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Health information systems

Mﬂﬁfére 1940, Membér States should have health
information gyatems capable of supporting their
natibnal strategies for health for all.

Indax:

. EVALUATION .
© QUESTIONNAIRES
QUALTIY OF WEALTH CARE
. CONSUMER SATISFACTION
. HEALIR SURVEYS
. DELIVERY OF HEALTH CARE
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Background

The Health for All strategy endorsed by the Member States of the European
Region of the World Health Organization stresses the need to cnsure the
quality of health care services and stakes that this can be achicved by
establishing methods and procedures for syctematically womitoring the gquality
of care given ta patientn. There assesgment proceduten should take account of
the views of both providers and congumers of health care, ag well as clinieal,
economic, ecthigal and roeinl facltors. Consumer satisf{pction is not only o
crucial aspect of the guality of health care, but alac an important factor in
it own right since the level of satisfaction can influence sociol
acceptability, and social acceptability in turn can influence the level of
use. Consumer satisfaction is also important becpuse of its potential
influence on health status and medical outcomes.

In grder to facilitate and encourage the measurement of consumer
satiefaction, a WHY working group has developed a standardized queationnaire.
Attached is a list of “gore" questions which the working group recommended s
Ehe minituom neceseary for the measurement of coneumer gatisfaction. Thesze
quegtionz have been extensively tested in four different countries on a total
gample of more than 2000 porsoms. Optional gquegtions are availuble (rom the
WHO Regional Office for Burope for use at the discretion of individogal
countries' investigetors and aceording to thelr partisular interests.

One of the purpozes of the standardized questionnaire is to make
available comparisons botween different population groups or countriea;
emphasig has therefore been placed on ensuring that the sets of questions
included in the questicnnaire arc both general and simple.

The recommended questiconnairve may be used in surveys which have been
specially organized for this purpose, or cam be included os o separnte modile
In health interview surveys if Lhese are already being organized for more
genaral purposes.

gtructure. of the questionnaire and reccommendations for its use

The fquestionnairs covers three major areas of health care:

(a) general practitiomer (GP} care;
(b) hospitalization;
() dental care.

in each of the above areas the following aspecte are azsessed by at least
one quegtions;

{2} acceszibility/availability of zare services;

{b) doctor/patient relationship;

(c) professional ekills/quality of carcc;

(d) nrganizational aspects;

(e} experience and frequency of uee of each particular service.
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It iz obviouz that the gquestliomnaire should be svpplemented by ape and
sex data. Addirionzal queationa to ldentify other soclo—demographic
chorpcteristics such as level of education, goclo—ecrmotic Atatun and mprital
ntatur arce alpo fecommended .

The recommended method of data cpllection isx through faen—to~Face
intervinows, although other methode such as pestal surveye might be appropriate
if there are resource constraints.

The: collected doate may be expresaed as the percentage of the population
natinfied (ar dissatirficd) with different aspects of health care. Theae data
ghould primarily be used:

- to ageess and monitor the quality, avallablllity and comrwnption of
henlkh care in general;

- to identify problem arean of health care which could be targete for
futrther action.

RECOMMENRED CORE QUECTIONS
General practitioner (GP) sezvices
GPL When did you last consult a GF for yourself?
Within the paat 2 menths

Within the past Z-12 months
More than 12 months ago ~ please go to HI

GPZ How many timea have you confulted a GPF for yourself within the past
12 monthsa?
tmeoe

2 our 3 timen
A or motre times

PR3 De you think your GF hag poud medical skilln?

Yo, very good
Yen
No, not really
No
No, not at all

GPA De you think your GP givesx you rmongh Information about what's
wrong with your health?

Tan, definitely
Teos

N, not really

No

o, not at all
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Do you think you GP gives you encugh advicec about i hoalthy
lifestyle?

Yeg, definitely
Yee

No, not really
No

No, not at all

Ig your GF, or a eimilar serviee, fairly easy to reach during
weekends or holidayr?

Yea, always
Yen

No, not always
No

Na, not at all

I you think the waiting time in the GP's office/surgery iz ton
long?

Yes, definitcly
Yex

No, net really

No

Ny, not at all

Have you ever had the feeling that your GP did not take your
probleme seriously enough?

Yuos
No

€an you talk to your GF about perszonal problemz an well as about
medical problems?

No, only medical problems
Yee, porsomal problems too

Taking all things together, arc you satisfied or dissatisfied with
your GPY

Very satisfied
Fairly satisfied
Fairly dissatisfied
Very dizsatizfied
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Nosplitalizabtion

H1 Bave yru ever been admitted to hospital for at least one wight? If
50, when was tha lagt time?

Within the past 12 mouthe
Within the pagt 1-5 yeare
Longer ago or mever — go to Dl

low many times have you been admitted to hospital during the past
5 years?

nce
More than once

Do you think the horpital is too far away?

Tea, definitely
Ton

No, not really

No

Mo, not at all

Now, thinking about when you were last in hospital, were yon
bothered by any of the following problems?

ol Lack of privacy

Yen, definitely
Yes
No, not really
No
No, not at all

Dnctors did not give sufficient information about your
condition

Yeg, dnfinitely
Yes
No, not roally
Ho
No, not at all

Murning staff ten busy, so you had to wait far help

Yeg, definitely
Tes

No, not really

No

MNa, nob at =1l
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W Rigid timetables for waking p, meals,.viaiting houxs,- ke

‘ﬂlz‘!ea, definitely

atisfied or dissatisfie

.vary a‘tiafied .
L FadfIyiawtisfled
Fairly: diaaatiified
N “Vuzy dinnatisfied

‘ Hﬁdn did you last ;:m':'sl:li. a'dEn

. Within the papt 2 months
Within the paat: 2-12 mont
Hox: -thun' 12 munthu agu inish here

}Bﬁw many timen have yom cnnuulte dentist with;n thg pasL
_12 mom:ha? R .

Dnce i
2 or 3,‘im¢s
fs or. more imaa

Du yau think the dentist. s practice tud‘.fa‘r"‘avay‘? :”

””_an. duf nitely
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Do'}uu think hLe/she ig a competent dentiat?

Tas, very competent
- Yes

No, not really

No
No, not at all

Do yﬂﬁ$think your denvist gives enﬁugh information about whot's
wrong? :

Yrs, definitely
Yes .

No, not really
Nia

No, not at all

.‘Iauyﬂuf'dcntint. oz A mimllar service, falrly easy toc reach during
weekends or holidays?

Yep, always
ins

No, not always
No

No, never

Do you think the waitfng time in the dental surgery L8 too lemg?

Yea, definitely
Yer

No, not really

Ho

No, not at all

. Taking all thinge together, are you satiefied or diéﬁqtiﬁficd with |
' your dentist? . .

Very satinfied

Fairly satisfied

Fairly diseatisfied
Vary dissatisfied




