Implementation of a Patient Experience
Survey in Four Rural Urgent Care Centres
Danielle

1
Beekman ,

1 Numurkah

District Health Service

Catherine

1
Church ,

2 University

Carol

2
Reid ,

Sarah

1
Finlayson

of Melbourne

Introduction

Results:

A review of the models of care in four Urgent Care
Centres (UCCs) identified information about patient
experience as a gap. Investigation of viable options
to capture feedback concluded that SMS text
message would be a low cost and efficient method
of sending a patient experience monitor to
patients. There was also an indication that it would
yield a higher response rate than traditional mail
out surveys or e-mail surveys.

463 patients
completed the
survey

209 patients made
a comment about
their Urgent Care
experience

Aim
This project aimed to implement an efficient and
effective way to capture patient feedback after
they attended an UCC.

Survey Questions

Comments from Urgent Care Survey
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Complaint

Method
The Project Team developed a detailed guideline
for administering the survey to patients taking
into account relevant Privacy Law and industry
practice. Clear patient inclusion and exclusion
criteria were defined. Implementation of the
Patient Experience Monitor was centrally coordinated by the Project Team and consistent
across all partner sites. Paper based surveys (with
reply paid envelopes) were also provided as an
option for patients. An SMS web-texting service
(Message Media) was commissioned to send the
text messages and message templates were
customised for each health service. The survey
involves three areas for feedback.

Conclusion
The SMS patient experience survey provided
important data of patient’s experiences of UCC care
and allowed for initiation of recommendations for
quality improvements. This process has potential to
be replicated at other rural UCC services.
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