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What is Feedback ?
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More than one level of 
feedback - in a body
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Spine level - fast, less accurate

Cortex - slow, more accurate



Where feedback is important ?

➢ In organism - lots of feedback on 
many levels,

➢ In emotions among people - body 
language as a feedback,

➢Among cooperating persons,
➢ In team working and management,
➢ In organization of society,
➢………….. lots of others
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Are feedback important 
for better health care ?
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Types of feedback 
for Quality Assurance

➢ Information

➢Personal recognition (prestige, 
awards, etc.)

➢Financial incentives
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Feedback is crucial for 
improvement
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Plan 
improvement

Do 
changesDecide 

Check
e.g.external
accreditation



Feedback to organization 

➢Major component od accreditation is 
offered
➢ in preparation phase
➢during summing-up a day of survey
➢with surveyors report
➢ via certificate
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Is feedback to patients 
important ?
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Aim
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Types of feedback 
for patient

➢ Information
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Feedback matter case # 1  
Patient can choose hospital (doctor) 

and money goes after him

12Accreditation

or or



Important factors when 
choosing physician in USA
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Hanauer, D.A. et al ; Public Awareness, Perception, and Use of Online Physician Rating S  

https://jamanetwork.com/searchresults?author=David+A.+Hanauer&q=David+A.+Hanauer
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Feedback matter case # 2  
Patient can influence on politicians who 

decide about contracts for hospitals



Important elements in 
feedback on accreditation 

to patients  / public
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Public ceremony of certificate 
delivery with local media
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Deputy
Minister 
of Health

Director 
of 
hospital



Information in media

➢ Focus on older patients / citizens
➢ television - news and occasional 

programs
➢newspaper - best hospitals

➢Focus on younger patients / citizens
➢website of NCQA
➢ social media

➢Facebook 17



Logo with certificate No
on all hospital documents
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Special writing sign 
of the rights for accreditation

like signs - ™, ® , ©
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Information on external wall
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Certificate in main entrance
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Effectiveness of 
information feedback
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Problems

➢Feedback to patients / public is 
information that should be 
communicated effectively

➢Difficulty in attracting attention

➢Difficulty in understanding messages
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Difficulties in communication
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What you
think ?

What you
say?

What he
understand?

What he
listen?



Research on  understanding 
of TV news in Poland 

effects of carefully watched less than 3 minutes 

TV news

➢ after watching this news people were unable to 

describe more than 60% of information

➢in case of some news the lost of information is up 
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Solutions (1)

26Redundancy like with tam-tam 



➢ Simple wording

➢Make tests with older people ( age 
group as a most of the patient are )
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Solutions (2)



Take home message 1

➢Offering healthcare providers  
feedback information on how they 
perform is crucial for improvement of 
care
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Take home message 2

➢Make best attempts to properly 
inform patient and lay people about 
accreditation. 

➢But do not overestimate it’s effects. 
Even if your patients could select 
providers it will be not most 
important factor for their decisions

29



Thank you for your attention 
Feel free to ask or write

r.nizankowski@gmail.com
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