Results to date
In the period 25/410 to 11/8/10 Wairarapa DHB received 34 texts through the Texsys feedback system (around 4,200 people will have used our services in this period).
23 were positive

7 were negative 

4 were neutral

Positive comments most commonly related to customer service or the speed with which people were seen

“”friendly and efficient. I feel confident and secure as a patient”

Negative comments: 5 related to the time taken to be seen in the Emergency Department or Outpatients, 3 comments referred to poor customer service.

“Has taken over half an hour just to hear her results. Not good enough”.

Neutral: 3 related to length of wait to be seen, but at the same time complimented staff on their manner and service. 

“”a lot of waiting but staff were very courteous and did their job well” 

Comment from Cate Tyrer, Director of Quality, Safety and Risk

“I’m pleased with how the texsys feedback has gone to date –. It provides us another method of obtaining feedback  and we’re hearing from people who may not have otherwise bothered to give feedback.. As always all feedback allows us to improve the quality of our services. For example, in the instances of poor customer service, we are able to investigate that and follow through with staff education and support. Everyone texting gets and automatic reply, but if anything requires follow-up or feedback, we let the texter know that too.”
Here are contact details of the developer of the system: adam@texsys.co.nz  website is http://www.texsys.co.nz/
Background information

We have on average 1300 patients through our hospital every month. We receive on average 8 complaints per month of varying degrees which equates to 0.63%
We also receive on average 13 formal compliments per month which equates to 1% 
Every month we send out 342 patient satisfaction feedback forms and submit these to the MoH this provides the data for the Quarterly Patient Satisfaction Survey Results.
In response to the overall trend question for the inpatient services on "how do you rate your overall experience at the Hospital 95.33% rated the hospital as either good or very good. The overall trend question for outpatient services received 94.24% of good and very good responses.
Below the two articles that have been in our staff newsletter about Txsys

March 2010

Giving feedback on Wairarapa DHB services is about to become even easier, with the trial of a new texting system in three areas - the Emergency Department, Child and Adolescent Mental Health Services and Outpatients.

The system is managed by Christchurch-based Texsys, whose research shows that around 60% of people will not give feedback using current ways because ‘it’s not worth the trouble of filling out a form’, they don’t want to create a fuss by confronting a staff member, or they don’t know how or can’t locate a point of contact. 

Texting allows the patients and families to raise a concern immediately and vent some of their feelings on the spot, rather than the issue escalate into a formal complaint which demands staff time and resources. It also allows patients and their families to give feedback about positive experiences and staff members. Monthly or quarterly reporting identifies feedback trends and benchmarks departmental performance, highlighting what areas require increased resources. All feedback is processed and categorised into over 50 DHB specific categories for benchmarking and ease of interpretation. These categories have been developed through collaboration with DHBs nationwide.
June 2010

Giving feedback on Wairarapa DHB services has become even easier. A month ago we trialled a new texting system in four areas - the Emergency Department, Child and Adolescent Mental Health Services, Outpatients and Selina Sutherland - and there has been a really good response, especially in ED.

Director Quality, Safety and Risk, Cate Tyrer, says responses so far have all been complimentary. “This complements our present paper-based system, giving diversity. We are pitching it at the younger voice, trying to capture their responses. There are posters in each of the trial areas promoting the feedback tool and offering an incentive of a $20 petrol voucher each month.  It is aimed at people who are very au fait with texting but may not be bothered to fill out feedback forms. It allows the patients to respond immediately and give feedback about their experiences in the hospital.”

Presently it costs 20cents per call but soon there will be free texting. The text goes to a live website called Texys, and it generates an automatic thankyou to the sender. Quality and Risk staff can access comments made through Texys and they have the ability to make contact with the sender and reply if necessary. 

This system has been successfully trialled in Whanganui, Northland, Canterbury and Taranaki so far.

