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Survey

Performance Paradox

“Describing people as a percentage would 
dehumanise the physical impact on a real 

person, someone’s mother, father, sister or 
brother”

“What matters more than raw data is our ability 
to place these facts in context and deliver them 

with emotional impact”
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• Feeling informed and being given options

• Staff who listen and spend time with the patient
• “It’s impossible to overestimate the value of a really 

good, efficient, friendly receptionist”

• Being treated as a person, not a number
• “Each patient is different my experience is not yours, 

and is not his”

• Patient involvement in care and being able to ask 
questions

• The value of support services, such a voluntary 
sector organisations, support groups etc

• Efficient processes that provide the patient with a 
sense of continuity of care

• “Speed of access is an issue. It can take a long time to 
access help other than medications. But by the time 
people have plucked up courage to see their GP they 
may feel they need help quite quickly.”

Source:  http://bit.ly/whatmatterstopatients

“I do try and take a participatory standpoint, like I feel it’s a two way thing with the doctor. I think it’s 
important that you know as much, that you work with them, and I do find that that really helps if you start a 

dialogue and discussion rather than going in and making demands, or going in there without any information, 
it really helps facilitate all the processes. I think it all makes a big difference. So I don’t expect them to cure 

everything. I expect that I need to be engaged and involved, and do all the right things as well. “ 

http://bit.ly/whatmatterstopatients


They 
know me

They 
respect 

me

They 
impress 

me

Source:  Betts et al, The value of patient experience.  Hospitals with better patient-reported experience perform better financially.
https://www2.deloitte.com/us/en/pages/life-sciences-and-health-care/articles/hospitals-patient-experience.html



The continuum of patient influence

Complaining

Giving 
Information

Listening 
and 

responding

Consulting 
and advising

Source:  Bate, P. and Robert, G. (2006). Experience-based design: from redesigning the system around the patient to co-designing services with the 
patient. Quality and Safety in Health Care, 15(5), pp.307-310.

Experience 
Based Co-

Design

Performance + Engineering + Aesthetics



Experience 
based co-design

Source:  Forthcoming Experience 
Based Co-Design Toolkit (AHHA and 
CHF)
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