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The Publisher would like to point out that the above paper was published without the necessary appendices.
The Publisher sincerely apologises for this omission. The missing appendices are below:

Appendix A.

Sample electronic questionnaire for patients of the Greater Poland Cancer Centre
Dear Patient,

Please, be so kind as to spare a few minutes of your time to answer the below questions. They survey is aimed to improve your safety and health care
level In our hospital.

The available answers are rated on a 1 to 5 scale, where:

Insufficient
Sufficient
Good

Very Good
Excellent

U AWK =

NOTE!
Please, evaluate all items of the survey, including sub-sections.

Date: generated automatically

DOI of original article: http://dx.doi.org/10.1016/j.rpor.2011.10.006.
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Admission to hospital:

.1 General registration service 1 2 3 4 5
+ was polite C e | e e
« was helpful C C C | # e
« was ready to provide assistance e © e | & e
« language was clear and easy to understand C e C | @ C
« patient registration was fast and efficient C c e | ® C

My comments:

text box for approx. 300 characters, repeated under all sections marked “My comments”

2. | used phone registration yes  no

if not, further part of this section is inactive

3. Phone registration service: 1 2 3 4 5
« was polite C C e C C
- was helpful e e E e C
» was ready to provide assistance | & | & © |8
« language was clear and easy to understand | & | &4 e & [
« patient registration was fast and efficient |8 C - - [
= directions on how to get to the clinic were sufficient YES NO
= connection with the Registration was easy YES NO after

several attempts

Helpdesk

4. | used the Helpdesk service YES NO

if not, further part of this section is inactive
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5. Helpdesk service: 1

+ was polite | | e

» was helpful

n
@]
O
ell ]| [e
n

+ was ready to provide assistance | | |9 e
+ language was clear and easy to understand | o E E e O
» patient registration was fast and efficient e E e e e

6. | used the Telephone Helpdesk YES NO

if not, further part of the section is inactive

7. Telephone Helpdesk 1 2 3 4 5
« was polite e e e e C
= was helpful C C e C C
« was ready to provide assistance e e e e e

0
0
0
O
0

« language was clear and easy to understand

+ patient registration was fast and efficient e C e e i
= connection with the Helpdesk was easy YES NO after several
attempts
8.H d te th tient i t
ow do you rate the patient queuing system 3 7 3 " 5

(assignment of numbers for registration purposes)

Visit to the clinic:

| was referred to:

Radiation therapy Chemotherapy Surgical clinic other

with radiation therapy selected, the “Irradiation” section of the survey is activated, otherwise it remains inactive.

9 Treating physician:

» was polite e e C C C
« informed me on my health status and further treatment | & e e e -

- respected my right to privacy and personal dignity [ | | & | & E
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10 Did you receive answers from the physicians?

C Yes
e No
e

| asked no questions

My comments:

Imaging diagnostics (radiology):
| received the following treatment: multiple choice boxes

UsG

RTG

CT (computer tomography)
MR (magnetic resonance)
Mammography
Scyntygraphy

n/a

ooooooo

if not applicable, further part of this section is inactive
11 Diagnostic examination was explained to me

| was informed how to prepare for the radiation treatment, about its course and effects for the organism (reaction to the
contrast, isotope, etc.)

12
13 | consented in writing to be given a contrast medium
14 | was given enough time to consider my consent for the treatment

15 The staff operating the diagnostic machine helped me adjust a correct position for treatment

16 | received details on where and when | can obtain my results

17 Staff behaviour during the diagnostic procedure was in line with my expectations

My comments:

18 Staff engaged in treatment: 1 2 3
- were polite | # C e
« informed me on my health status and further treatment | © C
« respected my right to privacy and personal dignity e C e

19.What information was missing during preparation for the diagnostic procedure?

text box

Yes

S

all =l [o

No
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Irradiation (radiation therapy):

| was treated | was not treated

If not treated, further part of this section is inactive

| am irradiated with multiple choice boxes

20

21

22

23

24

25

26

27

28

Clinac 1
Clinac 2
Clinac 3
Clinac 4
Theratron

ooooa

My treatment method was explained to me

| understood the why this type of treatment was selected

| was informed about possible post-radiation reactions

| gave my written consent for the treatment

| was given adequate time to consider my consent

Most information about the treatment was provided by: single choice

* Attending physician

+ Radiotherapy technician (machine operator)

e Nurses

+ Other person: text box

The staff operating the diagnostic machine helped me adjust a correct positioning for treatment
Staff behaviour during the diagnostic procedure was in line with my expectations
Technical staff:

« were polite

« informed me on my health status and further treatment

« respected my right to privacy and personal dignity

29.What information was missing during preparation for the diagnostic procedure?

My comments: text box

Laboratory diagnostics:

| was treated | was not treated

If not treated, further part of this section is inactive

Yes  No
C C
e e
C C
e C
C C
yes
4
C
C
C

no
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30 It was easy for me to find the Material Collection Point (blood, urine).
e
e

Yes

No

31 Service was nice, polite and open.

C
e

Yes

No

32  Staff used gloves while performing blood tests.
[: Yes
C No
&

| am not sure
My comments:

Psychological assistance:

33 | was offered psychological assistance.
C Yes
C No
c Yes, but | refused to use it
Other:
34 | participated in concerts organised by the Centre
35 | participated in movie shows organised by the Centre

36 | used the Centre library

37  When | feel good enough | spend my time in the conservatory

38 | took part in other extra activities organised by the Centre
text box

General:

39 How would you rate the cooperation of physicians, nurses and other staff as:

40 How would you rate the quality of the Centre services

41 | was happy with the treatment conditions in the Centre, i.e.:

« temperature in rooms,
« lighting,
« cleanness of the waiting room,

« availability of the changing room.

-

yes

yes

» 0O 0.

O 0o 0o 0o

no

no
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44

45

46

My comments:

During

my stay in the Centre | had access to information on:

patient rights,

possibilities and receiving authorities for complaints and grievances,

health care indications (after treatment, examination, etc.),

working hours (clinic, diagnostic units),

information brochures

4 The Centre respects patient personal dignity during examinations and
3 treatment

Things missing in the hospital: multiple choice boxes

Information guides on text box
Hospital layout maps

Hospital access maps

Information brochures on text box
Cafe/bar

ATM

Other text box

The Centre website provides patients with sufficient information

if not - the following question is activated

The website does not include information on:

text box

For statistical purposes, please give the following details:

Age:

o
o
o
e
e
e

between 18

between 30 -

between 40 -

between 50 -

between 60 -

over 70

-29

39

49

59

69

Yes No
C B

g e
e e
g e
e e

yes

no
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Gender:

o c

female male

Education:

e

basic

@

vocational

secondary

high

other

| was/am a patient of the:

&

clinic

@

department

®

clinic and department

@

other text box

All questions in this survey have bee clear to me:

if not, a text box appears

Please, indicate which questions were not clear to you and why?

Your opinion may contribute to better legibility of this form.

text box

yes

no
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Appendix B.

Comments and complaints from at www.wco.pl
Name and surname:
E-mail:
Subject:

Message content:

I L]
0/500

Rewrite the code P 4 K LAS

from the image: |

Wysj
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Appendix C.

Model of patient satisfaction survey

A

A 4

Head of Unit applies to the QMS Representative for patient
satisfaction survey

QMS Representative sends an official notice to the Head of
Unit with decision to conduct patient satisfaction survey

A 4

regarding services provided by the Unit

.

Meeting of QMS Representative with the Unit Management
to present details of the survey and agree on the timeframe.

v

\4

QMS Representative develops a survey questionnaire, basing
on consultations with Unit representatives and the Clinical
Psychology Centre, to ensure that results obtained are of

maximum value for the Unit staff.

Survey
Questionnaire

Is the questionnaire
approved by the
Unit Management?

The questionnaire is modified and submitted to the
Unit Management for re-examination and final

2. Comments and complaints submitted by patients via the
electronic form published at the Centre’s website

approval
Supporting data:
1. Comments and complaints submitted to the Commissioner
for Patient Rights e

Survey

\4

Start of the survey

!

1. Set-up of a box for completed questionnaires
2. Distribution of questionnaires

| 3. Departmental nurse hands the survey

>

Questionnaire

questionnaire to a patient during the admission
procedure explaining the purpose of the survey
and indicating the place where completed
questionnaires can be dropped (a clearly
marked box is placed in a visible location)

v

Additional conducting patient satisfaction surveys in
the form of direct interview

Completed survey

Survey is terminated according to a pre-set schedule |—>

questionnaires

)

\_/’—

QMS Representative analyses questionnaires received

Analysis in paper and
PPP format

A 4

v

R

NO

Analysis results are presented to the Unit Management and
further measures taken if appropriate

Analysis in paper and
PPP format

A 4

Staff training in patient
communication
techniques, professional

fatigue, stress
management, etc.

satisfaction survey in the Unit

Closing meeting with the staff to present results of the patient

Analysis in PPP format

R

YES

Clinical Psychology Centre establishes contents, basing on
results obtained, and timeframe of the training

!

Official notice

Staff training combined with presentation of analysis results

Analysis in PPP format

.

Certification award to the Unit Management |
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