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Well designed questionnaires for patients 

could contribute usefully to an assessment of 

both the technical competence and 

interpersonal skills of doctors.

If these surveys are to play a role in quality 

improvement, they should provide clear 

factual results that prompt follow-up actions.

How
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Knowing that, say, 20% of your patients gave 

you a low rating for technical skills doesn’t 

give you a clear view of what you need to do 

to improve things,

but receiving feedback on the proportion of 

your elderly patients who, for example, would 

have liked a flu vaccination but were not 

offered one gives a much more useful guide 

to deficiencies in performance. 

How
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1. Satisfaction surveys generally provide 

very positive responses overall, often 

more positive than responses to 

questions about factual, concrete, 

experiential aspects.

2. Experience questions are less 

subjective: they objectify patients' 

responses and are less susceptible

to the effects of expectations (Cleary 

et al. 1992).

3. Experience questions are easier to 

understand and interpret both for 

respondents (patiens) and data-users 

(healthcare providers) compared to 

evaluation questions. 

How



Patient satisfaction
A broad and multi-dimensional concept 

influenced by personal preferences, 

expectations, personal characteristics. No 

consensus about exactly which domains 

should be included

Patient experience
Patient are asked to report about their 

experiences

on what actually occurred

RATING QUESTION

How would you rate how well the doctors and nurses worked 

together?

 (Excellent evaluation) 1 2 3 4 5 (Very poor evaluation)

REPORTING QUESTION

Did doctors talk in front of you as if you weren't there?

Always - Often - Somentimes - Rarely - Never

How
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PREMs

Perception of the 
experience

Care pathway Clear information

Sharing decision-
making

Involvement of 
caregivers

Emotional support
Coordination / 
Collaboration

Comfort Pain management

Continuity of care
Role of the General 

Practitioner
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Scholl I, Zill JM, Härter M, Dirmaier J (2014) An Integrative Model of Patient-Centeredness – A Systematic 

Review and Concept Analysis. PLOS ONE 9(9): e107828
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Tseng, E.K., Hicks, L.K. Value Based Care and Patient-Centered Care: Divergent or Complementary?. Curr 

Hematol Malig Rep 11, 303–310 (2016). https://doi.org/10.1007/s11899-016-0333-2



Do you have experience 
with patient 

satisfaction, PREMs, 
PROMs, … surveys?



1. Punctual 
PREMs

2. PROMs and 
PREMs

3. Longitudinal 
PREMs

How

Measuring along the pathway



Re-Hospitalizations

Re-Operations

Mortality

Clinical endpoints from 
ADMINISTRATIVE DATA

PROMs + PREMs nPROMs + PREMs 3PROMs + PREMs 2PROMs + PREMs 1

Before surgery  Surgery   Follow-up  Follow-up  Follow-up 
  

Baseline - t0 After - t1

Measures of 

Outcome

Health Gain

After - t2

Measures of 

Experience

How

Measuring along the pathway



So, should we stop 

conducting patient 

satisfaction surveys 

and focus only on 

patient-reported 

measures?
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Knowing that, say, 20% of your patients gave 

you a low rating for technical skills doesn’t 

give you a clear view of what you need to do 

to improve things,

but receiving feedback on the proportion of 

your elderly patients who, for example, would 

have liked a flu vaccination but were not 

offered one gives a much more useful guide 

to deficiencies in performance. 

It depends on the goal!

Patient feedback surveys are increasingly 

seen as a key component of monitoring and 

improving the quality of health care. 

Why



The quality of care can be classified 
under three categories: structure, 

process and outcome.

- Avedis Donabedian, 1988

…to measuring quality of care

Struttures

Resources, personnel, 

infrastructures, …

Process

Service provision, 

coordination, …

Outcome

Health status and 

satisfaction of patients

WHAT THERE IS WHAT IS DONE WHAT IS ACHIEVED

PREMs
PROMs

PREMs

The satisfaction is per se a quality measure and an outcome.

“The ultimate judge of quality is the patient, end of story” Don Berwick

Why
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De Rosis, S. (2023). Performance measurement

and user‐centeredness in the healthcare sector: 

Opening the black box adapting the framework of 

Donabedian. The International Journal of Health 

Planning and Management.

PREMs and PROMs allow the measurement of 
treatments, care pathways and care 

procedures effects on health and wellbeing of 
patients

Why



Vainieri, M., Noto, G., Ferre, F., & Rosella, L. C. (2020). A performance management system in healthcare for all seasons?. International Journal of 
Environmental Research and Public Health, 17(15), 5590

…to measuring value 

Value in health care cannot be defined 

without taking in consideration the 

perception of patients.

Porter, Larsson & Lee 2016

New England Journal of Medicine

Why



What is primarily missing is 
progress in results. Changes in 

culture, investment, leadership, 
and even the distribution of 

power are even more important 
than measurement alone.

D’Avena A, Agrawal S, Kizer KW, 2020.

Collecting data on 
patient experience 

is not enough

Coulter, A., Locock, L., Ziebland, 
S., & Calabrese, J. (2014). 

Can patients assess 
the quality of 
health care?

Coulter, A. (2006). 

Multi-purpose 
applications of PREMs 
and PROMs remains 

largely aspirational at 
present.

Coulter, A. (2017). 

2017         2018       2019

Why
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2550 respondents representative of the Italian population: people are more likely to participate if:

1. The participation is voluntary

2. The call mentions the creation of a public value

3. People prefer to be sure that the co-assessment results are actually used by organizations

Accountability
I am sure that the results are used by health care organizations

I am sure that the results (anonymous and aggregated) are 

publicly accessible online on the website of the Ministry of Health

Data use is a key motivation for people 
participation in surveys

I would participate into the evaluation of healthcare services if…

De Rosis, Spataro, Vainieri (under revier), What does stimulate people to co-assess 

public services? A discrete choice experiment in healthcare . PAR

Why

Study  
financed by 
the Italian 
Ministry of 
Health.



Patient/people centerdness is a core 
approach for healthcare 
organizations.

The people voice should be 
disseminated throughout the 
organisation, internalised.

The people voice is a critical sources 
of knowledge, and improvement. 

Sydney Yoshida: Iceberg of Ignorance

Brännback, M. 1999, “The Concept of Customer-

Orientation and Its Implication for Competence 

Development”, technical report

Pat Exp is an 
asset



The more the hospital 

professionals know the 

patient survey results, the 

more the patient 

experience improves, in 

particolar with regard to 

the doctor-patient 

communication.

(+ 0,35 punti per ogni 1% in più di 

conoscenza)

Murante, A. M., Vainieri, M., Rojas, D., & 

Nuti, S. (2014). Does feedback influence 

patient-professional communication? 

Empirical evidence from Italy. Health 

Policy, 116(2-3), 273-280.

Professionals must know to act

Why



The PREMs
Observatory
Patient-reported experience 
to manage and improve 
healthcare performance

A good practice

De Rosis, S., Cerasuolo, D., & Nuti, S. (2019), Using patient-reported measures to 

drive change in healthcare: the experience of the digital, continuous and 

systematic PREMs observatory in Italy. BMC health services research, 20, 1-17. 



Thank you! 
Grazie!
Kiitos!

Yourcommentsarewelcome!

sabina.derosis@santannapisa.it
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