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Objective

The pediatric emergency department (P-ED) has more patients every year. With this study we
want to find out how satisfied the parents and patients are. We want to know where the
biggest problems are and how we can improve with little effort and make a change for the
better.

Methods

Quantitative and qualitative methods were chosen. The development of the survey was made
with RedCap and was based on common problems at the emergency department with focus
on the pediatric emergency department at the Hospital of Fribourg (HFR), Switzerland. The
survey was distributed with QR-Codes and was completely anonymous. We asked questions in
five major topics: General information, Experience, Performance of the nurses, Performance
of the doctors and Infrastructure. The analyses was done with excel.

Results

We received 306 surveys back that were filled out completely or partially. This represents
3.4% of all patients that used the department during this time.

On the topic of general information, we found that 2/3 speak French and over 75% arrived
with private transport and arrived in under 30 minutes at the hospital.

On the topic of experience we discovered that general satisfaction depends on waiting times
and concluded that the displaying of waiting times could reduce stress levels.

The participants are satisfied with the performance of the triage nurses, but the triage level
needs to be explained to the patients in more detail.

Performance of the doctors was deemed satisfactory.

Concerning infrastructure, the existing concept with signs on the floor is the most favored
option.

Conclusion

The findings are that the participants are satisfied with the service they get from the HFR P-
ED. The major points of dissatisfaction are the waiting times and the missing explanation of
the triage levels. This can be improved with more information about the triage system and a
display of the waiting positions. The information should be given in an easy and
comprehensible way so everybody can understand it.
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