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British Columbia’s Cancer Care Outpatient Experience Survey

In 2005/06, British Columbia undertook a survey of cancer care outpatients at 50  
designated cancer care facilities to ask for feedback about their experiences with the 
care and services they received as cancer care outpatients.  The survey is the first of its 
kind in British Columbia.

Cancer care outpatients can tell us a lot about how we are doing in providing  
accessible and high quality health services that meet their needs.  Their feedback 
can provide insight into what is working and where care services can be enhanced. 
A survey that includes appropriate safeguards for patient consent and confidentiality 
allows cancer care outpatients to be more candid than they might be if they spoke 
directly to a health care professional or administrator. 

The cancer care outpatient experience survey is a “snapshot” of outpatient cancer care 
in British Columbia.  It provides health care providers, hospital administrators, health 
authorities, the BC Cancer Agency and the Ministry of Health with valuable  
information about how British Columbia cancer care facilities are performing.  The 
results will assist health authorities and the ministry in providing quality patient care 
and making improvements where they are needed.

What the Survey Measured

The survey evaluated cancer care outpatients’ experiences with outpatient 
cancer services across six areas or dimensions of care: 

	 •	 access to care;

	 •	 emotional support;

	 •	 respect for patient preferences;

	 •	 information, communication and education;

	 •	 physical comfort; 

	 •	 co-ordination and continuity of care.

The survey also considered patients’ overall impressions of the care they 
received.  Additional questions were asked about demographics, safety, the 
provision of background information about cancer care, and location of 
cancer treatment.

Participants

•	 12,215 former cancer care outpatients,  
	 who were receiving active cancer  
	 treatment from one or more of 50  
	 designated cancer care facilities  
	 between November 15, 2005 and  
	 May 15, 2006, were mailed the survey. 

•	 60.1% or 6,974 patients responded.

Overall Quality of Care

Percentage of British Columbia 
respondents who rated their overall 
quality of care as good, very good or 
excellent: 

•	 97.1% of all patients

What We Found
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What the Results Mean

These results represent cancer care outpatients’ voices and  
experiences.  They provide vital information about where the  
cancer care system is working and what patients think could be  
improved.  For example, after patients knew what their treatment 
was going to be, 78 per cent felt that they did not wait too long 
to get their first appointment for treatment.  In addition, patients 
give high ratings to the wait times from scheduled appointments 
to radiation therapy and chemotherapy.  They also say they are 
treated with dignity and respect by cancer care providers.  This is 
a testament to the continual and outstanding efforts health care 
providers make every day. 
 
It is important to also keep in mind that even high scores  
warrant attention.  For instance, 86 per cent of patients said they 
did not suffer harm as a result of a medical error or mistake, while  
9 per cent indicated they did not know.  That means 5 per cent  
of patients felt they did suffer some form of injury.  Results such 
as these will be shared with groups focused on quality  
improvement, such as the B.C. patient safety task force, to target 
areas that promote a culture of patient safety. 

Many of the areas where cancer care outpatients tell us that 
change is desirable relate to the provision of information and 
emotional support.  Some changes can be easily made, such as 
ensuring patients receive more information prior to commenc-
ing cancer treatment to better prepare them for their experience 
as patients.  Others, such as providing better emotional support, 
may require further review of best practices in those areas.

The results tell us that, overall, most British Columbia cancer 
care outpatients are satisfied with the quality of cancer care 
services.  While there are some areas for improvement, 97.1 per 
cent rated the overall quality of their care as good, very good 
or excellent and 98.7 per cent would definitely or probably 
recommend their cancer care facility to family or friends. 

In general, the findings highlight the following about 
cancer care outpatient experiences in British Columbia cancer 
care facilities:

•	 Patients ratings of satisfaction with ACCESS TO CARE in BC 
	 are significantly higher (average scores: 75.8% vs. 73.5%) than 
	 in the other provinces in the Canadian benchmark (Nova 
	 Scotia, Ontario, Manitoba, Saskatchewan, Alberta and British 
	 Columbia)

•	 Patients in BC rated PHYSICAL COMFORT highest and 
	 EMOTIONAL SUPPORT lowest (average scores: 77.2% and 
	 53.1%).  This is consistent with scores in the other Canadian 
	 provinces. 

For more survey results, see page 4.

How British Columbia Cancer Care Facilities are Doing

Top Areas for Improvement
OP = outpatient
CP = care provider

Top Strengths
OP = outpatient
CP = care provider
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How British Columbia Compares to Other 
Provinces

British Columbia cancer care outpatients’ views of their  
experiences were remarkably similar compared to the  
average for other Canadian provinces that comprise the  
Canadian benchmark (Nova Scotia, Ontario, Manitoba  
Saskatchewan, Alberta and British Columbia).  Their overall 
rating of the quality of British Columbia’s cancer care  
outpatient services is also on par with the benchmark.

Comparing the Findings to Other Patient 
Satisfaction Surveys

A January 2006 Conference Board of Canada report, Healthy 
Provinces, Healthy Canadians:  A Provincial Benchmarking 
Report, indicated British Columbia has Canada’s best overall 
health outcomes, but the second lowest ratings for patient 
satisfaction.  The scores in the Conference Board report are 
based on a Statistics Canada survey of the general public’s 
perceptions of patient access, rather than perceptions of  
actual patients.  Because British Columbia’s survey is based 
on cancer care outpatient experiences, it gives a more  
accurate understanding of British Columbia cancer care 
outpatients’ perceptions of the care they received.

Similarly, the June 2006 release of indicators from the  
Canadian community health survey on patient satisfaction 
from Statistics Canada reported on the entire health care 
system, including primary care, emergency care, acute care 
and other services.  British Columbia’s survey reports on  
cancer care outpatient services only.  The survey methods, 
questions and populations surveyed are also different.  
Because of this, comparisons between the two surveys are 
not statistically valid. 

How the Results will be Used

The Ministry of Health and health authorities are 
committed to acting on the survey results.  Over the next 
two years, health authorities will work to enhance cancer 
care outpatient services and share information about best 
practices among British Columbia cancer care facilities.

Who Participated

All six health authorities and 50 facilities within British  
Columbia participated.  

With some exceptions, all cancer care outpatients who  
received active cancer treatment and services at a British  

Columbia designated cancer care facility between  
November 15 2005 and May 15, 2006 received the survey.  
The survey does not include information about patients who 
died during the survey period, opted out or:

•	 were less than 18 years old;

•	 had no fixed address;

•	 did not have a confirmed cancer diagnosis;

•	 had not been in active treatment as a cancer care  
	 outpatient within the previous six months;

•	 were on oral chemotherapy treatment only; 

•	 had received only inpatient cancer services.

Survey Size

A total of 12,215 surveys were mailed out between 
November 15, 2005 and May 15, 2006.  The response rate 
was 60.1 per cent, with 6,974 completed surveys returned, 
just exceeding the targeted response rate of 60 per cent 
(the desired response rate based on experiences with similar 
surveys across Canada). 
 

Survey Method

A self-report questionnaire was mailed to the patients’ home 
address.  Translated questionnaires were available in French, 
Chinese and Punjabi via a 1-866 phone line.  Patients could 
also complete the survey online through a secure website.

Survey Tool

The province used the cancer care outpatient survey, 
developed by National Research Corporation (NRC) Canada, 
a leader in measuring patient experience.

Survey Administration

NRC Canada’s cancer care tool was chosen because it had 
been used in similar surveys in Nova Scotia, Ontario,  
Manitoba, Saskatchewan, and Alberta. This meant that  
besides meeting the province’s survey requirements, NRC 
Canada was able to provide comparative data for similar 
cancer care outpatient populations.

Cost

The total cost of the survey is estimated to be approximately 
$150,000.



�



�

Cancer care outpatients felt most positive about: 

	 •	 the wait from scheduled appointments to radiation  
		  therapy;

	 •	 being treated with dignity and respect by care providers;

	 •	 the involvement of family and friends in outpatient care 
		  and treatment; and

	 •	 the wait from scheduled appointment to outpatient 
		  chemotherapy.

Strengths in B.C.’s Cancer Care Outpatient System

Cancer care outpatients felt improvements could be made in: 

	 •	 putting patients in touch with care providers to help with 
		  anxiety and fear;

	 •	 providing enough information to patients on relationship 
		  changes; and

	 •	 providing enough information to patients on emotional 
		  changes.

Opportunities for Improvement

Strengths

Opportunities


