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Introduction
The voice of the patient is becoming increasingly recognized as a significant indicator
of quality. The patient is envisaged as an important part of developing new services,
and ensuring quality improvement across the various levels of the health care system.
A recent systematic review published in the BMJ showed that patient experience is
linked to clinical effectiveness and patient safety (1).
So how can practices gather robust, valid and reliable data on patient experience?
And how can this data be helpful in supporting the practice to improve its quality?
The Improving Practice Questionnaire (IPQ) is a patient feedback instrument that
combines both the general issues around primary care, such as access, availability of
information, preventive care and health promotion, as well as the patient’s
experience of the clinician’s interpersonal skills in the consultation (2).

Spread
The IPQ was extensively used across UK primary care practices (over 4,000) as part of
the evidence required for the Quality Outcomes Framework (QOF) (3). In Australia,
the IPQ is called the Practice Accreditation and Improvement Survey (or PAIS) and has
been approved by the RACGP as part of its 4th Edition Quality Standards
(commencing 2011) for practice accreditation (4). Over 3,500 Australian practices are
involved in using the tool. Several other countries have adopted the tool including
New Zealand and the Republic of Ireland.
However, just undertaking a valid and reliable patient survey is not enough. The real
challenge begins when healthcare organisations receive their results and reflect on
their significance. Research evidence shows that these organisations do better when
they build action plans around their results of patient feedback, and even more so,
when patients are involved in the proposed improvement strategies. This process has
been referred to as ‘Critical Friends Groups’ (5).
At the individual level, clinicians can receive feedback on their interpersonal skills. In
the UK, doctors are using this evidence as part of their requirements for Revalidation
(6). In Australia, where revalidation does not yet exist, the IPQ is being utilised by
doctors for their CPD requirements. Increasingly, the tool is being linked to MultiSource Feedback (MSF) which is becoming more widely adopted across health
practitioner recertification/revalidation (7).
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So What Next?
Although several countries are now embedding systematic patient feedback into their quality requirements, there is
still little known about how practices reflect and respond to their feedback. More research is needed in the area of
what actions, based on patient feedback, lead to improved outcomes.
Another issue is that systematic patient feedback has been largely adopted by medical organisations because of quality
requirements. However, there seems to be little uptake among other primary care providers such as dentists,
pharmacists, physiotherapists and other allied health professionals. This apparent neglect of patient feedback is
beginning to change. For example, the Pharmacy Guild of Australia has recently engaged their pharmacies in patient
feedback as part of their Quality Care Pharmacy Program (8). However, to ensure further uptake by allied health
professionals, more needs to be done to incentivise them in not only measuring patient experience, but also
embedding such feedback into their quality review processes.

Take Home Messages


Patient experience and its measurement is key for providing evidence of quality and safety across healthcare
organisations.



The Improving Practice Questionnaire has been extensively used in the UK, Australia, Ireland and NZ.



It provides feedback at both the organisational and individual levels of performance to help provide evidence
for practice accreditation and practitioner recertification/revalidation.



Approximately 4 million questionnaires have been analysed across 10,000 organisations, however more needs
to done in other allied-health professions.



More research is needed on the impact of the tool in terms of improving quality at both organisational and
individual levels.

Original Abstract
http://www.woncaeurope.org/content/221-improving-practice-questionnaire-patient-feedback-tool-clinical-governance-practice

References
1.
2.
3.
4.
5.
6.
7.
8.

Doyle C, Lennox L, Bell D. BMJ Open 2013;3:e001570. doi:10.1136/bmjopen-2012-001570
Greco, M.; Powell, R. and Sweeney, K. 2003. The Improving Practice Questionnaire (IPQ): a practical tool for general
practices seeking patient views. Education for Primary Care. Vol.14: 440-448.
Powell RJ, Powell, HJ and Greco MJ (2008) The impact of patient survey feedback in general practice: the influence of
practice size. Journal of Management & Marketing in Healthcare, Vol 1, No.2, 202-213.
Greco, M.; Sweeney, K.; Brownlea, A. and McGovern, J. 2001. The Practice Accreditation and Improvement Survey (PAIS) –
what patients think. Australian Family Physician. Vol.30, No.11, 1096-1100.
Greco, M.; Carter, M.; Powell, R.; Sweeney, K.; Jolliffe, J. and Stead, J. 2006. Impact of patient involvement in general
practice. Education for Primary Care. Vol.17: 486-95.
Narayanan, A. and Greco, M. 2007. What distinguishes general practitioners from consultants, according to colleagues?
Journal of Healthcare Management and Marketing. Vol.1 No.1: 80-87
Campbell, J., Narayanan, A., Burford, B. and Greco, M. 2010. Validation of a multi-source feedback tool for use in general
practice. Education for Primary Care. Vol.21, 165-179.
Narayanan, A., Greco, M. Reeves, P. et al. 2014. “Community pharmacy performance evaluation: Reliability and validity of
the Pharmacy Patient Questionnaire (PPQ)”. International Journal of Healthcare Management. Vol.27, 103-119.

2

