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 Tools for listening to patients and/or their loved ones

• Complaints and grievances

• Patient interviews

• Patient focus groups

• Feedback from volunteers and patient partners

• Patient satisfaction surveys
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Patient satisfaction 
surveys

• Satisfaction questionnaires with benchmark (Attentes et 
Satisfaction des Patients et de leur Entourage (ASPE)) :

• Specific surveys for different types of units
• Benchmark with hospitals in Belgium, Switzerland and 

Luxembourg
• Year-on-year internal comparison
• Identification of priorities
• More than 3,200 responses in 2024 with >1000 free text 

comments
• Internal satisfaction surveys
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Patient focus groups: 
Hearing the patients’ voice 

Problem description:
Including the patients’ voice within a defined framework, 
linked to projects and/or priority setting

Action:
• Call for participation with a pre-selection by care teams 

(patient suitability) 
• Organisation of patient focus groups with guided discussions

Impact and patient feedback:
• Identification of patient priorities
• Comparison of the professionals’ priorities / ideas and 

those of the patients
• Patient input used to decide on projects at the CHL

Challenges:
• Time investment by both patients and professionals
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Patient Experience Committee
Driving force for prioritising and implementing projects

Multidisciplinary composition (Management, Care, Medical, Medical secretariat, HR, Logistics, 
Communication, Corporate Social Responsibility, Quality)

Scope of projects:

• Patient well-being

• Interaction with patients and their families

• Patient management (care pathway)

• Day-to-day patient involvement

• Adapted and modern methods of communication
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« I’m lost – where do I have to go? »
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Welcome and guidance 
volunteers

Problem description:
« Ease of orientation in the hospital »

Action:
• Since Mai 2024, 11+ volunteers for the welcome and guidance of patients
• Since August 2025, volunteers have been guiding patients in the paediatric 

hospital
• Volunteers visit patients in social isolation (internal medicine and neurology)

Impact and patient feedback:
• Improvement of « Ease of orientation in the hospital »
• Positive feedback form volunteers 
• Improvement suggestions from volunteers

Challenges:
• Standardisation of the HR aspects (recruitment, training,…)
• Coordination of recruitment
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 « I saw the medic, but I have so many more 
questions about how to deal with this on a daily 

basis…»
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Patienten House
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 « I hope I won’t be served the standard menu 
again! »

10



SPX International Colloquium 2025 – 6th Edition in Luxembourg

Dedicated meal ordering 
team

Problem description:
« Meals offered to patients »

Action:
• Setting up a dedicated team to take meal orders in the oncology, general 

surgery, cardiology and maternity units 
• Team made up of CHL staff undergoing professional redeployment 

Impact and patient feedback:
• Amelioration «  Meals offered to patients »
• 100% recommendation from patients to maintain this team 
• Staff: significant reduction in their absenteeism rate
• Significant reduction in domestic waste (trays ordered are consumed)

Challenges:
• Funding for the staffing of the meal ordering team
• Extending the scope of the project to other units, which are in demand
• Project with the Agency for Employment Development (ADEM)
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CHL ASPE

69 79

2022 2023 2024

69 69 75
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Conclusion
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Conclusion

• Inclusion of the patient via multiple ways : focus groups, patient partners at the 
PatientenHouse, patient interviews and systematic patient satisfaction questionnaires.

• Patient feedback helps identify and prioritise improvement projects and justify investments.

• The Patient Experience Committee as a driving force for project implementation.

• Projects with measurement of the positive impact on the patient experience, through 
indicators and/or qualitative data.
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THANK YOU !
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