient recall of triage process (70% vs 67%)
e Told expected wait time to be examined (22% vs 15%)

e Not ever worried about being forgotten (86% vs 84

e All or some staff introduced themselves

e Not bothered or threatened by patients/ rs f93% vs 91%)

e Given written/printed information ab ndition or treatment (39% vs 35%)

e Adequately advised when to re uakactivities (62% vs 58%)

o Danger signs of iliness/treatme equately explained (63% vs 57%).
Areas of reduced performangg

e Rating of care recei - 5

e Everything possible donexqgsgntrol pain (75% vs 78%).
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2 Introduction

The Emergency Department Patient Experience Survey 2013 was conducted by the
Government Statistician’s office on behalf of Queensland Health. The survey was
conducted using computer assisted telephone interviewing from July to September
2013.

This is the second time this survey has been run in Queensland, the previous time
being in 2011. Of the 35 hospitals that participated in the 2013 survey, 30 were also
included in the 2011 survey. See Appendix B for the hospitals that participated in
2011.

For each participating hospital, a random group of eligible patients who had attended
the Emergency Department during May or June 2013 was selected. For children's
hospitals, parents or guardians of children were interviewed on ,v Nild's behalf.

For more details on sampling and eligibility criteria, see Append

This report presents the findings from the 2013 survey of E
patients. Significance testing was performed to test for diff
2011 and all differences noted in this report are significan

ge

etween 2013 and
level (p<0.05).

Values are displayed on the graphs in Sections 3 to 16}
rounded to whole numbers. Due to these factors, the' $
may not always equal 100%.

egponses displayed

Only the relevant categories have been include culating the percentages used
for each graph, with responses such as ‘Didn’t and ‘Don’t know’ generally not
included. Please refer to Appendix C for ein n on the response
categories included and excluded from eac h.

More information on the methodology ig de Appendix A.

&
N
&
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3 Overall satisfaction

Overall satisfaction was measured with the single question: Overall, how would you
rate the care (you / your child) received in the Emergency Department (‘Excellent’;
‘Very good’; ‘Good’; ‘Fair’; ‘Poor’; or ‘Very poor)?

Excellent =Verygood Good = Fair =Poor mVery poor

Patients
State and peer groups Responding
Qld 2011 45 S 32 15 41 9,205
Qld 2013 42 31 17 | 6 | 10,615
PR&S 45 30 17 5 1 2,134
Lge 40 - 18 6 1 4,559
M&S 39 32 18 3,311
Child 50 - < 611

Individual hospitals

RCH 53 305
RBWH 47 3 41 308
PAH 48 N | 309
Rma 49 41 314
MCH 48 5 1 306
Rob 50 51 304
Maryb 46 B 305
Nmbr 48 18 | 304
Emld 49 17 N | 303
g Mky 44 16 5 ] 306
et cal 43 19 N | 305
g TPCH 42 17 4] 305
o Crns 46 16 S| 306
8 Bund 42 16 s 1l 306
©  Rdind 44 18 N | 305
§ TTH 48 17 S | 306
A MAH 40 15 7 1 310
18 4 307
17 N | 305
21 5 4 309
20 441 308
20 6 'l 308
23 7 1 309
16 8 61 305
18 7 4l 308
S 82 22 all 296
T 22 8 248
28 18 10 "N 306
T 21 7 141 274
28 19 6 40 304
IS 17 °o N 304
28 8 51 305
S 3 20 s 'l 307
Lgn 33 - 22 9 4] 298
Kroy 31 ] 20 9 4 307

Percentage (%)

The results for Queensland were significantly less favourable in 2013 than in 2011.
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4 Arrival at Emergency Department

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked the following questions:

1. What was the MAIN reason that you (went / took your child) to the Emergency
Department?

Do you remember taking part in the triage process?

3. Were you given enough privacy when discussing (your / your child's)
condition with the triage nurse?

4. How would you rate the courtesy of the Emergency Department receptionist?
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4.1 Main reason for attending Emergency Department

All patients or parents/guardians of patients were asked: What was the MAIN reason
that you (went / took your child) to the Emergency Department?*

You or somebody else decided that (you / your child) needed to go to an Emergency Dept

(You were / your child was) taken to the Emergency Dept by the Ambulance

You were told to (go / take your child) by the 13HEALTH hotline service or another health professional
(Your / your child's) doctor was not available or you were not aware of any other available service
You wanted a second opinion

It was free

Some other reason

Patients
Responding

State and peer groups

Qld 2011 41 9,198
Qld 2013 10,614
PR&S 2,131
Lge 4,560
M&S 54 18 3,312
Child 40 16 33 4 611
Individual hospitals
Principal Referral and Specialised Hospitals
Crns 35 32 306
GCH 40 24 296
Nmbr 33 38 23 302
PAH 37 38 22 309
RBWH 43 26 25 5 308
TPCH 34 28 5 304
a TTH 43 4 18 4 306
3 Large Hospitals
= Bund 49 12 8 304
o
o Cab 42 30 22 4 307
Y HBay 48 ) 16 11 310
Qo Ips 38 26 6 309
2 Lgn 46 28 22 4 297
he] 29 19 6 310
% 10 13 11 305
he] 18 14 8 306
o 13 11 15 275
w 20 23 9 308
S 30 21 6 305
% 18 22 10 305
o 24 24 5 304
T 29 17 8 305
27 21 6 310
14 22 10 308
13 10 13 249
27 19 10 305
11 10 11 306
15 15 10 302
24 15 7 305
12 11 16 305
18 18 14 308
26 10 12 307
12 16 10 313
14 11 10 304
Children's Hospitals
MC 37 18 34 6 306
RCH 47 11 29 8 4 305

Percentage (%)

! Note that the category "It was free" was added in 2013.
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4.2 Patient recall of triage process

All patients or parents/guardians of patients were asked: Do you remember taking
part in the triage process?

Yes
Don't know
No

m | did not discuss (my / my child's) condition with a triage nurse Patients

Respondin
State and peer groups P g

Qld 2011 67 4 23 5] 9,213
Qld 2013 8 | 10,626
PR&S 65 22 2,134
Lge 71 19 4,565
M&S 72 19 3,316
Child 79 611

Individual hospitals

82

81

81

80
78
s
76

3
3
15
16
17
17
73 5 17
75 20
74 17
74 16
4
7

305
275
305
310
306
305
303
305
314
310
249
304
305
306
308
307
309
306
305
305
310
305
298
308
308
306
308
308
306
306
304
309
306
306
296

20
21

» More favourablep»

=
(e¢)

69 4 17

N
B &

)
N
N
N

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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4.3 Sufficient privacy at triage

Patients or parents/guardians of patients who remembered taking part in the triage
process were asked: Were you given enough privacy when discussing (your / your
child's) condition with the triage nurse?

Qld 2011

Qld 2013

PR&S
Lge
M&S
Child

Bilo
Beaud
Maryb

Rma

Cap

PAH
Emld
HBay
QEIIl
TTH
Kroy
Gdstn
Mky
Rob
Nmbr
Rdind
Gym
Tmba
RBWH
Innsf
Rdclf
RCH
Cab

» More favourablep»

DOH-DL 13/14-023cumen vo. s

Yes, definitely Yes, to some extent mNo

State and peer groups
75

64

Individual hospitals

Percentage (%)

S@
%

Patients
Responding

6,247
7,455
1,376
3,215
2,367

497

193
208
216
234
201
187
238
241
205
205
210
210
209
225
184
231
218
210
212
213
232
252
202
225
197
191
206
182
220
204
245
178
222
204
245



4.4 Courtesy of Emergency Department receptionist

All patients or parents/guardians of patients were asked: How would you rate the
courtesy of the Emergency Department receptionist?

Excellent =Verygood Good = Fair mPoor mVery poor

Patients

State and peer groups Responding

Qld 2011 a1 I 19 A | 8,027
Qld 2013 42 33 18 9,275
PR&S 42 P VA | 1,775

Lge 40 Ly 19 51 4,034

M&S 41 [ R 18 s 2,899

Child 51 < T R VB | 567

Individual hospitals

RCH 61 | 282

Emld 54 14 249

TTH 46 245

Nmbr 45 || 250

PAH 46 1 | 250

Rma 48 51 292

Rob 48 5] 270

Maryb 44 17 4 273

MCH 46 15 4] 285

g RBWH 46 17 51 270
el Gym 44 14 51 288
g Beaud 44 18 4] 285
° HBay 41 16 [ ] 268
8 Innsf 40 19 [ | 265
o MAH 43 20 4 269
g Cap 45 23 | 276
A 19 a4l 271
15 7 W 264

25 | 189

17 51 272

23 51 255

18 | 77| | 276

22 | 282

17 9 1 262

20 A | 263

21 A | 266

19 6 266

19 5 4] 262

19 A | 265

21 ‘e 273

22 471 260

22 ‘sl 264

16 70l 257

22 51 240

20 10 W 271

Percentage (%)

DOH-DL 13/14-023cumen vo. 1



5 Waiting

Patients waiting in the Emergency Department want information about how long they
will have to wait, and why they are waiting. Providing this information demonstrates
respect and consideration for patients, carers and families. This information also
assists in setting expectations.

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked the following questions:

1. From the time you first arrived at the Emergency Department, how long did
(you / your child) wait before being examined by a doctor or nurse?

2. Were you told how long (you / your child) would have to wait to be examined?

3. Were you told why (you / your child) had to wait to be ex 7?2
4. At any point, did you ever feel worried that staff in the E ncy Department

had forgotten about (you / your child)? 2

DOH-DL 13/14-023cumen vo. s



5.1 Length of time waited before being examined by a doctor
or nurse
All patients or parents/guardians of patients were asked: From the time you first

arrived at the Emergency Department, how long did (you / your child) wait before
being examined by a doctor or nurse?

10 minutes or less w11 - 30 minutes
31 - 60 minutes 61 minutes - 2 hours
= More than 2 hours - 4 hours m More than 4 hours Patients
Responding
State and peer groups
Qld 2011 40 s 13 10 8 & 8,967
Qld 2013 42 26 13 10,394
PR&S 45 s 12 9 2,068
Lge 39 e 14 10 4,465
M&S 43 e 12 1 3,255
Child 40 24 17 1 606
Individual hospitals
RCH 53 | 304
Maryb 50 6 | 300
Rma 48 4 313
Emld 49 6 4] 300
RBWH 49 8 Ml 298
Crns 51 7 71 298
Nmbr 50 9 511 290
QEIl 44 7 L7 303
TPCH 46 7 51 295
A Bilo 43 9 1 244
o Mky 41 6 51 300
g cal 41 10 EEE 297
° Lgn 50 CEN | 287
& Beaud 42 9 40 305
©  Gdstn 46 12 61 303
o TTH 44 10 10 6 H 299
f Bund 38 16 12 1 296
Gym 45 s 14 9 7l 298
Cap 41 17 7 7 302
PAH 44 14 13 5 H 296
Rockn mzsn 11 117 8 W 304
HBay 37 e 15 12 6l 302
MAH 37 26 17 11 7 W 298
Kroy 44 mdg 14 11 s HA 303
Rdind 23 17 13 81 301
hae 13 11 9 & 296
s 12 10 10 W 301
I B 11 10 @ 300
22 12 6 9 W 293
22 19 16 8l 302
e 16 12 11 N 270
e 1. 8 [ 12 = 292
Innsf 40 mann 10 8 | 14 297
Rdclf 34 24 15 10 9 el 303
Ips 34 22 1. 13 12 | 304

Percentage (%)
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5.2 Told expected wait time to be examined

Patients or parents/guardians of patients who had to wait before being examined
were asked: Were you told how long (you / your child) would have to wait to be

examined?
Yes Information shown on a (TV) screen ®mNo .
Patients
Respondin
State and peer groups P 9
Qld 2011 15 6,684
Qld 2013 78 7,496
PR&S 21 1,404
Lge 20 3,304
M&S 24 2,377
Child 24 411
Individual hospitals l )
Kroy 32 4 = _ 216
Gdstn 28 i 216
Cal 28 o 206
MCH 26 oL 222
Rma 27 . 219
Cap 27 S N 231
Bilo 26 - A 189
MAH 26 — 234
TTH 26 194
A L /7 /7 ¢ \
HBay 25 233
G,) /N \ v /7 J )}
o Emld 25 211
(5 N N N
5 Mtlsa 24 215
o Innsf 23 214
> N N 2
8 Crns 22 L2 183
[J) QEIl 20 223
b VA A— A
=} Rdclf 20 228
E 0 NN
A Rob 21 AN 229
Nmbr 20 S 194
PAH 20 Sy 192
RBWH 20 s 209
GCH 19 ~ 223
217
209
219
189
220
230
207
208
192
222
221
227
223

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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5.3 Told reason for wait to be examined

Patients or parents/guardians of patients who had to wait before being examined
were asked: Were you told why (you / your child) had to wait to be examined?

Yes Information shown on a (TV) screen  ®No .
Patients
Respondin
State and peer groups P 9
Qld 2011 26 6,716
Qld 2013 72 7,561
PR&S 28 1,420
Lge 26 3,329
M&S 30 2,397
Child 35 415
Individual hospitals ‘,
Innsf 41 ) 221
\ ____/
MCH 39 222
7 A A —
Rma 39 223
L7 7 N
Nmbr 37 200
\ - 2~ ] }
Cal 36 208
— Z /7
Emid 35 213
A A N
PAH 34 197
. { \ /7 /7 \o 7/
Bilo 33 188
I A
Cap 33 227
A Cab 32 208
(] - — a S—a
e} MAH 31 235
m N\ N /7 ] ]
= TTH 29 195
> . —
o Kroy 28 219
> S S
© Rob 28 232
had 2 S N N
o GCH 26 @ 2L 218
o QEIl 26 232
E \ N /7 /7 ] ]
A Bund 26 _ 225
Crns 26 185
7z 1 ]
RBWH 26 216
7 A AR
Mtlsa 26 4. 214
N N/
Rockn 25 221
NN
Rdclf 26 233
N )
Wck 26 232
Gdstn 2 215
234
209
N Z 225
193
218
e 224
T 198
.| 227
L - . 221
- 207
& 226

Percentage (%)
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5.4 Patients ever worried they had been forgotten

Patients or parents/guardians of patients who had to wait before being examined
were asked: At any point, did you ever feel worried that staff in the Emergency
Department had forgotten about (you / your child)?

No mYes .
Patients
Responding
State and peer groups
Qld 2011 84 16 9,174
Qld 2013 86 14 10,610
PR&S 85 .15 | 2,132
Lge 86 14 4,560
M&S 88 12 ] 3,308
Child 85 610
Individual hospitals
Bilo 248
Emid [ 303
Maryb 304
Rma 311
Mky 8 | 306
Ips 10 | 309
Cal 10 | 305
RCH I 305
TPCH 11 305
:) Gym 11 ] 306
o  Gdstn 12 304
S  Bund 2 306
3 Rob iz 304
8 T : 12 306
©  Mtsa [ 13 ] 275
S  CHE 14 307
A RBWH 14 308
Rockn .14 | 306
Tmba .14 310
Innsf 14 308
Beaud 14 308
Rdind 14| 304
HBay [15 ] 310
Cab .16 | 308
PAH [ 16 | 309
Cap 18 305
Cms [ 16 | 305
Nmbr 16 304
mC [ ] 305
o 307
[ 310
18 303
[1s ] 298
Rdclf 19 | 303
GCH 21 295

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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6 Doctors and nurses

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked the following questions:

1. While you were in the Emergency Department, did a doctor or nurse explain
(your / your child's) condition and treatment in a way you could understand?

Did the doctors and nurses listen to what you had to say?
Did a doctor or nurse discuss these worries or fears with you?

. Did you have confidence and trust in the doctors and nurses examining and
treating (you / your child)?

5. Sometimes doctors and nurses might talk in front of a patient-as if they
weren't there. Did this happen to you?

DOH-DL 13/14-0%3come o.20



6.1 Condition and treatment explained in a way patients
understood

All patients or parents/guardians of patients were asked: While you were in the
Emergency Department, did a doctor or nurse explain (your / your child's) condition
and treatment in a way you could understand?

Yes, completely Yes, to some extent mNo . .
Patients (Don't (Didn't

Respondin kno need
State and peer groups ponding w) )

Qld 2011 77 17 A 8,455 (68)  (688)
Qld 2013 17 9,691 (43)  (892)
PR&S 77 18 H 1,957 (M (@v0)
Lge 77 17 B 4,190 (15)  (360)
M&S 77 17 H 19)  (318)
Child 88 10 12) (44)

Individual hospitals

) (23)

2 (21)

4 ) (30)

272 @ (29)

283 @) (22)

285 @ (22)

277 (3) (28)

[ | 286 (0) (20)

[ | 283 @) (21)

A ] 275 @ 32)

o) [ | 276 ) (30)

o ] 274 © (31
>

° 5 288 (0) (16)

S 6 241 © (34

o | 275 (1) (29)

§ [ - | 283 (1) (24)

A 5 274 1) (30)

[ | 212 @) (36)

| 290 1) (19)

(6] 275 ) (26)

| - | 285 1) (20)

5] 279 () (25)

] 276 (3 (31)

5] 292 (0) as)

= 284 (0) (25)

B 271 4 (29)

| | 289 (0) 19)

73 22 5] 276 ) (28)

77 14 N 283 %) (20)

76 16 [HEH 269 (1) (37)

76 15 el 278 (0) (20)

73 21 [ | 278 (3) (25)

72 22 [ ¢ | 279 (0) (26)

72 19 [HGH 276 %) (18)

70 22 En 278 2 (28)

Percentage (%)
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6.2 Doctors and nurses listened to patients

All patients or parents/guardians of patients were asked: Did the doctors and nurses
listen to what you had to say?

Yes, definitely Yes, to some extent ®No

Patients

Responding
State and peer groups

Qld 2011 84 13 N 9,160
Qld 2013 84 13 B 10,590
PR&S 84 13 N 2,123
Lge 84 13 B 4,547
M&S 84 13 W 3,310
Child 90 9 610

Individual hospitals

RCH 305
Rob 304
Innsf | 307
Maryb [ | 305
Rma [ | 313
MCH [ | 305
Cal [ | 305
Tmba [ | 309
Bund | 305

g RBWH [ ] 307

oS  Mtsa [ ] 275

S TPCH I 304

§ QEll ] 307

83 Rdclf [ | 300

o Mky B 306

<§> Gym [ | 306

A Crns [ | 302
Bilo [ ] 249
HBay = 306
Ips [ | 305
Emld [ | 303
PAH 5 308
TTH B 305
Rdind [ | 305
Cab [ | 308
Nmbr [ | 302
Kroy B 307
MAH || 309

= 305
[ | 307
[ | 304
|| 295
[ | 304
14 297
4] 306

Percentage (%)
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6.3 Doctor or nurse discussed patients' worries/fears about
conditions or treatments

Patients or parents/guardians of patients who had worries or fears about their / their
child's condition or treatment were asked: Did a doctor or nurse discuss these
worries or fears with you?

Yes, completely Yes, to some extent ®No .
Patients

Respondin
State and peer groups ponding

Qld 2011 51 29 20 | 2,335
Qld 2013 IE—— 31 2,675
PR&S 55 32 13 | 568
Lge 51 32 1,163
M&S 50 30 748
Child 63 31 196

Individual hospitals

112
84
81
80
67
76
91
65
72
79
56
8l
57
79
62

100
65
75
74
85
74
90
90
93
79
82
71
72
58
73
73
71
74
47
87

» More favourablep»
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6.4 Confidence and trust in doctors and nurses

All patients or parents/guardians of patients were asked: Did you have confidence
and trust in the doctors and nurses examining and treating (you / your child)?

All of them Most of them Only some of them  ®None of them .
Patients

Respondin
State and peer groups P 9

Qld 2011 71 19 8
Qld 2013 17
PR&S 74 17 8
Lge 72 17 9
M&S 73 15 10
Child 76 18

9,174
10,606
2,129
4,559
3,307
611

(&3]

Individual hospitals
305
306
314
305
308
303
304
309
304
303
309
308
305
275
303
305
310
305
308
304
305
305
306
307
304
249
309
310
295
304
298
305
305
306
305

> 3

~N N
3

N

-
a
%o

-

o o Yoo ®~No o

» More favourablep»
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6.5 Doctors and nurses talked in front of patients as if not
there

All patients or parents/guardians of patients were asked: Sometimes doctors and
nurses might talk in front of a patient as if they weren't there. Did this happen to you?

No Yes, to some extent ®Yes, definitely

Patients
Responding
State and peer groups

Qld 2011 82 11 9,063
Qld 2013 82 12 A 10,484
PR&S 81 13 Sl 2,096

Lge 82 12 [l 4,504

M&S 86 1 3,283

Child 81 601

Individual hospitals

89 313

88 || 305

89 4 302

89 4 305

86 12 B 302

86 1127 H 303

88 7 I 300

88 ¢ HEH 303

87 s el 302

A 84 13 W 245
=) 86 s Il 268
g 82 5 H 304
° 82 13 = 303
3 8 s Il 306
o 82 13 B 301
§ 8 @ 13 B 306
A 14 | 295
12 S 300

12 el 305

8 13 IR 304

3 10 [ 303

84 s HEl 301

80 15 Bl 299

80 16 = 301

82 12 [ 304

80 14 sH 302

79 16 [ -] 305
82 9 HEE 300
79 13 303
78 16 [ o 301
80 13 el 306
78 16 6| 294
80 12 S 301
78 13 e 290
78 13 302

Percentage (%)
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7 Care and treatment

Patient involvement in decisions about their care has multiple benefits. It encourages
patients to take greater responsibility for their own health, which may lead to reducing
risk factors and associated ill health. Patients involved in decisions about their care
are also likely to report higher overall satisfaction with their care.

Patients are better able to engage in decisions about their care when they are
provided with sufficient information.

Availability of staff to attend to patients when needed is essential for patients to
receive individualised care.

Patients aged 16 years or more, and parents/guardians of patients aged less than 16

years, were asked the following questions:

1.

10.

11.

Overall, did you feel (you were / your child was) treated
dignity while in the Emergency Department?

Overall, did you feel (you were / your child was) tre ith kindness and
understanding while in the Emergency Departmen

m nformation about
u?

While you were in the Emergency Departmen
(your / your child's) condition or treatment was(gi

Were (you / your child) given e
treated?

If (you / your child) nee
to help you?

Sometimes in a hosp
may say something quite
Department?

ember of staff may say one thing and another
rent. Did this happen to you in the Emergency

Were you inyojve uch as you wanted to be in decisions about (your /

your child'sy gare an tment?
How m taff treating and assessing (you / your child) introduced
themselves?

DOH-DL 13/14-023cumen vo.2



7.1 Treated with respect and dignity

All patients or parents/guardians of patients were asked: Overall, did you feel (you
were / your child was) treated with respect and dignity while in the Emergency
Department?

Yes, all of the time Yes, some of the time  ®mNo .
Patients

Respondin
State and peer groups ponding

Qld 2011 89 10 B 9,202
Qld 2013 10 N 10,622
PR&S 88 11 | 2,134
Lge 88 11 B 4,564
M&S 88 11 N 3,313
Child 94 611

Individual hospitals

305
306
308
305
305
303
306
304
305
306
308
309
305
305
310
313
306
309
306
304
310
307
248
275
310
308
305
306
306
298
305
308
307
296
305

» More favourablep»

Percentage (%)
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7.2 Treated with kindness and understanding

All patients or parents/guardians of patients were asked: Overall, did you feel (you
were / your child was) treated with kindness and understanding while in the
Emergency Department?

Yes, all of the time Yes, some of the time  ®mNo

Patients
Responding
State and peer groups
Qld 2011  Not asked in 2011
Qld 2013 12 1 10,623
PR&S 86 13 | 2,134
Lge 86 12 1 4,564
M&S 85 13 N 3,314
Child 93 611
Individual hospitals
RCH 305
Maryb 305
MKy 306
MCH 306
Rma 314
TPCH 305
Emld 302
Rob 304
RBWH 308
:) Tmba 310
o Ips 309
S innsf 308
3  cab 308
& Bund 306
o Bilo 249
=] Crns 306
f Nmbr 304
Gym 306
QEIl 308
HBay 310
Gdstn 305
TTH 306
Rdind 305
PAH 309
Cap 306
Mtisa 275
Cal 305
Lgn 298
Wc 305
Be 307
Roi 305
GCH 296
MAH 310
Rdclf 305
Kroy 307

Percentage (%)
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7.3 Amount of information about condition or treatment
provided

All patients or parents/guardians of patients were asked: While you were in the
Emergency Department, how much information about (your / your child's) condition
or treatment was given to you?

The right amount

Too much
Not enough
H | wasn't given any information about (my / my child's) condition or
treatment Patients (Don't
Responding know)

State and peer groups

Qld 2011 80 (111)

Qld 2013 (78)

PR&S 83 (16)

Lge 81 (39)

M&S 84 (23)

Child 89 (0)
Individual hospitals

(0)

(1)

b N 306 (0)

1 303 )

s & 302 1)

11 N 303 )

112 W 305 )

12 W 303 @

A 9 = 306 (0)

) 12 N 301 @)

CEU 12 W 307 (1)

S 11 & 306 ©)

S 10 = 305 @

3 11 &= 303 )

) 12 H 273 )

S 11 303 @)

= 14 W 303 @

A 11 = 308 )

15 N 303 (5)

82 14 HA 304 @)

81 13 H 306 2

82 11 el 305 ©)

81 14 B 303 )

80 16 H 302 4

80 15 B 301 @)

80 15 H 248 @)

82 o el 305 4)

80 14 SR 307 )

79 18 4] 298 (6)

79 15 sl 305 [€))

77 20 [ | 309 @

77 18 4 295 1)

78 14 Sl 304 3)

77 15 el 301 (5)

75 18 5] 297 €]

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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7.4 Understandable answers to patients' questions

Patients or parents/guardians of patients who asked questions about their / their
child's care and treatment were asked: Did you get answers that you could

understand?
Yes, definitely Yes, to some extent mNo .
Patients
Responding
State and peer groups
Qld 2011 78 17 [ - ] 6,603
Qld 2013 79 16 7,540
PR&S 79 17 = 1,504
Lge 78 17 | - | 3,216
M&S 79 17 [ ] 2,264
Child 88 556
Individual hospitals
RCH 277
MCH 2 1 279
Emld | 215
RBWH [ | 205
Mky 7 | 231
Maryb 13 B 210
Innsf 14 B 200
Cal 17 [ | 215
Rob 13 230
g Rma 14 W 219
= MAH 16 [ | 235
®  Beaud 18 B 196
=}
) Crns 13 B 216
3 wek 18 B 212
o Bund 20 [ | 210
o TTH 15 [ 225
=
A Ips 15 214
Gdstn 17 [ | 205
Mtlsa 13 5 209
PAH 16 = 215
TPCH 21 [ | 204
HBay 12 Il 196
Kroy 16 [ - | 197
QEll 15 6 222
Cab 18 B 214
Cap 17 6 220
Tmba 16 6 221
GCH 22 [ ] 225
19 = 170
N 23 [ | 214
R 18 el 218
Rdclf 18 | | 204
Gym 19 el 215
Rockn 22 el 208
Lgn 24 9 | 194

Percentage (%)

DOH-DL 13/14-023cumn no.s



7.5 Reasons patient did not ask questions about care and
treatment

Patients or parents/guardians of patients who didn't ask questions about their / their
child's care and treatment were asked: Was this because you didn't have any
questions, or for some other reason?

Did not have any questions
Too unwell to ask any questions
There wasn't enough time to ask questions

= Did not have an opportunity to ask questions Patients (Don't (Other

Respondin know) reason
State and peer groups P 9 ) )

Qld 2011 86 12 1 (63)

Qld 2013 87 | | (70)

PR&S 87 11 1 (16)

Lge 86 11 N (24)

M&S 89 8 (28)

Child 96 ¥
Individual hospitals

100 26 1) 1)

78 (0) (3)

81 (0) (©)]

7 (0) (0)

2 84 (0) [6)

| 83 (0) (1)

61 73 (0) (1)

| 80 (0) ()]

A 11 1l 98 @) 5)

o | 92 (0) (C)]

2 | 83 (1) (5)

5 | 87 (2) (1)

o | 78 (1) (1)

3 10 N 96 (0) @)

o | 84 (0) (1)

o 13 0 63 ® @)

= 90 ) &)

A I 7 © @

| 68 (0) (3)

| 71 (1) (0)

[ | 89 (0) (2

9 8 102 1) (5)

95 | 94 1) (0)

82 15 W 98 (0) )

93 Y | 82 (0) @)

81 16 | 82 (0) (0)

87 9 69 (0) )

84 12 7 84 (0) 1)

88 7 '@ 91 (0) (0)

94 5] 84 @) @)

94 (6! 26 (0) @

74 20 6 106 (0) ©)

87 s B 57 (0) 1)

84 10 el 82 (0) (1)

73 20 6l 100 (0) @)

Percentage (%)

DOH-DL 13/14-023cumn vo.:



7.6 Amount of information about condition or treatment
provided to family, carer, someone else

All patients or parents/guardians of patients were asked: How much information
about your condition or treatment was given to your family, carer or someone close to
you?

The right amount Too much mNot enough .
Patients (Don't

Respondin know,
State and peer groups p g )

Qld 2011  Not asked in 2011

Qd 2013 I e . 5,272 (80)

PR&S 87 12 | 1,195 17)
Lge 85 (34)
M&S 86 (29)
Child  Not asked for Child
Individual hospitals
Mky 159 ®)
TTH 170 %)
Rma 121 ©)
GCH 156 2
RBWH 154 (3)
Ips 199 3)
Innsf 163 (6)
Cab 12 | 186 @)
cal 12 | 165 (5)
Q, MAH [12 | 179 (1)
S Tmba [12 ] 166 3
o PAH [ 12 | 188 3)
§ Mtlsa 12 106 @
&  HBay 13 | 181 (5)
©  Maryb I3 137 (6)
§ Wck [ 154 (0)
A Kroy |13 | 147 ©)
Gdstn 14 154 )
crns [T1a ] 173 (1)
Nmbr [ 14 | 181 (3)
Bund 84 [ 15 | 188 @)
Rdind 85 [ 15 | 168 1)
Emld 85 [ 15 | 148 (@)
84 .16 141 ©)
84 [1e ] 132 (6)
83 [ 16 | 173 @)
83 .16 170 @
83 .18 161 ©)
83 [ a7 ] 176 ®)
83 [ ] 164 @)
81 YA 100 )
80 [ 19 ] 165 @
80 19 ] 147 ®

MCH  Not asked for Child
RCH  Not asked for Child
Percentage (%)
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7.7 Sufficient privacy during examination or treatment

All patients or parents/guardians of patients were asked: Were (you / your child)
given enough privacy when being examined or treated?

Yes, definitely Yes, to some extent ®No .
Patients

Respondin
State and peer groups P 9

Qld 2011 86
Qld 2013
PR&S
Lge 88
M&S 90
Child 90

[y
[N

9,183
10,598
2,128
4,555
3,304
611

©

©

for)
9]
=
© 0o (=}
mmEmml

Individual hospitals
Rma 313
Maryb 94 304
Beaud 93 307
Bilo 94 248
PAH 93 309

Cab 93 E ; 308
Cap 93 305

Emid 92

HBay 92

92

91

9

91

91

©
(o]
.

301
309
305
306
305
306
275
306
303
305
304
306
305
310
305
308
304
303
304
304
305
306
306
307
296
305
307
298

N WY NP

» More favourablep»

= -
Co©OR®®wO oo N~

®
®
=

o)

~

)
I.l.-...-.

~

©
I
5

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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7.8 Assistance from staff when needed

All patients or parents/guardians of patients were asked: If (you / your child) needed
attention, were you able to get a member of staff to help you?

Yes, a member of staff was always present or | could always get help when needed
Yes, sometimes

®No, | could not find a member of staff to help Patients

R di
State and peer groups esponaing

Qld 2011 69 26 7,361
Qld 2013 23 8,368
PR&S 71 24 1,744

Lge 73 23 3,625

0=
4
[4]
M&S 76 21 2,572
Child 75 2 427
Individual hospitals
1 251
241
2 219
240
14

232
230
188
254
236
237
234
225
252
254
262
247
250
246
239
231
208
248
252
248
246
238
240
212
248
236
240
256
232
245
251

» More favourablep»

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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7.9 Conflicting information provided by staff

All patients or parents/guardians of patients were asked: Sometimes in a hospital, a
member of staff may say one thing and another may say something quite different.
Did this happen to you in the Emergency Department?

No Yes, to some extent mYes, definitely Patient
atients

Respondin
State and peer groups ponding

Qld 2011 81
Qld 2013 82
PR&S 83
Lge 82
M&S 84
Child 83

=
o

9,110
10,540
2,117
4,523
3,296
604

=
o

=
o

© ©

Individual hospitals

<

300
307
303
307
312
301
300
304
307
304
303
305
302
301
302
305
302
249
273
302
305
304
303
306
302
302
307
308
307
305
304
303
305
296
294

D o
(SR
@

H
SN

2 0 ©
o B .
B a XeH
i
o
» O o o o

» More favourablep»
@ 0 ;n

=
I T O

[N
[

Percentage (%)
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7.10 Involved as much as desired in decisions about care and
treatment

All patients or parents/guardians of patients were asked: Were you involved as much
as you wanted to be in decisions about (your / your child's) care and treatment?

Yes, definitely Yes, to some extent ®No

Patients
Responding
State and peer groups
Qld 2011 77 16 ] 8,622
Qld 2013 79 15 | 6 | 9,959
PR&S 79 16 5 1,971

Lge 78 16 4,271
1

|
M&S 80 5 3,107
Child 85 610
Individual hospitals
RCH 85 1 305

Innsf 83 [ | 285

MCH 85 1) H 305

Emld 87 ] 283

PAH 84 11 B 279

Rma 82 14 302

RBWH 81 16 [ | 282
Beaud 81 14 283

Mky 81 15 288

A TTH 16 285

(]

el Bilo 14 B 238
g Ccab 12 Nl 287
° Cal 17 [ | 281
8 Wek 14 Bl 289
o Rob 14 Bl 282
§ Maryb 9 @ 16 || 292
A Ips 14 Bl 282
Crns 17 = 290

Bund 14 HEH 288

Rdclf 14 HEH 286

Gym 14 il 289

Cap 16 6 282

Kroy 17 [ - | 292

Tmba 13 El 283

HBay 13 el 281

Nmbr 17 6 277

Mtlsa 14  HEH 268

17 6 | 295

14 HEH 289

17 [ 274

20 [ | 284

18 el 283

20 [ ] 288

Lgn 17 [ 10 | 272
Rockn 24 [ ] 290

Percentage (%)
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7.11 How many staff introduced themselves

All patients or parents/guardians of patients were asked: How many of the staff
treating and assessing (you / your child) introduced themselves?

All of them Some of them Very few of them ®None i
Patients

Respondin
State and peer groups P 9

Qld 2011 71 21 6 8,931
Qld 2013 20 | 10,372
PR&S 74 22 41 2,083
Lge 74 19 5 0 4,453
M&S 72 20 c H 3,231
Child 77 605

Individual hospitals
303
307
295
300
302
300
299
302
299
243
299
296
295
292
302
300
303
298
297
300
269
300
300
293
296
297
304
303
295
301
298
288
302
296
298

» More favourablep»
(2003 BN NN N o IS
i----_i-—-.-uI

N~ 9 oo~

~
@
=
1)
COPN~N a0

)
S
)
©
~

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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8 Tests

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, who had tests during the Emergency Department visit, were asked the
following questions:

1. Did a member of staff explain why (you / your child) needed these tests in a
way you could understand?

2. Did a member of staff explain the results of the tests in a way you could
understand?

@
7
&
2
&
AD
&
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8.1 Reason for tests explained in understandable way

Patients or parents/guardians of patients who had tests during the Emergency
Department visit were asked: Did a member of staff explain why (you / your child)
needed these tests in a way you could understand?

Yes, completely Yes, to some extent mNo .
Patients (Don't
Responding know)
State and peer groups

Qld 2011 83 10 Il 5,864 (78)
Qld 2013 9 A 6,679 (55)
PR&S 85 9 H 1,596 a7)
Lge 83 10 Il 3,116 (22)
M&S 86 s el 1,695 (16)
Child 91 7 272 (0)

Individual hospitals

30 0)
142 0)
156 1)
109 0)
182 1)
224 4)
(1)

<
o Mo
3 » =
$SEZ3
88388
@
—
(3]
(2]

[ ] 161 1)

RBWH 87 s @A 222 [6)

$ Rma 90 4 A 134 1)
= TTH 88 s H 227 €))
S Nmbr 88 s H 230 1)
§ Gdstn 87 7 IR 163 ®)
3 Wek 88 6 el 165 ®3
o Rob 85 11 = 235 @)
§ Innsf : @ 10 B0 165 (0)
A Bund ; 9 5B 210 )
Tmba g el 216 (0)
MAH 9 A 226 (0)
Beaud ¢ HEH 159 (0)
TPCH 14 B 223 5)
Gym 84 o Il 177 )

Cab 85 s HEN 214 )

Cal 82 13 = 202 )

Cap 83 11 EH 117 @)

QEll 83 o HEH 240 (0)

GCH 83 s HEl 238 )

82 11 232 )

81 11 EH 234 (3)

81 11 HEH 195 @)

79 14 [l 232 (3)

79 13 [l 199 (3)

79 12 HEN 201 1)

81 10 S 149 (1)

Lgn 75 13 2 215 )

Percentage (%)
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8.2 Test results explained in understandable way

Patients or parents/guardians of patients who received test results before leaving the
Emergency Department were asked: Did a member of staff explain the results of the
tests in a way you could understand?

Yes, definitely Yes, to some extent mNo .
Patients (Don't

Respondin kno
State and peer groups ponding W)

Qld 2011 86 117 W 4,230 (15)
Qld 2013 12 N 4,897 (1)
PR&S 86 11 W 1,210 %)
Lge 86 12 N 2,326 (5)
M&S 86 12 I 1,141 )

Child 92 7 220 0)
Individual hospitals

95 5 68 ©)

93 7 114 0)

92 103 (0)

92 7 117 0)

93 94 (0)

| 161 (0)

| 141 (0)

| 106 (0)

70 1)

A I 154 ©)

el | 114 (0)

o ] 152 ©)
>

° 1 181 (0)

8 [ | 171 %)

o | 108 (0)

§ | 172 (0)

A [ | 134 (0)

[ | 102 (0)

| 191 1)

[ | 174 1)

[ | 164 (0)

[ | 160 (0)

| 105 (0)

I 94 @

[ | 165 (0)

[ | 166 (0)

[ | 172 (0)

[ ] 172 (0)

= 174 (0)

[ | 141 1)

(4] 190 (3)

[ | 138 (0)

[ | 157 1)

| 116 (0)

| 156 (0)

Percentage (%)
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9 Pain

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked the following questions:

1. Were (you / your child) in any pain while in the Emergency Department?

2. Do you think the Emergency Department staff did everything they could to
help control (your / your child's) pain?

@
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&
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9.1

In pain

All patients or parents/guardians of patients were asked: Were (you / your child) in
any pain while in the Emergency Department?

Qld 2011
Qld 2013
PR&S
Lge
M&S
Child

Crns
GCH
Nmbr
PAH
RBWH
TPCH
TTH

Bund
Cab
HBay

Hospitals ordered by peer group

Yes “No

State and peer groups

64
65
65
67
61

53

Individual hospitals

Principal Referral and Specialised Hospitals

Large Hospitals

Medium and Small Hospitals

61
63
69
63
63
66
70

68
66
67
62
70
67
65
62
65

63
57

47

1
37
34
3
32
34
33

e
2

Percentage (%)

DOH-DL 13/14-023cumen vo.

Patients
Responding

9,163
10,590
2,131
4,550
3,310
599

305
295
303
309
308
305
306

305
307
310
308
296
309
302
306
273
308
304
305
303
306
308

308
249
305
306
303
304
305
308
305
314
303

298
301



9.2 Everything possible done to control pain

Patients or parents/guardians of patients who were in pain while in the Emergency
Department were asked: Do you think the Emergency Department staff did
everything they could to help control (your / your child's) pain?

Yes, definitely Yes, to some extent mNo .
Patients

Respondin
State and peer groups ponding

Qld 2011 78 14
Qld 2013 15
PR&S 76 15
Lge 74 15
M&S 70 17
Child 83

5,817
6,558
1,332
2,968
1,936

322

Individual hospitals
175

190
81 200
206
147
206
189
193
221
188
200
200
181
182
177
183
195
190
203
186
179
166
186
213
197
180
192
188
138
192
170
206
186
186
167

(o]
©

-
©
=
o

]
[ee]
15

N ~
~N N
oaIy
B R R
-bl—‘l\)s

(o]
©
N
o

» More favourablep»

Percentage (%)

The results for Queensland were significantly less favourable in 2013 than in 2011.
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10 Environment and facilities

Violence and aggression in Emergency Departments can be a problem. Aggressive
behaviour is likely to have an impact on patients, family, carers, and staff.

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked the following questions:

1.
2.
3.

In your opinion, how clean was the Emergency Department?
How clean were the toilets in the Emergency Department?

Were (you / your child) able to get suitable food or drinks when you were in
the Emergency Department?

While you were in the Emergency Department, did you feelb
threatened by other patients or visitors?

othered or

2
\@@
@
Q=
A
Q=
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10.1 Cleanliness of Emergency Department

All patients or parents/guardians of patients were asked: In your opinion, how clean
was the Emergency Department?

Very clean Fairly clean Not very clean  ®mNot at all clean .
Patients

Respondin
State and peer groups P 9

Qld 2011 73 24 | 8,960
Qld 2013 22 | 10,386
PR&S 76 21 | 2,074
Lge 74 23 | 4,452
M&S 81 18 | 3,252
Child 66 32 | 608

Individual hospitals
| 305
299

299
| 300

303

310

303

300

296

298

297

| 246
296

| 300
301

| 303

| 303
305

| 298
| 300
\ 298

298
297
302
297
299
303
299
292
302
270
303
281
299
284

» More favourablep»

Em: =

Percentage (%)
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10.2 Cleanliness of toilets

All patients or parents/guardians of patients were asked: How clean were the toilets
in the Emergency Department?

Very clean Fairly clean Not very clean mNot at all clean

Patients
Responding
State and peer groups
Qld 2011 66 27 | 4,510
Qld 2013 T 26 | 4,908
PR&S 67 24 | 1,083
Lge 69 25 Y | 2,115
M&S 74 20 41 1,385
Child 50 42 71 325
Individual hospitals
Mky 4 113
Rma 115
Cap 8 Il 112
Beaud | 142
PAH 1 163
Bilo [ | 112
Wek | 128
MAH | 181
Emld | 107
g Bund l 166
o Maryb | 127
g TPCH 1 151
° HBay | 109
8 Rob | 149
o Cal 4] 124
o Innsf 5 | 159
=
A RBWH [ | 153
Cab 51 134
RCH 4 160
Nmbr 40 156
Tmba 10 133
Rdind | 149
Rockn 6 142
Gdstn L | 130
Rdclf LY | 148
s 1 142
70 20 s N 123
72 19 [ | 107
62 31 | 152
69 20 7 A 161
60 33 N | 141
63 28 7 164
63 28 8 i 133
46 s 1 165
34 16 9 | 157

Percentage (%)
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10.3 Availability of food and drink

All patients or parents/guardians of patients were asked: Were (you / your child) able
to get suitable food or drinks when you were in the Emergency Department?

Yes mNo .
Patients (Don't

R di ki
State and peer groups esponding now)

Qld 2011  Not asked in 2011

Qld 2013 76 24 4,112 (77)
PR&S 78 22 924 (21)
Lge 77 [ 23 | 1,755 (32)
M&S 72 28 1,159 17)
Child 70 [ 3 274 @

Individual hospitals

@
®)
@
®
®
(©)
@
@)
©)

¢ @

o)

©

5 @

o O

3 ol u7 @

o o 21 @

5 o B @

: T
T 7 O

131 0)
109 @)
110 0)
126 0)
107 1)
113 1)
123 @)
123 3)
113 1)
(2
108 @)
113 @)
115 3)

72 3)

98 @)

93 1)
132 @)

[y
[N
~

Percentage (%)
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10.4 Patients feeling bothered or threatened by
patients/visitors

All patients or parents/guardians of patients were asked: While you were in the
Emergency Department, did you feel bothered or threatened by other patients or

visitors?
No Yes, to some extent mYes, definitely patients
Responding
State and peer groups
Qld 2011 91 6 B 9,201
Qld 2013 s B 10,621
PR&S 91 [ | 2,134
Lge 93 4,564
M&S 97 3,313
Child 93 610
Individual hospitals
| 313
305
| 306
| 249
| 303
| 306
| 305
| 308
| 303
ﬁ | 308
o | 306
® | 308
>
S 4 307
& 4 305
o | 310
§ [ | 305
N 51 305
94 51 304
94 all 304
93 7 1 305
94 'y | 310
93 LN | 298
93 40 309
94 = 305
94 B 305
91 7 B 310
91 | 306
91 7R 305
91 6 306
91 7 R 275
89 | 308
90 5 309
89 6 306
88 s H 308
88 s 296

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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11 Leaving the Emergency Department - Delays

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked whether or not they were delayed for each of the following
reasons:

1. Equipment or aids, such as crutches
Medications
Someone to discharge (you / your child), e.g. the doctor

. Test results

. An ambulance or hospital transport

2
3
4
5. Letter for (your / your child’s) doctor
6
7. Other transport

8

Services after leaving hospital to be arranged, e.g. &s/follow up

©

Something else (please specify)

These questions were then combined into the followin or reporting:

N
Q§
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11.1 Patients delayed leaving Emergency Department

The questions in this topic were combined to indicate whether patients were delayed
for any reason once (their / their child's) medical care was finished and (they / their
child) were ready to leave the Emergency Department.

Not delayed mDelayed .
Patients

Respondin
State and peer groups ponding

Qld 2011  Not comparable
Qld 2013 4
PR&S 56
Lge 61
M&S 72
Child 67

w
[e¢]

7,901
1,381
3,380
2,646

494

Individual hospitals
246
199

Z N\
‘ 250

247

-,
256
AR
230

261
265
243
242
232
254
216
207
206
218
252
236
248
216
216
232
184
224
221
245
224
207
202
244
181
191
196
188

ull

» More favourablep»

I

Percentage (%)
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11.2 Reasons for delay in leaving Emergency Department

Patients and parents/guardians of patients who were delayed when leaving the
Emergency Department gave the following reasons for their delay.

PR&S lge M&S mcChild mQld

44
Someone to 44
discharge (them 38
their child
/ their child) 45
41
Letter for 28
(their / their 24
child's) doctor
Test results 20

1
N

NN

|| \‘\‘

Transport 18

19
Medications 20

Services after
leaving hospital
to be arranged

7
Equipment or \
aids

Something ¢fse

f
/e

0 5 10 15 20 25 30 35 40 45 50 55 60
Per cent

This graph shows the patients who reported each reason for delay, as a percentage of patients who reported any
delay. Since each patient was able to report more than one reason for their delay, percentages may not add up to
100%.
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12 Leaving the Emergency Department - Medications

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, who were prescribed new medications, were asked the following questions:

1. Did a member of staff explain to you how (you / your child) should take the
new medications?

2. Did a member of staff explain the purpose of the medications (you were / your
child was) to take at home in a way you could understand?

3. Did a member of staff tell you about medication side effects to watch for?

Note that questions in this topic were not asked of respondents who were admitted to
a ward or transferred to another hospital.

@
7
@
2
&
AD
&
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12.1 How to take new medications explained

Patients or parents/guardians of patients who were prescribed new medications were
asked: Did a member of staff explain to you how (you / your child) should take the
new medications?

Yes, completely
Yes, to some extent
No
= | did not need an explanation

Patients (Don't

R di k
State and peer groups esponding now)

Qld 2011 82 7 4 R 1,885 (12)

Qld 2013 6 1,784 (15)

PR&S 82 6 312 (5)

Lge 82 6 ' 5 (20)

M&S 79 6 8 1 (0)

Child 94 ] 88 (0)
Individual hospitals

95 [ | 44 (0)

95 49 (0)

92 [ | 59 )

91 44 (0)

91 [5] 42 (0)

90 [ | 37 (1)

85 10 44 (0)

89 5 & 71 (0)

A 87 4 56 1)

[3) 86 4" 8 42 (0)

= 83 \ o I 53 )

5 84 5 6 IEH 44 [€))

S 77 @ 20 ] 34 ©)

o 3 4 IOm 39 (1)

o 7 51 (0

S 7 | Bl 59 ()

= 12 4 60 @

A 6 | 0N 40 M

1 65 (0)

8 6 e 47 L

79 9 | el 63 (0)

77 13 Nl 38 1)

4 17 [ | 60 (0)

81 o HEl 53 1)

76 11 69 (0)

77 8 7 el 44 (0)

80 17 [ | 59 (0)

74 11 9 IEN 57 1)

78 7 s 56 [N

78 7 I 40 (0)

75 6 12 Im 49 (0)

77 15 ISl 43 (0)

75 5 ¢ INNISEN 45 1)

74 15 Sl 64 (0)

68 12 10 [ON 64 (0)

Percentage (%)
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12.2 Purpose of new medications explained

Patients or parents/guardians of patients who were prescribed new medications were
asked: Did a member of staff explain the purpose of the medications (you were / your
child was) to take at home in a way you could understand?

Yes, completely
Yes, to some extent
No
= | did not need an explanation

Patients (Don't

R di k
State and peer groups esponding now)

Qld 2011 83 7 7N 1,889 (8)

Qld 2013 (N 6 | 1,793 (6)

PR&S 85 6 316 @

Lge 86 6 4)

M&S 83 (6]

Child 91 88 (0)
Individual hospitals

54 (0)

65 (0)

42 (0)

44 (0)

51 (0)

44 (0)

59 (0)

71 (0)

5 56 [6)

$ 12 49 (0)

(56 6 H 40 (0)

5 s 'l 64 (0)

S 5 I 37 @

3 6 &= 41 1)

© 7 s 60 (0)

S = 61 ()

= 4 el 39 €

A 4 48 ©)

10 [ | 45 (0)

4 el 57 (0)

5 44 43 (0)

s  H 53 (0)

82 14 | 41 (0)

0 15 61 1)

84 5 5 50 44 (0)

85 4 Sl 39 (0)

83 7 el 44 (0)

80 9 4B 69 (0)

81 6 8 ISl 58 (0)

73 21 [ ] 34 (0)

75 15 | | 63 (0)

80 4 8 HEH 64 (0)

76 10 NN 46 (0)

74 4 g NN 58 (1)

70 11 [ G 49 ©)

Percentage (%)
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12.3 Told about side effects of new medications

Patients or parents/guardians of patients who were prescribed new medications were
asked: Did a member of staff tell you about medication side effects to watch for?

Yes, completely
Yes, to some extent
No
m | did not need this type of information

Patients (Don't

R di k
State and peer groups esponding now)

Qld 2011 44 9 26 20 | 1,852 (45)

Qld 2013 8 1,752 (47)

PR&S 50 9 20 21 311 (6)

Lge 50 8 22 765 (28)

M&S 48 6 23 (11)

Child 48 12 26 )
Individual hospitals

Bilo 70 50 12 40 (0)

Rob 55 16 17 41 [6)

Beaud 59 6 21 59 0)

RBWH 59 4.5 39 @

Rma 60 13 71 (0)

Lgn 58 11 42 (0)

Mky 56 8 59 (@)

TPCH 50 17 14| 39 2

A MAH 56 5 .16 | 52 (5)

© Gym 56 63 @)

% HBay 54 N 16 ] 42 @)

S Rockn 54 L2t ] 56 (1)

S MCH 51 @ 4 .14 | 43 1)

8 Innsf 55 0 22 51 2

v Emid 51 2 [ 63 @)

=) TTH 54 24 19| 46 )

= Cab 49 11 17 G 48 1)

A ccoH 48 20 T 38 @)

5 21 s 42 (3)

11 20 22 ] 58 )

11 30 13 | 51 (0)

5 31 [ 44 0)

15 20 a1 ] 46 0

12 22 21 66 (3)

5 17 IO 58 @)

7 21 [ 25 ] 52 2

10 22 s 59 0)

7 31 16 ] 56 @

15 30 [ 13 | 43 (1)

9 28 [ 22 ] 63 (1)

34 21 ] 42 (1)

13 22 [ 62 @

10 40 12 37 1)

5 35 2] 48 @

38 26 ] 33 (1)

Percentage (%)

50
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13 Leaving the Emergency Department - Information

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked the following questions:

1. Were you given enough information about how to manage (your / your child's)
care at home?

2. Before you left the Emergency Department, were you given any written or
printed information about (your / your child's) condition or treatment
(excluding letter for doctor)?

3. Did a member of staff tell you when (you / your child) could resume (your /
their) usual activities?

5. Did hospital staff tell you who to contact if you were
child's) condition or treatment after you left the Em n epartment?

Note that questions in this topic were not asked of respon whg were admitted to

a ward or transferred to another hospital. @
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13.1 Given enough information about how to manage care at
home

All patients or parents/guardians of patients were asked: Were you given enough
information about how to manage (your / your child's) care at home?

Yes, completely Yes, to some extent ®No .
Patients (Don't

Respondin know
State and peer groups P 9 )

Qld 2011  Not asked in 2011

Qld 2013 16 6,369 (25)

PR&S 72 19 9 | 1,113 (@)

Lge 72 16 [ 2,724 )

M&S 73 16 N 2,085 12)

Child 83 13 447 (0)
Individual hospitals

MCH 84 4 219 (0)

RCH 83 228 (0)

Rma 84 212 3)

Emld 81 1 194 (1)

Mky 79 191 (0)

Maryb 78 202 %)

Tmba 77 171 (0)

Bund 77 165 1)

Rob 77 11 ] 173 )

g RBWH 76 9| 168 (0)

el GCH 76 4 el 153 @

S  Rdnd 77 12 192 )

§ Crms 71 23 | 157 @)

3 Ips 73 18 el 144 )

o Wek 73 17 9 | 199 (0)

§ Gym @ 14 N 210 (0)

A PAH 7 19 9 | 158 6

Bilo 17 Sl 150 @

Mtlsa 14 EE 199 (0)

Innsf g 11 178 [€))

Nmbr 73 16 N 152 @)

TTH 71 17 [ ] 171 (0)

Cal 73 14 SN 179 )

Beaud 21 [ 10 | 191 (0)

Kroy 7 19 [ ] 177 1)

Rdclf 70 17 [ 13 | 172 ©)

Cab 72 12 174 (0)

HBay 67 22 T 173 (0)

68 18 [ 13 | 204 @)

. 67 22 12 | 200 (0)

TP 63 28 9 | 154 (0)

MAH 68 16 G 207 (0)

Rockn 66 20 14 ] 183 (0)

Gdstn 65 21 [ 14 ] 191 (@)

Lgn 64 19 a7 ] 178 @

Percentage (%)
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13.2 Given written/printed information about condition or
treatment

All patients or parents/guardians of patients were asked: Before you left the
Emergency Department, were you given any written or printed information about
(your / your child's) condition or treatment (excluding letter for doctor)?

Yes mNo .
Patients (Don't

Respondin kno
State and peer groups ponding W)

Qld 2011 35 4,593 (119)

Qld 2013 39 61 4,274 (103)

PR&S 43 769 (22)

Lge 35 1,880 (48)

M&S 32 313 (27)

Child 61 (6)
Individual hospitals

RCH 62 150 %)

MCH 61 162 @

Rob 52 136 (6]

GCH 52 111 )

Crns 51 124 4)

PAH 45 107 (@)

Nmbr 44 105 2)

Bund 43 104 (4)

cal 43 124 (6)

$ MAH 41 138 4

= QEll 39 152 %)

S Rdclf 39 122 (5)

§ Tmba 39 122 @)

8 TTH 38 113 )

© RBWH 38 111 4

§ Wck 37 122 (5)

A Gym 36 148 (3)

TPCH 35 98 @)

Mky 34 114 4

Cab 33 123 ?3)

Gdstn 3 116 4)

Rma 123 2)

Rdind 0 137 4)

Emld 106 1)

Ips 30 113 1)

Maryb 29 118 4)

HBay, 116 2

Rocl P — 136 @)

' [ < I 127 ®)

Inn ' 116 @)

Beaud e 131 ©0)

I - 129 @

Cap 19 [ T 116 @

Mtisa 19 I —— 122 @)

Bilo 17 | S = 82 @

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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13.3 Advised when to resume usual activities

All patients or parents/guardians of patients were asked: Did a member of staff tell
you when (you / your child) could resume (your / their) usual activities?

Yes, definitely Yes, to some extent ®No .
Patients (Don't
Responding know)
State and peer groups

Qld 2011 58 11 T 4,601 (73)
Qld 2013 1 4,681 (45)
PR&S 61 14 S 814 (16)
Lge 61 10 IE 2,065 (15)
M&S 61 10 T 1,480 (10)
Child 73 o IEE 322 @)
Individual hospitals

RCH 75 (©)]
Rma 74 (2
MCH 72 (1)
Tmba 72 1)
Nmbr 62 1)
Wck 67 (0)
Mky 65 ®)
Mtlsa 66 1)
RBWH 64 ®)
Crns 64 3)
Maryb 64 1)
PAH 59 %)

A
2
Q
[
>

g Rob 64 8 (2)

S Cap 67 1)

o Kroy 61 1 0)

2 Innsf 65 30 109 @)

2 TPCH 59 e IS 92 ®3)

QEIl 64 ¢ IO 161 )

Bilo 59, 16 NG 108 (0)

Cab 7 IS 128 @

TTH 63 ¢ IS 147 ®

Emld 59 13 [ 144 ()

62 . 11 0

8 15 I 139 @

10 IENEOI— 135 @

11 SO 167 @

13 I 121 @

12 IE— 146 @)

17 G 109 @

s I 148 ©)

12 T 131 0

12 159 @)

s IS 131 @

o I 143 @

o I 119 ©

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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13.4 Advised about danger signs of illness/treatment

All patients or parents/guardians of patients were asked: Did a member of staff tell
you about what danger signs regarding (your / your child's) illness or treatment to
watch for after you went home?

Yes, completely Yes, to some extent mNo .
Patients (Don't

Respondin kno
State and peer groups ponding W)

Qld 2011 57 15 T 5,071 (84)
Qld 2013 IERTT 14 5,300 (75)
PR&S 64 15 931 (16)
Lge 59 14 I 2,294 (36)
M&S 60 14 ST 1,678 (16)
Child 80 11 397 %)

Individual hospitals

RCH 02 (4)
MCH 195 ©)
RBWH 144 @
Rma 170 2)
Emid 158 o)
GCH 132 1)
Bund 142 ?3)
cal 150 1)

Rob _ 154 @

A pad _ 129 ®
= Bilo 3 115 @)
®  TPcH [ 20 | 126 ©)
§ cms o 128 3)
&  Tmba 21 ] 150 )
@ Nmbr s 124 )]
2 Ips 28 ] 132 )
A TTH [ 26 | 148 ®)
28 ] 157 @

[ 23 ] 166 @)

[ 2 ] 145 ®)

[ 29 ] 138 (5)

2 ] 154 ®)

I 2r ] 149 @)

[ 29 ] 158 )

[ 29 ] 168 )

2 ] 158 ®)

[ 26 ] 148 ®)

[ 3 171 @

[ 2r ] 164 @

[ 29 | 167 @)

[ 28 ] 153 ©)

11 P 173 @)

20 [ 29 ] 152 @

12 IR 136 )]

17 144 @

Percentage (%)

The results for Queensland were significantly more favourable in 2013 than in 2011.
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13.5 Advised who to contact if concerned about
condition/treatment

All patients or parents/guardians of patients were asked: Did hospital staff tell you
who to contact if you were worried about (your / your child's) condition or treatment
after you left the Emergency Department?

Yes mNo .
Patients (Don't
Responding  know)
State and peer groups

Qld 2011 73 ] 6,746 (236)
Qld 2013 73 27 7,709 (190)
PR&S 77 23 ] 1,343 (38)
Lge 71 [ 3,293 (86)
M&S 68 598 47
Child 81 19)

Individual hospitals

RCH 82 245 @
MCH 81 230 (12)
GCH 80 170 (11)
PAH 80 189 @
RBWH 79 201 (6)
TPCH 77 189 )
Maryb 77 246 (@)
Rob 77 193 (13)
Nmbr 76 185 3)
A Cab 76 217 ®6)
] TTH 75 s ] 213 ®
o Crns 74 [ 26 | 196 (6)
S My 74 s 24 @
&  Tmba 74 26 214 )
©  Bund [ 2 ] 202 (5)
2 Rma [ 2 ] 263 @
A Cal [ 27 ] 228 @)
[ o7 ] 180 @)

7 [ 244 @]

71 29 ] 238 (5)

29 ] 237 ®)

[ 29 | 242 @

3 195 @)

80 230 @

=] 212 @)

[ A 215 @

[ s ] 253 ®)

[ 83 | 253 ®)

I 217 @

[ 220 @)

Y 229 @

[ 3 ] 241 @

[ YA 246 @)

[ 87 210 ®)

[ e 242 @)

Percentage (%)
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14 Leaving the Emergency Department - Coordination
of follow-up services

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked:

1. Were adequate arrangements made by the hospital for any services (you /
your child) needed?

Note that the question in this topic was not asked of respondents who were admitted
to a ward or transferred to another hospital.

@
7
@
2
&
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&
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14.1 Arrangements for services

All patients or parents/guardians of patients were asked: Were adequate
arrangements made by the hospital for any services (you / your child) needed?

Yes, completely Yes, to some extent ®No

Patients
State and peer groups Responding
Qld 2011  Not asked in 2011
Qld 2013 [T 24 1,970
PR&S 64 12 352
Lge 57 14 T 890
M&S 60 14 607
Child 66 16 a7 121
Individual hospitals
RCH 83 58
Tmba 79 58
Emid 74 62
Wek 67 1 73
GCH 66 15 66
TPCH 69 42
Gym 68 7 62
RBWH 66 58
TTH 67 42
g Bilo 58 y || 43
=  MCH 59 [ 19 ] 63
S My 64 \ 7/ I 59
5 PAH 62 " S a7
8 Mtlsa 65 ¢ T 52
o QEIl 58 21 [ ] 62
S nnsf 60 @ 15 I 47
A Rma 59 16 2 63
Maryb ; 7 I 51
Rob o I 63
Rdind 18 25 ] 64
Gdstn 5 17 26 48
Nmbr 59 12 INET 55
Cab 61 s IET 56
HBay 55 15 ST 53
14 T 42
¢ I 49
22 ] 55
25 [ 26 ] 55
13 I 59
17 59
14 T 61
22 - R 55
13 I 66
20 [ < R 72
o I 50

Percentage (%)
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15 Leaving the Emergency Department - Destination

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked:

1. Where did (you / your child) go at the end of (your / your child's) time in the
Emergency Department?

@
7
&
2
&
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&
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15.1 Destination after leaving the Emergency Department

All patients or parents/guardians of patients were asked: Where did (you / your child)
go at the end of (your / your child's) time in the Emergency Department?

Admitted to a ward in the same hospital
Transferred to a different hospital

Went home

Went to stay with a friend or relative

Other

Hospitals ordered by peer group

State and peer groups

Individual hospitals
Principal Referral and Specialised Hospitals
30 4

Large Hospitals
27

21
21
35
24
23
4 11
25

10

6
5)

78
82

Percentage (%)

DOH-DL 13/14-023cunn vo.s

Patients
Responding

9,189
10,612
2,131
4,557
3,313
611

306
296
303
309
307
304
306

305
307
310
308
297
309
305
306
275
308
305
305
304
306
307

308
249
305
306
301
305
305
308
307
314
305

306
305



16 Complaints

Patients aged 16 years or more, and parents/guardians of patients aged less than 16
years, were asked:

1. whether they saw or received any information in the Emergency Department
about how to give feedback about the care they received.

@
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16.1 Information on how to provide feedback

All patients and parents/guardians of patients were asked whether they saw or
received any information in the Emergency Department about how to give feedback
about the care they received.

Yes mNo .
Patients (Don't

Respondin kno
State and peer groups ponding W)

Qld 2011  Not asked in 2011

Qld 2013 15 85 9,033  (689)
PR&S 14 1,982  (152)
Lge 15 4270  (294)
M&S 17 3131  (183)
Child 16 550 (60)

Individual hospitals

Bilo 33 == 40 (©)
Maryb 25 Jyal 287 a7
Rma 22 ez 295 (19)
TTH 21 A_:’ 286 (20)
Gym 21 VAN 289 (16)
QEIl 20 (= 280 (28)
cal 20 ___‘ 277 (28)
Emid 19 D 285 (18)
Mtisa 18 _;.__ 263 (12)
g Wek 17 ‘ 289 (16)
/N \ VvV /7 J )

e Rob 17 83 286 (18)
g MAH 17 = 291 19)
c>> Bund 17 SN 286 (20)
& Beaud 17 R - B 300 (8)
©  MCH 17 e 276 (29)
S HBay 16 ) 291 (19)
2 RCH 16 il N 274 (31)
Cab 15 il 292 (16)
Tmba 15 = 291 (19)
Nmbr 15 oy 278 (26)
Cap 14 - 293 (13)
Rdclf 14 =y 287 (18)
Mky 14 i = 288 (18)
Rdind 14 283 (22)
289 (18)

281 @7

288 1)

283 (13)

283 (26)

283 (22)

280 (25)

286 (20)

284 (14)

278 (28)

291 (16)

Percentage (%)
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Appendix A: General information

A.1 Survey objectives

The objectives of the Emergency Department Patient Experience Survey 2013 were
to:

e provide estimates of overall patient satisfaction at a statewide and health
facility level

e provide estimates of patient satisfaction across components of Emergency
Department care

e provide hospitals with data which can be used to measure and improve the
delivery of Emergency Department services

o allow comparison with 2011 results.

A.2 Methodology

This section provides summary details of survey methodo
and derivation of estimates. A more detailed descript

Review.

A.2.1 Questionnaire design
The 2013 survey questionnaire was based on t

Health in conjunction with the Govern
objectives of the survey and the a1oo

experience questions recent
Standards and Statistics Committe€ were included.

A.2.2 Scope

Patients who visite
between 1 May
the hospitals' E
participate in the

merg Departments in Queensland's public hospitals

June 20Y3 were randomly selected on a monthly basis from
epartment information systems (EDIS and EDIS-Rural) to
rder for the patient to be considered in-scope, they

e following criteria:

o the patientwas discharged to their home or usual place of residence, or
admitted to a hospital as an inpatient

o the patient was a resident of Australia.
Patients were excluded if it was determined they:

o did not wait for treatment

o left after treatment had commenced

e were admitted to a mental health unit or ward

e were discharged to a nursing home or institution
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o were transferred to another health care facility, other than a hospital
o were deceased in the Emergency Department or subsequently

e presented for a mental health issue (except drug or alcohol related)
e presented with self-harm

e were in a known or suspected domestic violence situation

o had a miscarriage, stillbirth, live birth where the neonate subsequently died
before discharge, intrauterine death, hydatidiform mole, or complications
following miscarriage or termination

e had requested an interpreter in the hospital
o usually resided outside Australia

o had refused consent to be contacted to provide feedbac

o had been contacted as part of the Press Ganey Surv:
Mater Hospitals

e were 16 years of age or older if they were a patien
Hospitals

o were under 16 years of age if they were a patient

A.2.3 Sampling

The total sample size for each hospital
interval achieving a margin of error up

prevalence estimate of 60%.

Two months of patient data wefg used withthe sample drawn each month as the
data became available. For heg ACITT here the expected number of in-scope
patients was less than the numper gf patients needed to achieve the required level of
precision or where the number ofatients was only marginally higher, a census was

attempted of all in-scope patients.
A total of 17,784 paii Iected to participate in the survey across the two

months of intervieywidg. A breaktiown of the response rate for each month is
contained in Ta

e Large Hospitals (Lge - 15)
e Medium and Small Hospitals (M & S - 11)
e Children's Hospitals (Child - 2).
For a list of hospitals in each peer group please refer to Appendix B.
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A.2.5 Pre-approach letter and data collection

A pre-approach letter was sent to all selected patients informing them of their
selection in the survey and advising them that they could expect to receive a phone
call in the following weeks. The letter also provided:

e details of the Emergency Department admission for which they had been
selected

e an assurance of confidentiality, as the information would be collected under
the Statistical Returns Act (1896)

e contact phone numbers where they could receive further information about
the survey or change their contact details.

A.2.6 Response rate

The response rate is the number of interviews that can be used analysis as a
percentage of all possible interviews that could have been reveth every
in-scope person responded. This means that patients who/yer, sidered
out-of-scope on the frame (e.g. deceased or unconscious) exgluded from this
QN 0

calculation. For a more detailed description of the cal response rates,
please refer to the Survey Review.

A total of 10,626 interviews were achieved across the t nths of interviewing,
with an overall response rate of 60%.
Table 1: Breakdown of responses by Nh it
~—U
May 2013 \1\ e 2013 Overall

Month

Interviews | Response / ews >Res:ponse Interviews | Response
Achieved | Rate (%) ey, Rate (%) | Achieved | Rate (%)
N

Principal
Referral and
Specialised 1,024 [U,no 56 2,134 59

Hospitals

Large Hospitals | 2,425~ 63w 2,140 58 4,565 61

Medium and 4 0 1,642 55 3,316 58
Small Hospitals
9

Children's

Hospitals /%> " 202 > o -

A'ASUFYé)g % 62 5174 57 10,626 60
ospital

~
The survey r have been calibrated to the Emergency Department population
characteristics, ntially removing non-response bias that might be present in the

raw data.
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A.2.7 Sample characteristics and weighting

Weighting and benchmarking was applied to adjust for non-response in the sample
and to standardise the results for each hospital.

Generalised regression weighting was used to calibrate the weight applied to each
response during estimation to sum to the following marginal totals of patients:

e hospital

e age by hospital type (Children's Hospitals vs other hospitals)
e sex

e whether respondent had multiple contact numbers or not

e triage score (Lvs 2, 3,4 or5).

Estimates were then standardised by recalibrating the weights to population
totals for hospital by age by sex. The standard population totals culated by
apportioning the patient totals for each hospital according t e proportion
across all hospitals on the frame. To ensure comparability(lje 011 and 2013

proportions. As

a result, estimates for the 2011 survey may be slightl m those published

in the 2011 survey reports.

Table 2 shows the profile of respondents compatr;i rtions of original
responses to the proportions after the process ing and benchmarking had
been applied. For full details on the weighting n arking process, see the
Survey Review.

Table 2: Sample characteristics
P RN

state Publid H64pifdis
Originﬁhemw (%)
Triage category ( /b
0

~

3 <\ 0.8
. N

Triage scores 2, 3, 4 and9f 99.7 99.2

Gender i \

~

Male //\ 49.4 50.4
4
%0.6 49.6

Triage score 1

Female

PN
hoe /)L
Under 2 \/ 1.6 2.4
2-15 % 4.1 5.1
16 - 35 31.8 35.7
36 - 55 29.2 26.1
56 and over 33.3 30.7

Percentages in this table may not add to 100% due to rounding.
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A.3 Data analysis and presentation

A.3.1 Graphs

Results for each measure of patient experience or satisfaction are presented
graphically in Sections 3 to 16. Apart from graph 11.2, they are set out as described
below.

Layout

Top section

The top section of each graph shows the aggregated statewide results for 2011 and
2013, then the results for each of the peer groups.

Bottom section

The bottom section of the graph shows the results for each hosp
performance according to the most favourable categories, wi
performing hospitals at the top. See Appendix D for more
were ranked for each graph.

In the case of neutral measures (those without a favo urable
interpretation), hospitals are ordered by peer group, Afd tically within peer
group.

Colour schemes

the pe 9

The coloured sections of the bars indica
ding 0""

various responses. They are interpreted
graph.

s of patients who gave
legend at the top of the

The bar representing the 2013 Queen Its"has been highlighted in each

graph by using darker versions of the s shown in the legend.
The rounded percentage is pripte r where the percentage is greater than
3.5. Smaller percentages are yhetprinted to prevent them from obscuring

the bars.

Extra information

In general, pati
know', have bee
otherwise
recall of ip

om the calculation of the percentage in each bar, unless
\n the legend. For some measures, particularly those involving the
ided by Emergency Department staff, the number of

after the numbenrgf respondents. Categories excluded from graphs generally
represent small nuhbers and percentages of patients.

Tables of results for the key satisfaction question are also provided in Appendix E.
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A.3.2 Output interpretation
Rounding

Figures presented in this report are rounded to whole numbers. Rounding may cause
the aggregation of categories to appear to sum to above or below 100%. Items that
are less than 0.5% are rounded to zero. Items that are 99.5% or more are rounded to
100%.

Missing categories

Only the salient categories are presented in the graphs and tables. The categories
that are typically not presented are 'Didn't need', 'Don't know / Can't remember' and
'Refused'. Where one or more of these categories represents a meaningful response
they are included for reference.

A.3.3 Significance testing

Significance testing was performed for each measure betw the and 2013
estimates for Queensland. Significant differences have begn r d for each
guestion under the corresponding graph. If a significant di ce/is not reported no

significant difference was found.

é and 1.2.2 of the
cange testing and so those
ffeérences or trends.

Note that differences and rankings reported in Sectid
Executive Summary are not the result of statistical signi
results may or may not represent statistically si t

A.3.4 Cautionary note

There are differences between the metho
from Children's Hospitals and other ho

10 ed to collect and analyse data
Th differences include:

o the use of parents as proxy int

00
/] )

o the exclusion of child pati€nts who attended hospitals other than Children's
Hospitals.

for child patients

o the use of the age cat
hospitals, a variable p

standardise responses between
osively distributed between the two groups

Consequently, cautio
Hospitals and othey,

d be taken when comparing results for Children's

spit
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Appendix B: Peer groups

The 35 public hospitals included in th