
How and why a positive ethos delivers outstanding patient 
satisfaction 

Background: 
Patient satisfaction is high on the healthcare agenda1,4. Therefore obtaining the personal views from patients through the application of annual 
satisfaction surveys is imperative if service provision is to reflect and respond to the needs of its users. Evidence5 suggests that teamwork 
underpinned by open transparent dialogue between service users and staff promotes a positive ethos (Table II) which in turn has the potential to 
influence patient satisfaction. During 2014 90% of the patients at Stratford upon Avon satellite dialysis unit completed a satisfaction survey, the 
results of which demonstrated very high levels of satisfaction, with, among other things, 94% of patients having complete confidence in the 
dialysis nurses, 97% of patients feeling involved in their care and decision making and 98% of patients feeling safe whilst on dialysis. 
 

Linda Hansen1, Cathy Poole2, Debbie Reece2  

1Fresenius Medical Care, NephroCare Stratford upon Avon Dialysis Centre, Stratford upon Avon – Great Britain   
2Fresenius Medical Care, NephroCare Head Office, Kings Norton, Birmingham – Great Britain 

References 
1.  Boquiren, V M., Hack, T F., Beaver, K., & Williamson, S. (2015). What Do Measures of Patient Satisfaction with the Doctor Tell Us?. Patient Education and Counselling. 
2.  Donia AF., Elhadedy MA., El-Maghrabi HM., Abbas MH., Foda MA. (2015) Exploring the opinion of hemodialysis patients about their dialysis unit. Saudi J Kidney Dis Transpl [serial online] 2015 ;26:73-7. 

Available from: http://www.sjkdt.org/text.asp?2015/26/1/73/148741 
3.  Driscoll, J. (2007) Practising Clinical Supervision: A Reflective Approach for Healthcare Professionals. 2nd ed. Edinburgh: Bailliere Tindall Elsevier.  
4.  Thurairatnam, RR., Mathew, GS., Montgomery, J and Stocker, C. (2014) The role of patient satisfaction surveys to improve patient care in day surgery [online]. Day Surgery Australia, Vol. 13, No. 3, Dec 

2014: 6-8. Availability:  http://search.informit.com.au/documentSummary;dn=871865174282640;res=IELHEA  ISSN: 1446-8999 
5.  Valentine, M A., Nembhard, I M., & Edmondson, A C. (2015). Measuring teamwork in health care settings: A review of survey instruments. Medical care, 53(4), e16-e30. 
6.  Wen, J., & Schulman, K A. (2014). Can Team-Based Care Improve Patient Satisfaction? A Systematic Review of Randomized Controlled Trials. PLoS ONE 9(7): e100603. doi:10.1371/journal.pone.

0100603 

Figure 1. Driscoll (2007)  Reflective Model 

Objective: 
The main objective was to reflect upon the dialysis clinic operations, 
and patient and staff behaviours, in order to pinpoint key themes 
which may have influenced the high level of patient satisfaction as 
identified in this survey. 
 
Methods:   
Driscolls (2007) reflective model (Figure 1.) was applied in order to 
analyse the ethos at Stratford upon Avon satellite dialysis unit, and 
ascertain what it was that dialysis staff were doing, and why patients 
were so happy. 

Table I. Definition of Ethos,  
Oxford English Dictionary 

Results: 
The dialysis team reflected upon the 2014 satisfaction survey results 
and identified four key themes (Figure 2) which  underpinned the core 
ethos of  practice6. Additional reflection enabled the nursing team to 
consider how the four key themes could be expressed in relationship to 
the care of patients with chronic kidney disease receiving 
haemodialysis in a satellite dialysis setting (Table II)   
As a result of expectation, empowerment, communication and patient 
engagement, staff feel valued and well equipped, patients are engaged 
and have a vested interest in their treatment outcome, and compliance 
and quality of life improve: It becomes a self fulfilling prophecy as 
shown in Figure 2. 
 

Conclusions and Application to Practice: 
The ongoing application of the dialysis clinic ethos ensures that both staff and patients get a taste of the feel good factor, resulting in happy 
committed staff, happy patients and hence excellent patient satisfaction survey results.  Your actions, impact others beliefs which in turn 
changes their actions.  
                                                                             If you are positive, your outcomes will also be positive! 

Figure 2. Four key themes which underpin the core ethos of 
practice, surrounded by  self fulfilling prophecy.  
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1. Expectation • Staff are always looking for improved outcomes in 
KPIs such as time, KT/V, sub volumes etc. 

• The patients enjoy the interaction, and feel better 
for it.  
          (Humans will tend to live up to expectation!) 

2. Empowerment • Staff have confidence in sharing their knowledge 
so everyone benefits 

3. Communication • BSC improvements are shared with staff,  
• As a result, they are motivated to further improve 
the treatment experience for the patient..  

4. Engagement • Staff and patients enjoy working hand in hand to 
improve treatment outcomes. 

Table II.  How ethos affects care delivery  

Ethos:     Noun 

 
Definition: The characteristic 

spirit of a culture, 
era, or community as 
manifested in its 
attitudes and 
aspirations. 


