Welcome to the Results of the Latest MediHome Satisfaction Questionnaire

Oct 2009-March 2010

Before Reading the Results here is some background information that we hope is useful

Every user, or patient, that MediHome cares for receives a patient satisfaction questionnaire to
fill in anonymously. Usually these are filled in at the end of the care episode because, on
average, MediHome is only involved for a few days with each individual patient.

There are 16 statements to fill in and there is the opportunity to write any additional comments
that patients may wish to make. Responses are then posted back to Slough in a pre-paid
envelope.

The results are regularly reviewed and are shared with the clinical teams and management. We
monitor any trends that occur and use this information to check that we are delivering the best
care possible. We use these results to help support the company’s values which

are:

We believe that many patients are best cared for at home.

Our aim is to be the leading provider of acute home care services in
England by:

Delivering the highest-quality service to all our patients by ensuring their needs,
experiences and safety comes first.

Working together as a team to provide exceptional care. Supporting our
colleagues achieve outstanding levels of personal and professional excellence.
Encouraging innovation and constantly supporting ways to improve our service.

Most of the respondents are NHS patients, although sometimes we do care for private patients
too. However, all these patients would be in hospital were it not for MediHome’s range of
services. Some patients will have been in hospital because of operations so some but not all of
our patients may have experienced some pain as they recover. Likewise, most but not all of our
patients will need to see a registered nurse every day and some may need the care and
treatment delivered by our physiotherapists and healthcare assistants instead.

We are all very proud about these achievements and want to share them with you. As the Chief
Executive, | am very proud of the dedication and enthusiasm that everyone at MediHome
demonstrates each and every day to deliver the best care they possibly can.

Mark Lomax
Chief Executive

June 2010



MediHome Patient Satisfaction Report “ medihome

a positive step to recovery

Date From 01/10/2009 Date To 31/03/2010
Q1 - Did you have confidence and trust in the nurses treating you? Q2 - As far as you know, did nurses wash or clean their hands between touching
patients?
1%

2w 2%

M Yes, Always M Yes, Always

M Yes, Sometimes M Yes, Sometimes

" No HNo

B No Response ® Don't Know/Can't Remember

® No Response

Q3 - Would you describe the appearance of staff members as professional Q4 - Were you involved as much as you wanted to be in decisions about your
(smart and tidy) in their uniforms? care and treatment?
9
271/’ 1% 3%

M Yes, Always M Yes, Always

M Yes, Sometimes M Yes, Sometimes
= No = No

M No Response ® No Response
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MediHome Patient Satisfaction Report ” medihome

a positive step to recovery

Date From 01/10/2009 Date To 31/03/2010

Q5 - Were you ever in any pain? Q6 - Do you think the Medihome staff did everything they could to help control
your pain?

HYes M Yes, Definately

H No M Yes, To Some Extent

= No Response " No

B No Response

Q7 - Did a MediHome nurse explain the purpose of the medicines you were Q8 - Did a member of staff tell you about any danger signals you should watch
given to take at home in a way you could understand, including what side for after you went home?

effects you might experience?

3%

H Yes, Completely

M Yes, To Some Extent
M Yes, Completely

® No M Yes, To Some Extent

" No

M | Did Not Need an Explanation = It Was Not Necessary

® | Had No Medicines B No Response

= No Response
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MediHome Patient Satisfaction Report ‘. medihome

a positive step to recovery

Date From 01/10/2009 Date To 31/03/2010
Q9 - Did MediHome staff tell you who to contact if you were worried about Q10 - Overall, did you feel you were treated with respect and dignity while you
your condition or treatment after you left hospital? were cared for by MediHome?

1%
100

M Yes M Yes, Always

® No M Yes, Sometimes
® Don't Know/Can't Remember = No

m No Response M No Response

Q11 - How would you rate how well the hospital and MediHome worked Q12 - How did you feel about the timing of your move from hospital to be cared
together? for by MediHome?
1% 2%
M Excellent
H Very Good M Too Soon
M Good H About Time
M Fair m Should Have Happened Sooner
W Poor M No Response

= No Response
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MediHome Patient Satisfaction Report 0‘ medihome

a positive step to recovery

Date From 01/10/2009 Date To 31/03/2010
Q13 - Overall, how would you rate the care you received from MediHome Q14 - Overall, how would you rate the care you received from MediHome
nurses? physios?

H Excellent H Excellent
H Very Good H Very Good
® Good ® Good

| Fair M Fair

W Poor m Poor

m No Response ® No Response

1%

Q15 - Overall, how would you rate the telephone service you received from Q16 - Would you choose to be cared for at home by MediHome again if you
MediHome office staff? were ill in a similar way?
1%

3%

M Excellent
H Very Good
HYes
29 M Good =No
M Fair
™ No Response
W Poor

= No Response
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