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Lessons Learned

Developing and disseminating a standardized patient satisfaction survey within a multi-partner

hospital site is achievable providing a collaborative environment engaging stakeholders to improve
oatient satisfaction.

Description Summary of Results

The continual commitment to providing Survey was implemented on September 2021

exceptional care at Humber River Hospital is and evaluation of engagement took place

apparent through initiatives such as streamlining throughout September 2022. The project aim to

oatient satisfaction surveys at the Reactivation engage 10% of the target population. The
Care Centres (RCC). The RCC structure of average engagement was 12.9%. Participants
multiple hospital partners providing patient care found the tool easy to use and comprehensive

in one building creates a unigue environment of all aspects of their experience. All key indicators
when developing standardized approaches. evaluated on this tool had over 83% satisfaction

Development of a patient satisfaction tool to meet rate. The goal is to increase engagement to

expectations from all hospital partners enables 15% In the coming year and monitor feedback to
gap Identification, enhance decision-making, drive guality improvement.

and meet patient expectations in relation to

environmental standards and dietary options.
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We are committed to providing you with the best experience at the Reactivation 5. How satisfied are you with the portion size of the hospital food?
Care Centre. We welcome and appreciate your comments. O \Very dissatisfied
O JSomewhot dissatisfied

o
Thera ara 15 guestions on this survery. The survery should only take you 10 minutes, and your i ] S
I n n responses are completely anonymous. O Neither sotisfied nor dissatisfied
O Somewhot sotisfied

PART A. Tell us how we are doing with our FOOD SERVICE. O Very sotisfied

1. How satisfied are you with the variety of hospital food available on the menu? If the portion size wos dissotisfoctory, pleose specify which meol/food item was disoppointing::
O Verydissatisfied

Develop a satisfaction measurement tool in e e ————r—

O  Somewhot sotisfied
O Very satisfied

O JSomewhot dissatisfied
O  MNeither sotisfied nor dissatisfied

collaboration with partner hospitals, staff, patients, e o : S

2. How satisfied are you with the taste of the hospital food? If the temperature wos dissatisfoctory, please specify which meal/food item was disoppointing:

L . . ° O Verydissatisfied

and families. Key consideration included age S —————
° O Neither sotisfied nor dissatizfied O Very dissatisfied

O Somewhot dissatisfied

O Somewhot sotisfled
O Very sotisfied O  MNeither sotisfied nor dissatisfied

O n d C O g ﬂ |-t |\/e | e\/e ‘ Of t h e tO rg et p O p U ‘ O t | O ﬂ . If the taste wos dissatisfoctory, please specify which meol/food item was disoppointing: E f:;f;;;:;:;ﬂﬂm

3. How satisfied are you with the appearance of the hospital food? If the guality wos dissatisfoctory, please specify which meal/food item was disappainting:
O Verydissatisfied

T h e tO O ‘ | n C ‘ U d e d ‘ | m |te d n U m b e r Of q u e St | O n S O Somewhat dissatisfied 8. How satisfied are you with the service provided by the food service staff?

O Neither sotisfied nor dissatisfied O Very dissatisfied

O SEmEl‘«'f?.ﬂ'HﬂﬂﬂEﬂ' O Somewhot dissatisfied
O Very sotisfied O MNeither sotisfied nor dissatisfied

with balanced rating systems and open-ended R —

O Very sotisfled

4. How satisfied are you with the smell of the hospital food? If the service wos dissatisfactory, please specify which meal/food item was disappointing:

guestions in plain language and paper based.

O Very sotisfied

The tool covers key areas of patient satisfaction. B

Figure 1. Patient Satisfaction Survey used by all RCC partner
hospitals.

Figure 2. Patient Satisfaction Engagement Results
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