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THEMES

ACCESSIBILITY

The hospital is easily /
 not easily a

ccessible.

I am / a
m not satisfied with the hospital car park (spaces available, rates).

The staff in
troduce themselves / it

 is diffic
ult to

 spontaneously id
entify 

the function of each personnel (scrubs, badge).

Moving around the hospital is easy / d
iffic

ult (s
igns, tra

nsport).

ADMISSION

The pre-admission system is / is
 not efficient.

My hospital admission for went well / 
badly (i

dentifia
ble office, waiting, tic

ket, etc.).

ENVIRONMENT

The hospital is modern, recently r
enovated / o

utdated.

The hospital's equipment is of good quality 
/ outdated.

Thermal comfort is
 / is

 not adequate (to
o hot/cold, no air conditioning/heating).

Sound comfort is
 / is

 not re
spected.

Lighting is pleasant / i
rrita

ting (dark, neon light, etc.).

There are no unpleasant smells / th
ere are bad smells.

The chairs and armchairs are comfortable / th
ere are not enough of th

em, or th
ey are too old and uncomfortable.

Not enough attention is paid to environmental issues (re
cycling, waste management, etc.).

The infrastructure and support a
re / a

re not sufficiently a
dapted to people with disabilitie

s.

The general atmosphere is good / u
npleasant (c

ryin
g, shouting, 'm

orbidity')
.

There are activities and entertainment / m
ore should be offered.

ROOM & BATHROOM

Overall, I 
am / a

m not satisfied with my ro
om.

I was able to get a single room / I 
ended up in a shared room.

I get on well w
ith my ro

ommate / it
 is diffic

ult to
 live with a stranger.

I can / c
annot re

st.

The room is spacious / s
mall or cramped.

The rooms are well / 
badly fu

rnished.

The rooms are / a
re not comfortable.

I am / a
m not satisfied with the quality 

and management of th
e bedding (mattre

ss, pillow, blanket, sheets).

Overall, I 
am / a

m not satisfied with the bathroom.

I am / a
m not satisfied with the shower (n

ot in the room, condition, leakage, etc.).

I have an individual toilet / t
he toilet is old.

There are no or not enough toiletrie
s (soap, toothpaste, toilet paper, etc.).

SERVICES / PROVIDERS

I am / a
m not satisfied with the phone service (price, operation, etc.).

The television service is / is
 not efficient (p

rice, functioning, etc.).

I am / a
m not satisfied with the WIFI (price, access, etc.).

I am / a
m not satisfied with the Happytal service.

HYGIENE
The hospital is clean / th

e cleaning is too basic.

The room and the bathroom are clean / d
irty,

 the cleaning is not done or is done poorly.

FOOD
Mealtim

es are not satisfactory (t
oo early o

r to
o late).

Meals are not appetizing.

Meals are served on a plate / in
 plastic tra

y.

The meals are prepared too early, 
the preparation and expiry d

ates make me doubt th
e quality.

The meals are varied / to
o repetitiv

e.

The quantitie
s are / a

re not adapted (to
o copious or not enough).

The cooking and temperature are not satisfactory.

The meals are seasoned, tasty /
 lack flavour, are too bland.

The meals are / a
re not adapted to my dietary re

stric
tions.

There is enough / n
ot enough fresh fruit and vegetables.

The products are not of good quality 
(industria

l vs. fre
sh, organic).

The breakfast is / is
 not satisfactory.

I always have water available / it
 is sometim

es diffic
ult to

 get water or a drink (te
a, coffee).

OVERALL CARE

Overall, I 
am / a

m not satisfied with my care.

The care is / is
 not sufficiently p

ersonalised.

I am / a
m not satisfied with my care in the emergency ro

om.

MEANS
The French health system is excellent / t

he government should invest m
ore, there is a flagrant lack of resources.

There are a lot of resources available for patients / th
e hospital lacks resources.

ORGANISATION

Overall, th
e internal organisation is / is

 not efficient.

During weekends, public holidays, holiday periods: staff re
main present / t

here is a drop in the quality 
of services.

Coordination and communication between teams is good / in
sufficient.

Staff do not change every d
ay / s

taff change too often; it i
s confusing.

Staff do their best despite the workload / o
verwork is obvious and too great.

Staff are present despite understaffing / u
nderstaffing is too great.

WAITING / DELAYS

During my hospitalisation, I d
o not have to wait to

o long / I 
often wait to

o long and in bad conditions.

Outside the hospital, th
e delays are short / 

long (communication of results, date of next appointment, etc.).

ADMINISTRATIVE

The administration is easy / l
ong and complex.

I have problems with my in
surance company or social security.

I do not have to pay in
 advance / th

e various expenses linked to hospitalisation are significant.

VISITORS / ACCOMPANYING PEOPLE

There is a good / b
ad management of th

e accompanying people (support, i
nformation, possibility

 to stay in
 the hospital).

Visits by re
latives are well / 

poorly o
rganised (tim

es, number of people, compliance with instructions).

CARE
There is a good quality 

of care / c
ertain care gestures are unpleasant and sometim

es poorly p
erformed.

My bandages were not put on properly.

I get good help for washing myself / 
not enough, I a

m not helped.

EXAMS
The examinations are well organised and of good quality 

/ are disorganised and tedious.

Taking blood pressure is a painful moment: to
o repetitiv

e, faulty e
quipment.

Infusions, blood tests and catheters are well done / p
oorly d

one or unpleasant.

I am / a
m not satisfied with the imaging service (X-ray, u

ltra
sound, etc.).

My scan or MRI is carried out in good conditions / th
e organisation is bad (waiting, cancellation, etc.).

SURGERY-RELATED

The preparation and care in the operating theatre is / is
 not satisfactory (s

taff, w
aiting tim

e, information).

I had a good / b
ad experience with the anaesthesia.

I feel that m
y operation went well / 

badly.

The passage in the recovery ro
om went / d

id not go well (d
uration, staff, e

tc.).

My scar is aesthetic / I 
had complications (scars, staples, stitc

hes).

Following my operation, everyth
ing is going well / 

there are complications.

PAIN Pain management is / is
 not satisfactory (l

istening, waiting, responsiveness, etc.).

Analgesics and painkillers are appropriate / I 
have a problem (dosage, intolerance, side effects, etc.).

RESULTS
The diagnosis has been made / th

ere is an error in the diagnosis, areas of uncertainty.

I receive a clear report / 
I do not re

ceive it, o
r it 

is not satisfactory (c
larity,

 reality 
of th

e situation, etc.).

The rehabilita
tion is encouraging / a

fter th
e hospital I d

on't know how I w
ill c

ontinue my re
habilita

tion.

Today, I 
feel better or even cured / I 

am not ye
t cured.

MEDICAL FOLLOW-UP

The medical follow-up is good / in
sufficient.

The people who took care of me visit m
e regularly /

 they do not come to see me or in an unpleasant way.

The 'protocols' are well re
spected / th

ey should be more individualised.

There is a problem with my prescription (error, omission, etc.).

There is a good / b
ad management of medicines.

The dosage is not always adapted or respected.

Allergies and side effects are / a
re not m

onitored enough.

Post-operative follow-up is / is
 not sufficient.

PRIVACY / CONFIDENTIALITY

Privacy is
 protected / in

sufficiently r
espected.

Confidentiality 
is not sufficiently r

espected (ro
ommate in the room, conversations in the corridors, etc.).

COMMUNICATION & INFORMATION

I am / a
m not satisfied with the management and quality 

of my appointment.

The hospital, th
e departm

ent is easily /
 hardly re

achable by phone.

Communication and access to information is / is
 not smooth.

I am sufficiently /
 insufficiently i

nformed.

The explanations are / a
re not clear and accessible.

I receive conflicting advice and information from staff.

I receive / d
o not re

ceive useful and sound advice.

My re
quests are / a

re not considered.

Staff answer / d
o not answer my questions.

I am involved in decisions / I 
am not asked my opinion, or my choices are not re

spected.

PERCEPTION OF PROFESSIONALS

I felt / 
did not fe

el welcome when I arrived in the departm
ent.

The staff are / a
re not fri

endly a
nd approachable.

Staff are dedicated / la
ck involvement.

Staff are professional and competent / s
ometim

es lack professionalism.

Staff are / a
re not re

sponsive and efficient enough.

Staff are respectful and humane / d
o not consider patients enough.

I felt sufficiently /
 insufficiently s

upported by th
e staff.

The staff is
 / is

 not available and attentive to my needs.

The staff are patient / s
ometim

es impatient.

The staff is
 / a

re not kind and sympathetic to me.

I felt / 
did not fe

el confident.

Staff are frank and sincere / la
ck openness and honesty.

When making important announcements, staff are / a
re not diplomatic enough.

My re
ligion and beliefs are / a

re not re
spected enough.

PSYCHO-SOCIAL FEELINGS

I was very w
ell lo

oked after during my hospitalisation / I 
felt alone.

I felt / 
did not fe

el safe during my stay.

I found / I 
did not fin

d any social or psychological help.

The staff re
assured me / I 

felt anxious, stressed.

I have / I 
do not have the feeling of having been free and autonomous during my hospitalisation.

MATERNITY / OBSTETRICS

My birth
 plan was / w

as not re
spected.

I appreciated the physiological departm
ent / I

 was disappointed, partic
ularly b

y th
e collective breakfast.

I appreciated the Kangaroo departm
ent / s

hared rooms are not adapted to this departm
ent.

My delivery w
ent well / 

badly.

The caesarean section went well / 
was complicated and I did not fe

el supported afterwards.

The epidural was well in
serted / I 

had pain (waiting, insertio
n, etc.).

Post-partum care is / is
 not sufficient (fo

llow-up, support, i
nformation).

The service for registering birth
s is / is

 not efficient.

The staff re
fuse to let m

e leave my baby in
 the nursery o

vernight.

I have good / b
ad support a

nd advice on breastfeeding.

The 'father' is
 not sufficiently c

onsidered.

TRANSPORT

I am refused tra
nsport (t

ransport vouchers).

I have a problem with the ambulance (waiting, organisation, costs, etc.).

It is
 diffic

ult to
 plan with taxis (tim

e of departure, waiting tim
e, etc.).

DISCHARGE

The administrative organisation at th
e tim

e of discharge is poor.

I do not have enough information about m
y discharge (day, ti

me, anticipation, etc.).

My discharge from hospital was premature and rushed.

I had a good / p
oor experience of my re

turn home.

I had sufficient / i
nsufficient fo

llow-up after my discharge.

I had to return to hospital (error, complication, etc.).
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