
was included with all survey invitations and documentation.
Strong response rates highlight a willingness amongst bereaved
parents and families to share their experiences to inform
improvements to care.
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Background:
Patient experience surveys are a key source of evidence for
supporting decision-making and quality improvement in
healthcare services. These surveys contain two main types of
questions: closed and open-ended, asking about patients’ care
experiences. Apart from the knowledge obtained from
analysing closed-ended questions, invaluable insights can be
gleaned from free-text data. Advanced analytics techniques are
increasingly used to harness free-text data, yet existing
approaches do not offer the rigour required to support
formal decision-making through free-text.
Methods:
This study addresses the challenge of effectively and rigorously
analysing patients’ free-text feedback to improve maternity and
acute hospital services in Ireland. Aspects of healthcare services
(i.e. themes) that could be improved were determined using
computational text analytics and predictive modelling. Themes
extracted from comments were prioritised based on volume, the
intensity of negative affect expressed in the texts, and the
estimated influence of the themes on overall patient satisfaction.
Results:
Results demonstrate the viability of producing rigorous
evidence for prioritising interventions to improve healthcare
services based on free-text feedback. Specifically, consistency in
advice and support in breastfeeding were among the most
important issues for maternity services. For acute hospital
services, meals quality and access, A&E waiting time, ward
hygiene and communication at discharge were among the
most important issues. Women also wanted more emphasis on
prior birth experience and complications in future maternity
care surveys.
Conclusions:
Advances in computational text modelling enable the extrac-
tion of concrete and actionable insights from the analysis of
free-text data. This approach also allows decision-makers to
prioritise emergent themes and inform actions that will
positively impact overall patient satisfaction.
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Issue:
The Irish National Care Experience Programme (NCEP)
collects rich qualitative and quantitative data on patient and
service-user experiences of healthcare. These survey data are
not routinely triangulated with other quality and safety
datasets for patient safety surveillance.
Description of the problem:
The Irish Health Service Executive has commenced develop-
ment of a quality and patient safety surveillance system called
Quality and Safety Signals (QS Signals). This programme seeks
to optimise the use of existing data to reduce variability in
quality and safety of services, identify risks and signals of
concern, as well as learnings from signals of excellence. Patient
experience data is a rich source of insight into quality and
safety of care but currently, it is not routinely considered
alongside other quality and safety measures.
Results:
As a proof of concept, the Quality and Safety Signals
programme is collaborating with the National Women and
Infants Health Programme (NWIHP) to develop a composite
profile of quality and safety for maternity and neonatal
services. A Clinical Advisory Group (CAG) has been
established with multi-disciplinary clinical representation
from Ireland’s six Maternity Networks. To reach agreement
amongst the CAG on the indicators relevant to the measure-
ment of quality and safety, a series of interviews, workshops
and a Delphi Survey are being conducted. The co-design
process seeks consensus on the themes and classification
structure appropriate for a composite profile of quality and
safety.
Lessons:
The implementation of a patient safety surveillance system
challenges the Irish health system to reflect on how available
data can best be harnessed. Person-centredness is a core
domain of healthcare quality. Capturing the person’s experi-
ence of care through the NCEP surveys is vital to ensuring the
development of a comprehensive profile and guiding quality
improvements.
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Issue:
Patient experiences are central to the delivery of quality,
person-centred care and an important predictor of outcomes.
Prior to 2017, there was no unified, national approach to the
collection of care experience data in Ireland.
Description of the problem:
The National Care Experience Programme is a partnership
between a regulator, policy makers and the Irish public health
service, with a suite of surveys of inpatient, maternity,
nursing home and end of life care. The surveys aim to learn
from people’s feedback on health and social care services to
identify areas of good experience and areas requiring
improvement.
Results:
Findings have informed national policies, including a health-
care communication programme to support staff to develop
communication skills with patients and families. Survey data
provide a key input to the Irish health quality indicator
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