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Introduction

Response rate

Method

The views of people who use a service are vital for the provision of a quality service. 
Providers of services need to be responsive to patients’ needs; they need to know 
what patients think, what they consider constitutes a quality service and whether it 
is actually being delivered. An effective way of gaining patients’ views is by using 
surveys.

The survey was given to all patients that attended Day Hospice and that were able to 
complete it in the four month time frame; thirty-nine were given out. Thirty completed 
and returned the survey – a great response rate, demonstrating how enthusiastic 
patients are to help Phyllis Tuckwell in reviewing its Day Hospice service.

Most patients completed the majority of questions, although most questions had a 
number of responses missing. There was a small number of surveys that appeared to 
have missed consecutive questions – most likely the pages getting stuck together.

The Phyllis Tuckwell Hospice Care (PTHC) Day Hospice (DH) survey includes a variety 
of questions relating to the patient’s stay, including:- the quality of information given 
by staff; the patients’ involvement in care planning; staff attitudes; the standard of 
care and support; and the quality of the catering. 

The survey is designed for self-completion by patients. The 2017 survey was 
distributed over a four month period, February to May, to all patients attending Day 
Hospice. Patients with altered consciousness and altered cognitive ability were 
excluded. Patients were asked to fill in the survey either whilst attending DH or at 
home. Patients were reassured that all responses were anonymous and would not 
be seen by care staff. The questionnaires were returned in an envelope (pre-paid if 
posted from home) to the Quality and Audit Lead for analysis. 

The survey was last conducted in 2015 with very positive results. Whilst many of 
the questions remain the same, allowing comparisons to be made, analysis of the 
responses from the previous survey has resulted in some of the questions being 
slightly modified. Where the questions remain the same the 2015 data has been 
displayed.

39 Sent/Given 30 Returned 77%
Response rate
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Summary

The background data gathered showed that the majority of the patients had been 
made aware of DH and how it may benefit them after discussions with either their  
GP or community nurse (district nurse or community matron) or a PTHC healthcare 
professional (clinical nurse specialist, doctor or therapist). Hospital healthcare 
professionals (doctors and specialist nurses) had also had these discussions.

The most important factor prompting patients in their decision to attend DH was 
support in facing the future.

Background

Communication

Transport

The majority (73%) said that they had read some of the many information leaflets 
available and all had found them useful. Several patients commented that it was good 
to know about the other services that PTHC offers.

Just over two thirds of the patients used Day Hospice transport - with 90% of these 
saying that it was an important factor in their decision to attend. 
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Care

The results relating to questions about care were excellent. 

The majority of patients reported that they 
felt involved in discussing and planning 
their care and said they understood the 
information and explanations given. They 
also said they were given the opportunity 
to ask questions. 

Nearly all patients said there was an 
opportunity to discuss the future and 
felt they received enough support to 
help them cope with their feelings and 
emotions.

All but one patient that needed practical 
care and help, reported that this was 
available when required.

When asked if they had received 
spiritual support – again the satisfaction 
was high. 

All patients said that they were treated 
with dignity and respect.

The communication between Day 
Hospice staff and other community 
healthcare professionals involved in 
the patients’ care also rated positively.
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Facilities/environment

Response/confidence

Overall

There were high levels of satisfaction with cleanliness with 94% reporting it as 
excellent.

Patients were asked about the quality of the food and drink - over three quarters 
(79%) of the patients that answered thought the meals were ‘excellent’- an 
improvement on the 2015 results (67%).  

The general environment and surroundings were rated as ‘excellent’ by most patients 
with lots of lovely comments about the sense of calm and the garden. 

All patients said that they were confident that if they were unhappy with an aspect of 
their care, they felt confident that it would be addressed quickly and effectively.

Patients were asked:-

“Overall do you feel that attending Day Hospice is beneficial to you and your 
family?” 
There was an overwhelming positive response to this question with all patients 
answering saying ‘yes’ - with many leaving heartfelt comments (page 14).

“How likely are you to recommend the Phyllis Tuckwell Day Hospice to friends 
and family if they needed similar care or treatment?”
Again a great response with 97% of patients answering saying ‘Extremely Likely’.
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Introduction to PTHC/Awareness (Q1)
Who first talked to you about the possibility of attending Day Hospice?

The Day Hospice team have good links in the community and local hospitals and 
work collaboratively with GPs and community and specialist nurses. The team actively 
promotes Day Hospice – the services available and the benefits to patients. To get a 
feel for how this is working, patients were asked who had first talked to them about 
the possibility of attending Day Hospice.

Background data

Full Results

Healthcare Professional that talked to you about attending Day Hospice

GP or Community Nurse

Hospice Doctor

Hospice Specialist Nurse

Not answered

12
5

3

3
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Patient information - leaflets (Q4)
There are a variety of leaflets available on the 
Day Hospice detailing the care and services we 
provide. Did you look at any of them and find 
them helpful and informative? (unanswered = 4)

Comments (Q4)

“Some useful information.”
“Support leaflets particularly useful.”
“Interesting to read and find out information.”

Yes
22

Yes
Were they useful?

22

No
4

No
0

Use of DH patient transport service (Q5)

Yes N Ans
21
19

3
2

Do you use transport organised by the Day Hospice?
Was the availability an important factor in your decision to attend DH?

No N/A
6
2

0
7

Over two thirds (70%) of patients that answered this question use/d Day Hospice 
transport (about the same as in the 2015 survey) - the vast majority of these say it is 
an important factor in them being able to attend. 

Important factors prompting your decision 
to attend DH (Q2)
Rate the factors prompting your decision to 
attend DH in order of importance.

Respondents were given 5 options and asked to 
rate in order of importance. This question was not 
completed well with only 43% answering in full. This 
made reporting of the responses difficult - however 
analysis of the overall data revealed that most 
respondents reported ‘support in facing the future’ 
as the most important factor with ‘support for family/
respite for carer’ coming second. ‘Companionship’, 
‘advice about practical matters’ and ‘management 
of symptoms’ followed respectively.
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Care (Q7)
Do you understand the explanations given to you about your care and treatment 
and have the opportunity to ask questions when you would like to?

Comments (Q7)

“Good having a doctor if I need guidance or reassurance.”
“Brilliant staff.”

The respondents were asked to rate the following questions using the selection 
options below:

NB The 2015 results where applicable will be displayed underneath the 2017 bar graph results enabling 
direct comparison.

Care

Care (Q6)
Whilst in Day Hospice do you feel involved in discussing and planning your care?

Comments (Q6)

“I have always felt fully involved in the planning of my care.”
“Staff not always available at a time that suits.”

57%

67% 17% 6%10%

2017

2014

37% 6%

53%

54% 33% 10%

2017

2015

30% 17%

3%

Most of the timeAlways Sometimes Never Unanswered
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Care (Q8)
Do you feel that there is an opportunity to discuss the future  
e.g. where and how you would like to be cared for as you become less well?

Care (Q9)
Do you feel you received enough support to help you cope with your feelings 
and emotions?

93%

97%

90%

90%

7%

3%

3%

2017

2017

2015

2015

7%

3%

7%

Yes No Unanswered or N/A

Care (Q10)
Do you feel that you receive as much spiritual support as you would like?  
(time to discuss your beliefs, values and ideas)

Comments (Q10)

“Monthly visits by Rev Walker helpful.”
“Had some advice but not really religious.”
“Very good and understanding.”
“I attend the service every week in Day Hospice.”
“Support from Karen (DH Sister).”
“Don’t access this but know it’s there if I want to.”

87%

77% 6%

17%

2017

2015

3%

10%
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Care (Q12)
Do you feel you are treated with dignity and respect by all members of the team 
– staff and volunteers?

Comments (Q12)

“Completely treated with dignity and respect at all times.”
“Fantastic team.”
“Yes everyone is most caring.”

90% 7%

3%

100%

2017

2015

Most of the timeAlways Sometimes Never Unanswered

Care (Q11)
Is there enough assistance available to help you with your practical such as 
assisted feeding, medication or toileting?

Comments (Q11)

“I’m ok at the moment but I see staff and volunteers doing a marvellous job with those 
whose problems are more advanced.”
“Penny (volunteer) always feeds me - she is good support.”

43%

57% 43%

2017

2015

3% 54%

Yes No Unanswered or N/A
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Care (Q14)
Do you feel that the Day Hospice team communicate with the other healthcare 
professionals also involved in your care, e.g. hospital, GP and community 
matron, i.e. so that everyone knows what’s going on?

Comments (Q14)

“Staff very connected and pass messages between different professionals.”
“Very much so.”

63% 13% 6% 18%

74% 17% 6%

3%

2017

2015

Care (Q13)
Do you feel that your privacy is respected e.g. when being examined or during 
discussions with staff?

Comments (Q13)

“Sometimes discussions are in the Day Room in everyone’s hearing.”

91% 3% 3%

3%

94% 6%

2017

2015
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Catering (Q16)
How would you rate the quality of the served meals provided in the Day Hospice?

Comments (Q16)

“The meals suit me and my dietary needs.”
“The meals are very good and I have enjoyed all of them.”
“Food/meals varied and very very nice.”
“Not always to my taste.”
“Marvellous.”

74%

67%

17% 3%

6%

33%

2017

2015

Cleanliness (Q15)
What do you think of the general cleanliness of Day Hospice?

Comments (Q15)

“Always very clean.”
“You feel comfortable all the time because you know how clean everything is.”

94% 3%

3%

94% 6%

2017

2015

GoodExcellent Satisfactory Poor Unanswered

Facilities and Catering
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Facilities (Q17)
How would you rate the general environment and surroundings of the Day 
Hospice i.e. the space, décor and comfort?

Comments (Q17)

“Comfy chairs. Lovely to look out into the garden.”
“Fantastic lounge area.”
“Love the gardens and room is calming.”
“Very comfortable.”
“Marvellous.”

90% 7%

3%

100%

2017

2015

General

Responsiveness (Q18)
If you were unhappy with any aspect of your care do you feel confident that the 
Hospice would address the issue quickly and effectively?

Comments (Q18)

“Always have done.”

94%

97%

2017

2015

6%

3%

Yes No Unanswered or other
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Extremely likely

Likely

Extremely unlikely

Neither likely nor unlikely

Not answered

Unlikely

Recommendation (Q20)
How likely are you to recommend the Phyllis Tuckwell Day Hospice to friends 
and family if they needed similar care or treatment?  

11

28

100%

2017

2015

Overall (Q19)
Overall do you feel attending the Day Hospice is beneficial to you and your 
family?

Comments (Q19)

“Very much appreciated as it takes the pressure off my daughter for a few hours.”
“TOTALLY. It is of enormous help in lifting me out of myself, my symptoms & worries.”
“Unsure about attending at first. But was made to feel very welcome by all the staff & 
volunteers.”
“Absolutely love it there and gives my wife my carer some time to herself.”
“Yes - would struggle to cope otherwise.”
“My wife appreciates the opportunity to have time to herself.”
“Yes, it’s given me a different outlook on life, allowing me to access care and anything 
else I may need.”
“Allows me to get out of the house and have a bit of company.”
“Beneficial for my husband too - as he gets a break.”

97%

3%
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Comments and suggestions

General comments
“It’s the people who make the difference and at the moment you have a terrific team, 
both the professionals and the volunteers. A friendly chat can be as valuable to the 
patient as any other services.”

“All the staff are very caring and pleasant people. I will miss their company very much. 
Thank you all.”

“The service provided is excellent. I always feel welcome, the staff are fantastic. This 
has been a nice experience and one I would like to continue. Thank you to everyone.”  

“Pleased I came considering I did not want to come over the door step. It has done 
me good. The staff are marvellous.”

“Indoor gardening - I found it helped with my frustration at not being able to garden 
fully.”

“I don’t think I would survive without the help from the Day Hospice.”

“I love the Day Hospice, good company, nice food, always something going on to 
amuse me. The volunteers, nurses and staff are so nice that you feel immediately 
welcome.”

“I would like to take this opportunity to say what a wonderful place PTHC is. The staff 
and volunteers go the extra mile for both my wife and I and their support has ben 
fantastic - we could not have coped without them.”

“PTHC is amazing and supporting and provides massive welcome relief to our week. 
we are grateful to you all.”

“If funds were available it would be nice to attend continually.”

Recommendations
The Day Hospice survey is conducted biennially and provides valuable feedback. The 
information is reviewed by the clinical team and used in the continuous improvement 
and development of the service.

All data and responses are discussed and recommendations and action plans put into 
place where improvement is required.

Sharing
This Day Hospice survey report will be displayed in leaflet racks around the Hospice 
and on the PTHC website.

Copies will also be made available to local commissioners, health watch and our 
regulator the Care Quality Commission. 

Respondents that have indicated that they would like to see the report will be sent a 
copy in the post.



16

Phyllis Tuckwell Hospice Care 
Waverley Lane, Farnham

Surrey, GU9 8BL
Tel: 01252 729400

www.pth.org.uk

Phyllis Tuckwell Memorial Hospice Ltd. Limited by Guarantee. 
Incorporated in England and Wales. Registered No. 1063033 Registered Charity No. 264501

Copyright ©PTHC 2015 Ju
ly

 2
01

7


