
  
     
     
     
     

  

Patient Satisfaction with Hospital Experience Trend 

Provincial Provincial 81.5% 81.8% 81.8% 82.4% 82.3% 81.2% 81.7% 85%
South Zone South Zone 81.7% 81.8% 80.9% 82.2% 84.3% 78.0% 79.7% 85%

Calgary
Zone

Calgary Zone 80.1% 83.2% 82.0% 83.0% 84.1% 81.2% 81.9% 85%

Central
Zone

Central Zone 83.5% 84.8% 83.4% 85.0% 85.4% 82.4% 84.1% 85%

Edmonton
Zone

Edmonton Zone 81.5% 80.3% 81.6% 80.8% 79.2% 81.7% 81.2% 85%

North Zone North Zone 81.0% 80.6% 81.3% 83.2% 81.7% 81.0% 81.7% 85%

Understanding Our Results:

Total Eligible Discharges 
Provincial

218,546
246,917
60,820
60,161

     

Source: AHS Canadian Hospital Consumer Assessment of Healthcare Providers and Systems (CH-CAHPS) Survey, as of February 5, 2018
Notes: 
- This quarter is a quarter later due to requirements to follow-up with patients after end of reporting quarter.
- Reported values are within the margin of error range 19 times out of 20.
- * Northern Lights Regional Health Centre last year’s data not comparable due to impact of temporary closure of the hospital and displacement of the population due to the wildfires in Q1.

AHS Report on Performance
Q3 2017-18

PATIENT SATISFACTION WITH
HOSPITAL EXPERIENCE

Patient Satisfaction with Hospital Experience, Q2 2017-18

85%

Trend Legend: 
Target achieved 
Improvement 
Stable: ≤3% deterioration between compared quarters 
Area requires additional focus 

2017-18 Target

85% 81.2% 78.0% 81.2% 82.4% 81.7% 81.0%
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OBJECTIVE 3: RESPECT, INFORM, AND INVOLVE PATIENTS AND FAMILIES IN THEIR CARE WHILE IN 
HOSPITAL. 
 
WHY THIS IS IMPORTANT 
 

AHS strives to make every patient’s experience positive 
and inclusive. Through the Patient First Strategy, we will 
strengthen AHS' culture and practices to fully embrace 
patient- and family-centred care, where patients and their 
families are encouraged to participate in all aspects of the 
care journey.  
 
AHS PERFORMANCE MEASURE 
 

Patient Satisfaction with Hospital Experience is defined as 
the percentage of patients rating hospital care as 8, 9, or 
10 on a scale from 0-10, where 10 is the best possible 
rating. The specific statement used for this measure is, 
"We want to know your overall rating of your stay at the 
hospital.” 
 
The survey is conducted by telephone on a sample of 
adults within six weeks of discharge from acute care 
facilities.   
 
UNDERSTANDING THE MEASURE 

Gathering perceptions and feedback from individuals 
using hospital services is a critical aspect of measuring 
progress and improving the health system. This measure 
reflects patients’ overall perceptions associated with the 
hospital where they received care. 
 
By acting on the survey results, we can improve care and 
services, better understand healthcare needs of 
Albertans, and develop future programs and policies in 
response to what Albertans say. 
 
The higher the number the better, as it demonstrates 
more patients are satisfied with their care in hospital. 
 
HOW WE ARE DOING 
 
Provincially, AHS has remained stable from the same 
period last year. The percentage of adults rating their 
overall hospital stay as 8, 9 or 10 is 81.2% for Q2 2017-18 
compared to 82.3% in Q2 2016-17.  
 
This measure is reported a quarter later due to follow-up 
with patients after the reporting quarter. 
 

Source: Canadian Hospital Assessment of Healthcare Providers and Systems Survey 
(CHCAHPS) responses 

 
WHAT WE ARE DOING 
 
AHS continues to apply the Patient First Strategy by 
empowering and supporting Albertans to be the centre of 
their healthcare teams. Below are just a few examples of 
initiatives and actions to support patient- and family-
centered care across AHS. 
 
AHS began collecting satisfaction with hospital experience 
for children using the Hospital Assessment of Healthcare 
Providers and Systems Survey tool in 2015-16 and 
continues to monitor results quarterly. The child hospital 
survey assesses the experiences of pediatric patients (17 
and younger) and their families with inpatient care. For 
Q2 2017-18, the AHS Provincial Child Satisfaction with 
hospital experience was 86.5% compared to 85.4% for the 
same period last year. 

AHS uses Patient Reported Outcomes (PRO) to enhance 
cancer patient experiences. Educational presentations on 
the PRO dashboard were made to cancer centres across 
the province and to senior leadership.  
 
A pilot project was completed with Alberta Children’s 
Hospital in the Calgary Zone related to on-demand Video 
Remote Interpretation which allows the patient, clinician 
and the interpreter to see each other during virtual 
meetings. Results from further testing will be used to 
inform how best to make this technology available to 
patients and care teams in other locations across Alberta. 
 
 

Patient Satisfaction with Hospital EExperience 
Quarterly Comparison:  Stable: 3% deterioration 
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The Leader Rounding Campaign (Be Bold & Try it) was 
completed with over 85 AHS leaders participating in the 
challenge in October and over 100 participants attending 
a dedicated coaching session to prepare for effective 
leader rounding. 
 
The AHS Quality and Safety Summit has a Patients 
Included designation based on a demonstrated 
commitment to incorporating the experiences of 
patients and families and co-designing health services 
with patients and family advisors. There were 36 
patient advisors that participated in the 3rd Annual 
Quality & Safety Summit in October 2017. 

 
The Patient First Proclamation (graphic below) was 
finalized. It illustrates AHS’ commitment to patient 
experience, reminding everyone that we all have a role 
to play in it.   
 
The annual Patient and Family Centred Care (PFCC) 
week was held in November. This year’s theme was 
Navigating Health Care with Compassion and included 
four webinars, 16 digital storytelling venues, four Insite 
blogs, and two interchange articles. 
 
 
 

In addition to provincial initiatives, zones continue to 
implement patient- and family-centred care activities to 
increase the patient voice and participation in care 
delivery. Examples include: 

 
Roll-out of Visitation Policy and Family Presence 
Policy which welcomes patients and families as 
partners in care.  
 
Development and implementation of orientation 
placemats on inpatient units which is a patient-
friendly document that details hospital 
information.  

 
Edmonton Zone continues to implement the 15-5 
Rule initiative where staff acknowledge patients or 
family when they are within 15 feet and greet 
them within 5 feet. 

 
Collaborative Care is a healthcare approach in 
which inter-professional teams work together, in 
partnership with patients and families, to achieve 
optimal health outcomes. Collaborative Care 
continues to be implemented, supported by the 
CoACT program, on over 160 surgery, medicine 
and mental health units across the province. 
CoACT is now a permanent AHS program. All 160 
units are actively implementing. Work is underway 
to sustain and spread this effort.

Leader Rounding involves management attending 
clinical rounds to understand how staff are serving 

patients. 


