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Measuring People’s Impressions
of Health Care

How do citizens rate the quality of health care in their countries? How do they
view government’s role in supporting—and improving—health and health care? What
government actions do individuals consider important to making improvements, and
how do they rate government’s performance in carrying out those actions? Through this
year’s Accenture Citizen Experience Study, we’re exploring those and other questions.
This overview provides key findings from the 16 geographies we surveyed. To learn
more, visit www.accenture.com/ACES.
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The Accenture Institute for Health & Public Service Value designed the Accenture Citizen Experience
Study to generally explore respondents’ perceptions of the importance of government action in helping
improve the quality of their health and health care, and their experience of how well government is
performing as such. Recognizing that every geography has unique cultural, socioeconomic and other
characteristics, we did not design the survey to compare and contrast performance by country or by
region, and the results and information provided herein or otherwise are not intended and should not
be used for such purposes.
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Executive summary
From riding on mass transit and
studying in public schools to paying
taxes or reporting crime, most people
interact with government through the
delivery and use of public services. To
gauge satisfaction with the quality of
their services, government and public
services organizations routinely conduct
surveys. But such surveys often do not
fully address the potential complexity
in the relationships between individuals
and their governments—or the impact
of service delivery on those relationships.

Background
The Accenture Institute for Health
& Public Service Value—which was
created to promote high performance
in the health care sector and in public
service delivery, policymaking and
governance—initiated the Accenture
Citizen Experience Study to help fill
that void.
The first study measured the level
of connection and engagement that
respondents in 13 geographies perceive
with their government as a consequence
of how well public services were
meeting their expectations around
improving the quality of their lives.
For the second round of research, we
expanded the study to 16 geographies
and narrowed the focus to health and
health care.
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Objectives
Indeed, the 2010 Accenture Citizen
Experience Study examines respondents'
views about the quality of health care
and government’s role in improving
it. More specifically, we explore the
perceptions on the importance of 16
government actions to improve the
quality of health and health care, as
well as the experience of how well
government is performing in relation
to each. These actions map to the four
components of the Accenture Public
Service Value Governance Framework:
Outcomes, Balance, Engagement and
Accountability. (You can read more about
the framework and the 16 government
actions related to health on pages 7, 8
and 9 and on pages 42 and 43.)

Key findings
Across the geographies surveyed in this
year’s Accenture Citizen Experience
Study, there is great variation not only
in health systems, but also in the
social, cultural and economic factors
that determine people’s health needs
and expectations of government.
Not surprisingly, expectations vary
considerably, with respondents in some
countries placing higher importance
than others on government action to
improve health and health care. For
example, an average of 41 percent of
respondents in Hong Kong rated all 16
government actions as essential or very
important. In Japan, the average was
50 percent. Yet, in Brazil and Mexico, a
much higher proportion of respondents—
an average of 87 percent in each
country—assigned high importance
ratings to all of the government actions.

Though expectations vary, the survey
suggests a strong consensus among
respondents all over the world about
what they want from their health
system. Respondents consistently
expressed desire for government to take
action to ensure that health services
are easily accessible to everyone. In
terms of importance, they prioritize two
particular aspects of their relationship
with government, both of which relate
to the Balance component of the
framework. It seems that people
around the world want government
to ensure that health services:
• Help people who may have difficulties

using health care services—for example,
the elderly—to gain easier access, which
ranked as one of the top three actions
for government in all 16 geographies.
• Provide

fair and equal access to
health services for everyone, which
ranked as one of the top three actions
in 11 of the 16 geographies.
Across all 16 geographies, 79 percent
and 78 percent, respectively, of
respondents voted these actions as
essential or very important for
government.

Respondents were also very concerned
about Accountability in relation to
health services—particularly the need
for health organizations to take prompt,
effective action to resolve problems or
difficulties that patients and the public
experience. Respondents in 10 of the
16 geographies ranked this as one of
the top three actions for government.
In fact, 75 percent of respondents on
average rated it as essential or very
important—well above any other
aspect of Accountability.

Respondents consistently expressed
desire for government to take action
to ensure that health services are easily
accessible to everyone.

In a number of geographies, respondents
called for government to take steps to
reduce health disparities and create
equal opportunities for good health
outcomes. Many respondents placed
strong importance on targeting health
services to people with the highest
level of need—for instance, those in
lower socioeconomic or marginalized
groups. Across all 16 geographies, an
average of 73 percent of respondents
rated this action as essential or very
important, and it was ranked one of the
top three actions in five geographies.

Other government actions received more
mixed support. For example, 72 percent
of all respondents rated providing a
clear, easy way for people to access
health information and information
on health services as essential or very
important. Yet respondents in India
were alone in selecting it as one of
their top three actions for government.
Similarly, 71 percent of all respondents
support a focus on providing reliable
and trustworthy information and advice
about health and health services—but
this action ranked in the top three in
only three countries.

In Brazil and Mexico, respondents called
for more action from government to
encourage and educate people to take
more personal responsibility for
improving their own health and that
of their families. More than 90 percent
of respondents rated this action as
essential or very important, making it
one of the top two actions in each
country. In Mexico, respondents also
want government to ensure more
accountability for the quality of health
services. More than nine in 10 rated
creating regular opportunities for
patients and the public to take part in
discussions about the quality of health
services as essential or very important—
the single most important action for
government in that country.
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Only two countries, Brazil and Ireland,
prioritized the need for government
to ensure that health services deliver
real improvements in the overall
health of the nation. While 70 percent
of respondents rated this essential or
very important, it was perceived as being
less important than other government
actions in most geographies. This result
suggests that although people value
broader public health outcomes, they
are more concerned about having
access to health services for themselves
and their families and ensuring that
everyone has the same opportunities
to access good-quality health services
when they need them.
In assessing performance, respondents
generally agreed on the areas where
government is weakest. In particular,
respondents gave government the lowest
marks on one aspect of Accountability:
ensuring that health organizations create
regular opportunities for patients and
the public to take part in discussions
about the quality of health services.
In 15 of 16 geographies, respondents
ranked this action as one of the two
areas in which government performance
is weakest. The other area of consistent
weakness falls within the Engagement
component: seeking people's views
when deciding on the priorities for
health services. Respondents in 10 of
the 16 geographies view this action as
one of the two in which government is
performing least well. In both cases,
just 21 percent of respondents rated
government performance as very or
fairly good.
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Respondents also view government
performance as relatively weak in
another aspect of Accountability:
ensuring that health organizations
provide clear explanations of how
spending priorities on health services
are decided. Respondents perceive
that the decisions that are made in
managing health care systems should
be more transparent to the public.
Perhaps most telling, though, is the
extent of the “gaps” that exist across
each of the 16 government actions.
These represent the difference between
the importance respondents assign to
an action and how well they think
government is performing in relation
to it. In nine of the 16 geographies,
respondents identified taking prompt,
effective action to resolve problems or
difficulties that patients and the public
experience with health services as the
action where there is the largest gap
between the importance people place
on government action and government’s
perceived performance. On average, 75
percent of respondents rate this as an
essential or very important action.
Yet only 26 percent think government
is performing well. In other words,
almost half of all respondents believe
government performance is falling
short in this area.

Other areas where respondents identify
significant gaps across the geographies
are in helping people who may have
difficulties using health care services—
for example, the elderly—to gain easier
access (an average gap of 44 percent),
providing clear explanations of how
spending priorities on health services
are decided (an average gap of 43
percent) and seeking people’s views
when deciding priorities for health
services (an average gap of 42 percent).
For citizens in all 16 geographies,
access to service, accountability and
public engagement remain important
challenges to their government and
their health service organizations.

At-a-glance: Top three government actions to help improve health and health care
Outcomes

AU

BR

Focus on delivering real improvements in
the overall health of the nation

3=

Target health services to help
people with the highest level of need
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Coordinate their efforts with different
public services (e.g., social services,
schools) to ensure that people's wider
health needs are met
Coordinate their efforts with different
nongovernment organizations to
ensure that people's wider health
needs are met

Balance
Provide fair and equal access to health
services for everyone in the country

2

1

Provide people with treatment and
care that is more tailored to their
individual health needs

1

1
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3

2

2
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3

1

2

2

2

3
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Make health information and services
easily available to people through a
variety of different methods, such as
telephone, Internet, as well as in person
Help people who may have difficulties
using health care services, e.g., the
elderly, to gain easier access.

1

1
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1
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1

1

2
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1

1

2

1

1
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Engagement
3

Provide reliable and trustworthy
information and advice about health
and health services

1

Provide a clear and easy way for
people to access health information
and information on health services
quickly and easily

3=

3

Seek people's views when deciding on
the priorities for health services

2

Encourage and educate people to
take more personal responsibility for
improving their own health and that
of their families

2=

Accountability
3=

Provide clear explanations of how
spending priorities on health services
are decided
Provide the public and patients with
clear evidence of how health care
policies are improving people's health
Take prompt and effective action to
resolve problems or difficulties that
patients and the public experience
with health services
Create regular opportunities for patients
and the public to take part in discussions
about the quality of health services

3

2=

3=

3

3

2=

3

3

1

3=

1
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Interpreting the findings
We asked respondents to think about
16 government actions—each relating
to one of the components of the
Accenture Public Service Value
Governance Framework—that should help
to improve health and health care in
their geographies. More specifically, we
asked respondents to rate importance—
that is, how critical each action should
be—and performance—that is, how well
government is perceived to be
delivering in that area.

Rating importance
From the survey: “There are a number
of things that the government can do
to ensure that health services are
provided in a manner that will help
improve people’s health. For each of the
following, please tell us how important
it is in improving health care in your
country. How important is it for
government to ensure that health
services…?”
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Respondents rated importance on this
five-point scale:
1—Not at all important
2—Not very important
3—Fairly important
4—Very important
5—Essential

Rating performance
From the survey: “We will now focus
on how well you think the government
is actually performing on improving
health care in your country. For each one,
please use the following scale to tell us
how well the government is performing.
Based on your own personal experience,
how well or poorly do you think the
government is performing in the
following areas…?”
Respondents rated performance on
this five-point scale:
1—Very poorly
2—Fairly poorly
3—Neither well nor poorly
4—Fairly well
5—Very well

To help simplify the findings, we
combined the top two ratings on each
scale: “essential” and “very important”
for importance and “fairly well” and
“very well” for performance. With
a single rating for importance and
performance against each action, we
provided a visual representation of
respondents’ ratings. The resulting
“radar” charts help to illustrate
government’s relative strength and
weakness in each action and across
each component of the framework.
In the section that follows, we summarize
the main findings for each of the 16
geographies. With the data from the
survey, government policymakers, health
leaders and other stakeholders can
better understand relative strengths
and weaknesses and identify key
opportunities for improving local
health and health services.

This radar chart is given as an example
to show how to read the actual charts.  
The numbers on the outer edge of the
circle correspond to the numbered
actions in the copy below. Points
on the outer blue line indicate the
importance of an action to respondents,
while points on the inner red line
indicate the respondents’ perception of
government performance. The distance
between the two lines is the performance
gap, which is the difference between
importance and performance.

Sample: Citizens’ perceptions on importance vs. performance
Accountability
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Balance

Importance
Performance

Outcomes
1. Focus on delivering real improvements
in the overall health of the nation.
2. Target health services to help
people with the highest level of need.
3. Coordinate their efforts with
different public services to ensure that
people’s wider health needs are met.
4. Coordinate their efforts with
different nongovernment organizations
to ensure that people’s wider health
needs are met.

Balance
5. Provide fair and equal access to
health services for everyone in the
country.
6. Provide people with treatment and
care that is more tailored to their
individual health needs.

7. Make health information and services
easily available to people through a
variety of different methods, such as
telephone and Internet, as well as in
person.
8. Help people who may have difficulties
using health care services, e.g., the
elderly, to gain easier access.

Engagement
9. Provide reliable and trustworthy
information and advice about health
and health services.
10. Provide a clear and easy way for
people to access health information
and information on health services
quickly and easily.
11. Seek people’s views when deciding
on the priorities for health services.
12. Encourage and educate people to
take more personal responsibility for
improving their own health and that
of their families.

Accountability
13. Provide clear explanations of how
spending priorities on health services
are decided.
14. Provide the public and patients
with clear evidence of how health
care policies are improving people’s
health.
15. Take prompt and effective action
to resolve problems or difficulties that
patients and the public experience
with health services.
16. Create regular opportunities for
patients and the public to take in
discussions about the quality of health
services.
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Australia

Australia: Respondents' perceptions of importance vs. performance

Australian respondents generally have
a positive view of their country’s
health system. Sixty-nine percent rate
the quality of health care in Australia
as very good or fairly good, while only
15 percent rate it as poor. However,
respondents are divided on whether or
not they trust government to help
improve the quality of health services.
More than half (54 percent) say they
have some or a great deal of trust in
government, but 43 percent say they
have little or no trust in this regard.
Respondents perceive the most
important thing government should do
to improve health care in Australia is
to increase capacity in the health
system: 81 percent of respondents
called for government to increase
the number of qualified medical
professionals; 79 percent would like
to see a reduction in waiting times for
treatments; and 73 percent prioritized
an increase in the number of health
care facilities to ensure more equal
coverage across the country.

Accountability

Outcomes

Engagement

Accountability

• Respondents

• Respondents

• Respondents

want government to
focus on providing real improvements
in the health of the nation.
• Another top priority: targeting
services to those with the greatest
need.
• Only about one-third of respondents
think government is doing well in these
two areas.

Balance
• Respondents

see Balance and
Engagement as the two most
important components of the
governance relationship.
• Respondents gave the greatest
weight to two of the actions within
this component: helping people who
may have difficulty using health care
services (such as the elderly) to gain
easier access and providing fair, equal
access to health services for everyone.
• Almost half of respondents think
government performance falls short
in both areas.
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in Australia want
government to provide reliable,
trustworthy information and advice
about health and health services.
• Another priority is offering a clear,
easy way for respondents to access
such information.
• Just one-third of respondents think
government is performing well in
these areas.

assigned less
importance to this component; they
also think government performance is
weakest in this area.
• A key action is taking prompt,
effective action to resolve problems
or difficulties they experience with
health services.
• Yet, only one in five give a favorable
rating to government performance—
representing the largest gap between
importance and performance, as well
as the greatest opportunity for
improvement.

Overall, how would you rate the quality of
health care in Australia?
Very good

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Australia?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Increase the number of qualified medical
professionals

33 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

81
79

Reduce waiting times for treatments
Increase the number of health facilities to
ensure more equal coverage around the
country
Improve availability of expensive drugs and
treatments
Ensure wider choice of treatment and care
is available

73
67
66

Set higher quality standards for all health
care providers

65
63

Put more emphasis on preventative care
Put more emphasis on educating people
about public health issues

56

Maintain or enhance efforts to track and
contain global health pandemics

54

Give people greater say about the health
services in their local area
Provide information about how well
different health providers are performing

50
42
0
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90

Percentage
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Brazil

Brazilian respondents perceive the
quality of health care in their country
as poor: Almost two-thirds (64 percent)
rate health care quality as fairly or
very poor. Indeed, more respondents
rate quality as very poor (30 percent)
than rate it on any scale of good (19
percent). Overwhelmingly, respondents
want government to respond to these
perceived quality issues by playing a
greater role in all areas of health care.
Nine in 10 want government to do
more to deliver services directly (91
percent) and to set and maintain
quality standards for providers (90
percent). More than eight in 10 also
want government to do more to
promote healthy living (84 percent)
and to respond to health epidemics
(80 percent). From these responses,
it is clear that respondents perceive
government must take significant steps
if it is to address the unsatisfactory
quality of health care in the country.

Brazil: Respondents' perceptions of importance vs. performance
Accountability
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Outcomes

Balance

Accountability

• Ninety

• Brazilians

• On

percent or more of Brazilians
emphasized three key actions within
Outcomes.
• They gave top priority to delivering
real improvements in the overall
health of the nation and targeting
health services to those with the
greatest need.
• They also want government to ensure
that health providers coordinate efforts
with different public services to ensure
that respondents’ wider health needs
are met.
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lauded government with
top marks for making health information
and services easily available through a
variety of methods.
• They gave poor marks to government
for helping respondents who may have
difficulties using health services to
gain easier access, which was also
perceived as the most important
action.

Engagement
•A

strong majority of Brazilians (92
percent) consider it essential or very
important that government educate
respondents to take more responsibility
for their own health.
• Brazilians also emphasized the need
for government to provide a clear, easy
way to access health information and
information on health services, as well
as to seek respondents’ views when
setting priorities for health services.

average, 85 percent of Brazilians
rated Accountability actions as
essential or very important.
• This component of the governance
framework has the smallest average gap
between importance and performance
(36 percent); however, gaps for the
four components were relatively close,
with only a three-percentage-point
spread between them.

How big of a role should government play in health care in Brazil?
1
Setting and maintaining standards for
health care providers and drug companies

90

Providing health services directly to people
in your country

91

Promoting healthy living, e.g., by encouraging
people to stop smoking or to improve their
diet

84

8

8

13
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Taking a lead in responding to health
epidemics, e.g., swine flu
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Overall, how would you rate the quality of
health care in Brazil?
Very good

In Mexico and Brazil, interviews were
conducted by telephone to help ensure
that we surveyed a more representative
sample of the population. We adapted
and shortened the questionnaire for
the telephone as we had less time to
administer it. As such, some of the
data shown for Mexico and Brazil is
different from that of the other
countries in the survey, and this was
factored into our overall assessment/
conclusions.
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Canada

A majority of respondents in Canada
have a positive view of the quality of
health care in the country. Seventyeight percent rate the quality of health
care as fairly or very good, while just
nine percent rate the quality as poor.
Generally, the Canadian public supports
the government and trusts its ability to
improve health care. Fifty-six percent
have some or a great deal of trust in
government, though 27 percent say
they have only a little trust and around
one in 10 (12 percent) state that they
have no trust at all in government.
Canadians identified areas in which
government needs to take action. In
particular, they called for improvements
to capacity and accessibility of care
within the system. Three-quarters of
respondents want government to take
steps to reduce waiting times and to
increase the number of qualified
medical professionals (the latter rated
the most important action by almost
four in 10 respondents). Over half (55
percent) perceive there is a need to
increase the number of medical
facilities to ensure more equal coverage
across Canada. Respondents also want
a wider choice of treatment and care,
as well as improvements in availability
of drugs and treatments as part of
improved access. Almost six in 10
Canadians call on government to set
higher quality standards for health
providers.

Outcomes
• Canadian

respondents placed the
greatest emphasis on targeting health
services to those with the highest level
of needs.
• Close behind: focusing on delivering
real improvements in the overall health
of the nation.
• Only between 26 percent and 37
percent of Canadian respondents
give favorable ratings to government
performance around Outcomes—
representing an average gap between
importance and performance of just
over 35 percent.
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Canada: Respondents' perceptions of importance vs. performance
Accountability
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Accountability

• Canadian

• In

respondents rated this
component as the most important of
the four; an average of three-quarters
rated these four actions as essential
or very important.
• They also indicated that government
is strongest in this area; on average,
45 percent of Canadian respondents
rated government as performing fairly
or very well across each of the
actions.

Engagement
• Canadian

respondents regard
Engagement as being almost as
important as Balance.
• They emphasized giving people reliable,
trustworthy information and advice,
as well as easy access to health
information and information about
health services.
• Yet, fewer than four in 10 think
government is delivering well in either
of those areas.

general, Canadians placed less
emphasis on this component of the
framework.
• However, 80 percent prioritized
taking prompt, effective action to
resolve problems that patients and the
public experience with health services.
• With a favorable performance rating
of just 20 percent, that action holds
the largest gap between importance
and performance across all four
components.

Overall, how would you rate the quality of
health care in Canada?
Very good

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Canada?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Reduce waiting times for treatments

75

Increase the number of qualified medical
professionals

75

Ensure a wider choice of treatment and care
is available

38 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

61

Set higher quality standards for all health
care providers

59

Improve availability of expensive drugs and
treatments
Increase the number of health facilities to
ensure more equal coverage around the country

59
55

Put more emphasis on preventative care

53

Put more emphasis on educating people
about public health issues

49

Maintain or enhance efforts to track and
contain global health pandemics

47

Provide information about how well different
health providers are performing

43

Give people a greater say about the health
services in their local area
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France

Overall, more than 80 percent of
respondents in France rate the quality
of health care as fairly good (63 percent)
or very good (18 percent). Only 3 percent
rate the quality of health care as fairly
poor, and none perceive the quality
of health care as very poor. While
respondents are very positive about
health care in France, respondents are
split on whether or not they trust
government to improve the quality of
health services. Forty-one percent say
they have a great deal or some trust in
government, but a small majority (53
percent) say they have little or no trust
in this regard. Respondents perceive
the most important thing government
can do to improve health care is to
improve the accessibility of health care
services and increase the capacity of
the health system. Nearly three-quarters
of respondents would like government
to increase the number of medical
professionals (35 percent of respondents
selected this as the single most important
action). Meanwhile, two-thirds would
like to see a reduction in waiting times
for treatment and an increase in the
number of health care facilities.

Outcomes
• Outcomes

is the third-most important
component, with 62 percent rating
these actions as essential or very
important.
• A majority (68 percent) emphasized
the need for government to target
health services to help those with the
greatest need.
• Similarly, 67 percent assigned
importance to coordinating efforts
across different public services entities.
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France: Respondents' perceptions of importance vs. performance
Accountability
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Balance

Engagement

• The

• Engagement

French respondents placed the
greatest emphasis on this component.
• The two most important actions:
providing fair and equal access to
health services and helping people who
may have difficulty using services.
• This component received the highest
ratings for government performance;
on average, 32 percent of respondents
rated government as performing fairly
or very well.

is the second-most
important component to the French
respondents, and the only one in
which a significant majority rated
every action as essential or very
important.
• Yet, respondents are generally
negative about government performance
vis-à-vis this component; less than one
in five think government is performing
well in this area.

Accountability
• The

French respondents consider
government performance to be
weakest around Accountability.
• The largest gaps between
importance and performance are in
taking prompt, effective action to
resolve problems or difficulties and
in providing clear explanations of
spending priorities.

Overall, how would you rate the quality of
health care in France?
Very good

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in France?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Increase the number of qualified medical
professionals

35 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

73

Reduce waiting times for treatments

66

Increase the number of health facilities to
ensure more equal coverage around the
country
Improve availability of expensive drugs and
treatments

63
63

Set higher quality standards for all health
care providers
Ensure a wider choice of treatment and
care is available

61
57

Put more emphasis on preventative care

53

Give people a greater say about the health
services in their local area

47

Provide information about how well different
health providers are performing

45

Put more emphasis on educating people
about public health issues

44
36

Maintain or enhance efforts to track and
contain global health pandemics
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Germany

Respondents in Germany are guardedly
positive about health care quality. The
majority (56 percent) perceive quality
in Germany is good, but only 9 percent
rate it as very good. Meanwhile, 16
percent rate quality as poor, and 29
percent as neither good nor poor.
Although these ratings suggest
significant room for improvement,
German respondents do not express
a great deal of trust in government’s
ability to deliver real improvements.
Sixty percent state that they have little
or no trust in government. Just 5 percent
have a great deal of trust. Respondents
are divided on the actions government
should take to improve quality. They
generally support a mixture of measures
to improve capacity and deliver better
quality and more choice. Suggested
actions to improve capacity address
supply (increasing the number of
qualified medical professionals received
the greatest support at 56 percent), as
well as demand (53 percent support
greater emphasis on preventative care).
The same number (53 percent) also
support setting higher quality standards,
while 49 percent called for a wider
choice of treatments to be made
available.

Outcomes
• On

average, about 60 percent of
respondents rated these actions as
essential or very important.
• German respondents assigned
greatest importance to coordinating
efforts with different public services
to help meet people’s wider health
needs.
• Only around one in five rated
government performance favorably
in relation to Outcomes—indicating
an average gap between importance
and performance of 35 percent.
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Balance
• Almost

seven in 10 prioritize these
actions—nearly 10 percent more than
any of the other components.
• Of all 16 government actions, the
most important to German respondents
are providing fair and equal access to
health care and helping those who may
have difficulty accessing services.
• The largest gap between importance
and performance is in providing fair
and equal access (55 percent).

Engagement
• The

top priority for German
respondents: providing a clear, easy
way for people to access health
information and information about
health services, which 66 percent
rated essential or very important.

• Following

closely—with 60 percent
rating it as essential or very important—
is seeking people’s views when setting
priorities.
• Only about one-fifth gave favorable
ratings to government performance in
Engagement.

Accountability
• On

average, 55 percent of German
respondents rated Accountability
actions as essential or very important.
• Only one in six rate government as
doing fairly or very well against those
actions.
• The most important action is also
the one with the biggest gap between
importance and performance: taking
prompt, effective action to resolve
issues that patients and the public
experience with health services.

Overall, how would you rate the quality of
health care in Germany?

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Germany?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Increase the number of qualified medical
professionals
Put more emphasis on preventative care

53

Set higher quality standards for all health
care providers

53

Ensure wider choice of treatment and care
is available

49

Reduce waiting times for treatments

47

Provide information about how well
different health providers are performing

42

Give people greater say about the health
services in their local area

42

Maintain or enhance efforts to track and
contain global health pandemics

41

Improve availability of expensive drugs and
treatments
Put more emphasis on educating people
about public health issues
Increase the number of health facilities to
ensure more equal coverage around the
country

23 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care
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Hong Kong

Respondents in Hong Kong did not
express significant concerns about the
quality of health care available to them.
Most do not consider health care quality
to be poor. Nor do they rate it as good.
In fact, 27 percent rate quality as good
and 15 percent as poor, but a majority
(57 percent) rate it as neither good nor
poor. Even so, most respondents express
a cautious optimism about government’s
ability to effect improvements in health
care. Fifty-nine percent indicate that
they have some or a great deal of
trust in government to bring about
improvements; only 11 percent have
no trust at all. However, the level of
confidence is not overwhelming: 76
percent state that they have only some
or a little trust in government. There
is agreement among respondents
about the actions they perceive
government needs to take to bring
about improvements in health care.
Most perceive that capacity is key
(two supported actions are aimed at
this issue) and that more needs to be
done to help ensure standards and
respond to global health issues. Sixtytwo percent want government to reduce
waiting times; 57 percent want an
increase in the number of qualified
medical professionals; 53 percent want
government to set and maintain higher
quality standards; and 51 percent want
government to maintain or enhance
efforts to track and control global
health pandemics.

Outcomes
• Outcomes

is the second-most
important component; more than half
of respondents prioritized these
actions.
• Government performance is
encouraging against three of the
four actions, with low gaps between
importance and performance.
• The exception is targeting services to
those most in need; its gap is nearly
double that of the other three
Outcomes actions.
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Balance

Accountability

• Respondents

• Although

in Hong Kong placed
the greatest importance on this
component.
• Respondents expressed particular
concern about equitable access,
prioritizing provision of fair and equal
access and help for those who may
have difficulties in gaining access.
• They identified the smallest gap
between importance and performance
around making health information and
services available through numerous
channels.

Engagement
• Along with those under Accountability,

Engagement actions garnered essential
or very important ratings from fewer
than half of respondents.
• Respondents gave relative weight to
seeking people’s views when deciding
health priorities and providing a clear,
easy way to access health information
and information on health services.

Accountability received
relatively low average importance
ratings, this component contains
two of the top-five concerns among
respondents.
• The first is taking prompt, effective
action to resolve issues that patients
and the public experience with health
services.
• The second is providing clear
explanations of how spending
priorities are decided.

Overall, how would you rate the quality of
health care in Hong Kong?

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Hong Kong?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Reduce waiting times for treatments

28 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

62

Increase the number of qualified medical
professionals

57

Set higher quality standards for all health
care providers

53

Maintain or enhance efforts to track and
contain global health pandemics

51

Increase the number of health facilities to
ensure more equal coverage around the
country
Ensure a wider choice of treatment and
care is available

50

47

44

Put more emphasis on preventative care
Improve availability of expensive drugs and
treatments

41

Put more emphasis on educating people
about public health issues

39

Provide information about how well different
health providers are performing
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India

India: Respondents' perceptions of importance vs. performance

Indian respondents are divided in their
views of health care quality. While 44
percent rate quality as very or fairly
good, 27 percent rate it as fairly or very
poor, and 28 percent as neither good
nor poor. Even so, respondents express
a great deal of trust in government to
deliver improvements in health care.
Sixty-three percent stated that they
have some or a great deal of trust in
government. Just 6 percent indicated
that they have no trust in government
to deliver improvements. Respondents
are less clear about what actions need
to be taken to improve health care. The
most popular actions focus on tackling
capacity issues by increasing capacity
or reducing demand. Seventy-two
percent support increasing the number
of qualified medical professionals; 71
percent called for increasing the number
of health facilities; 71 percent would
like more emphasis on preventative
care; and 69 percent placed more
emphasis on educating respondents
about public health issues.

Accountability

Outcomes

Engagement

• About

three-quarters of respondents
rated Outcomes actions as essential or
very important.
• Seventy-seven percent prioritized
targeting health services to those with
the greatest need.
• Indian respondents assigned the
smallest gap between importance and
performance to an Outcomes action:
coordinating efforts with nongovernment
organizations to address respondents’
wider health needs.

• Indian

Balance

Accountability

• Indian

• Although

respondents rated Balance
similarly to Outcomes, with about
three-quarters prioritizing these
actions.
• In particular, 80 percent of respondents
consider it important that government
assist those who may have difficulties
accessing health services.
• Nearly as many (78 percent) prioritized
the fair, equal provision of services to
everyone.
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respondents rated this
component as most important.
• They placed special importance
on providing a clear, easy way for
respondents to access health
information and health services—
selecting it as the most important
of all 16 actions.
• They also prioritized government
providing reliable, trustworthy
information and advice about health
and health services.

respondents assigned this
component the least importance,
seven in 10 still rate these actions
as essential or very important.
• This component garnered the lowest
performance ratings.
• Indian respondents identified the
largest gap between importance and
performance around taking prompt,
effective action to resolve issues for
patients and the public.

All interviews in India were conducted
online. Consequently, the response
profile is more heavily skewed toward
the more educated and younger age
groups.

Overall, how would you rate the quality of
health care in India?

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in India?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Increase the number of qualified medical
professionals

28 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

72

Put more emphasis on preventative care

71

Increase the number of health facilities to
ensure more equal coverage around the
country

71

Set higher quality standards for all health
care providers
Put more emphasis on educating people
about public health issues
Ensure a wider choice of treatment and
care is available

70
69
68

Reduce waiting times for treatments

66

Improve availability of expensive drugs and
treatments

66

Maintain or enhance efforts to track and
contain global health pandemics

64

Provide information about how well different
health providers are performing

60

Give people a greater say about the health
services in their local area

59
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Ireland

Irish respondents are somewhat divided
in their views on health care quality.
While almost 40 percent rate the quality
as either fairly good (33 percent) or
very good (5 percent), 40 percent rate
the quality as poor. Not surprisingly,
then, the respondents appeared to lack
trust in government to improve the
quality of health services. Seventy
percent of Irish respondents said they
have only a little trust or no trust at all
in government; just 30 percent said
they have some or a great deal of
trust. Respondents perceive the most
important things government should do
to improve health care in Ireland are to
reduce waiting times for treatments
(85 percent), set higher quality standards
for health care providers (79 percent)
and increase the number of health care
facilities to ensure more equal coverage
across the country (73 percent).
Respondents also perceive that there
should be a wider choice of treatment
and care available and that the
government should put more emphasis
on preventative care, such as regular
health checkups and immunizations
(both 72 percent).

Outcomes
• Irish

respondents assigned equal
importance to Outcomes and Balance;
on average, almost eight in 10 rated
government actions in these areas as
essential or very important.
• In particular, respondents want
government to focus on providing
real improvements in the health of the
nation and to target health services to
those who need them most.
• However, only 16 percent of
respondents think government is
performing well in those areas.

Balance
• Respondents assigned great importance

to two actions: helping those who may
have difficulties to gain easier access
to services and providing fair and
equal access to health services for
everyone in Ireland.
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• Less than one in five of the respondents

Accountability

stated that government is performing
well in either of these areas.
• Government received highest marks
for making health information and
services available through a variety
of methods, though still only one in
five think government is performing
well in this area.

• Taking

Engagement
• Eighty-two percent of Irish respondents

emphasized providing a clear, easy way
to access information and advice about
health and health services.
• The second-highest priority: providing
reliable, trustworthy information and
advice about health and health services.
• On average, actions within Engagement
have a gap of about 65 percent between
importance and performance.

prompt, effective action to
resolve issues for patients and the
public was one of the top-ranking
actions; 86 percent of Irish respondents
rated it essential or very important.
• Yet, only 11 percent think government
is performing well against that action—
representing a gap of 75 percent.
• Providing clear explanations of
spending priorities is also an area
of importance and relatively poor
performance, with a gap of over 70
percent.

Overall, how would you rate the quality of
health care in Ireland?

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Ireland?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Reduce waiting times for treatments

24 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

85

Set higher quality standards for all health
care providers
Increase the number of health facilities to
ensure more equal coverage around the
country

79
73

Put more emphasis on preventative care

72

Ensure a wider choice of treatment and
care is available

72

Increase the number of qualified medical
professionals

70

Improve availability of expensive drugs and
treatments

69

Maintain or enhance efforts to track and
contain global health pandemics

58

Put more emphasis on educating people
about public health issues

58

Give people a greater say about the health
services in their local area

57

Provide information about how well different
health providers are performing

56
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Italy

Italian respondents are divided in their
opinion of the quality of health care in
Italy. A significant number (43 percent)
perceive health care as good, but onequarter rate it as poor and three in 10
(31 percent) are uncertain, rating it
neither good nor poor. Respondents
are also somewhat skeptical about
government’s ability to improve health
care. Six in 10 state they have little
or no trust in government to make
improvements, while less than onethird (30 percent) have some or a
great deal of trust. Nevertheless,
respondents perceive strongly that
government needs to take action to
improve access. Nearly eight in 10 (78
percent) identified reducing waiting
times as one of the three most
important actions, and more than
six in 10 (65 percent) want better
availability of expensive drugs and
treatments and a wider choice of
treatments (60 percent). Half of
respondents also perceive government
needs to improve capacity in the
system by increasing the number of
qualified medical professionals (52
percent) and the number of medical
facilities (49 percent).

Outcomes
• Outcomes

is the second-most
important component, with an average
of 65 percent rating these actions as
essential or very important.
• In particular, respondents emphasized
government targeting services to those
most in need, as well as coordinating
efforts across public services to
address wider health needs.
• Only about one-quarter gave
government favorable performance
ratings against these actions.

Balance
• Italian

respondents consider this the
most important component of their
relationship with government.
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• The

two most important actions:
helping respondents who may have
difficulties to gain easier access (78
percent) and providing treatment and
care that is more tailored to respondents’
individual needs (72 percent).
• Though this component received the
highest performance ratings, it also
exhibits the highest average performance
gap.

Engagement
• Respondents

prioritized providing
a clear, easy way for respondents
to access health information and
information about health services.
• Together with those of Accountability,
Engagement actions received the
lowest performance ratings.
• Only 15 percent rated government
as performing very or fairly well in
seeking respondents’ views when
deciding priorities for health services.

Accountability
• Accountability

ranked as the least
important of the four components,
with 56 percent on average rating
these actions as essential or very
important.
• The most important action: taking
prompt, effective action to resolve
problems or difficulties that patients
and the public experience.
• Within this component, that action
also exhibited the greatest gap between
importance and performance
(66 percent).

Overall, how would you rate the quality of
health care in Italy?

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Italy?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Reduce waiting times for treatments

35 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

78

Set higher quality standards for all health
care providers

68
65

Improve availability of expensive drugs and
treatments
Ensure a wider choice of treatment and
care is available

60

Put more emphasis on preventative care

55

Increase the number of qualified medical
professionals

52

Provide information about how well different
health providers are performing
Put more emphasis on educating people
about public health issues

50
49

Increase the number of health facilities to
ensure more equal coverage around the
country

49
48

Maintain or enhance efforts to track and
contain global health pandemics
Give people a greater say about the health
services in their local area
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Japan

Japanese respondents are divided in
their perceptions of the quality of health
care. Almost half (48 percent) rate
quality as fairly or very good, but most
are not overwhelmingly positive. Just 6
percent rate quality as very good. Only
15 percent rate quality as fairly or very
poor, but the vast majority rate quality
in the middle of the range. In fact, 88
percent rate it as either fairly good,
neither good nor poor or fairly poor.
Generally, respondents express a high
level of trust in government to drive
improvements in health care. Sixty-one
percent state that they have some or
a great deal of trust in government’s
ability to bring about improvement.
Just 12 percent stated they have no
trust at all in government, and only 19
percent have a little trust. Respondents
identified a range of actions they
perceive government should take to
improve the health care system. The
most important actions they identified
focus on a range of issues, including
capacity, choice and managing global
health issues. Fifty-two percent perceive
increasing the number of qualified
medical professionals is important; 49
percent want government to maintain
or enhance efforts to track and contain
global health pandemics; and 47 percent
want to see a wider choice of treatment
and care options.

Outcomes
• For

the Japanese respondents, this
component garnered the lowest average
importance score; just 35 percent rated
the actions as essential or very
important.
• Respondents assigned them the
lowest gap between importance and
performance at just 13 percent.
• Respondents placed the greatest
emphasis on targeting health services
to those with the most need.
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Balance
• The

Japanese respondents selected
Balance as the most important
component of their relationship
with government.
• It’s the only component for which
more than half of respondents, on
average, rated the four actions as
essential or very important.
• Respondents see making health
information and services easily available
through a variety of methods as the
area where performance most closely
aligns with importance.

Engagement
• Respondents

placed the most
importance on availability of information.
• The two most critical actions are
providing a clear, easy way for people
to access health information and
information about health services
and providing reliable, trustworthy
information and advice about health
and health services.

• The

action with the smallest gap
between importance and performance
(just 6 percent): encouraging and
educating people to take more personal
responsibility for their health.

Accountability
• This

is the second-most important
component, trailing Balance by a
significant margin.
• Accountability includes an action (one
of only three across all components)
that more than half of respondents
prioritized: taking prompt, effective
action to resolve issues for patients
and the public.
• The gap is smallest for creating
regular opportunities for people to
take part in discussions about the
quality of health services.

Overall, how would you rate the quality of
health care in Japan?
Very good

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Japan?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Increase the number of qualified medical
professionals

29 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

52

Maintain or enhance efforts to track and
contain global health pandemics

49

Ensure a wider choice of treatment and
care is available

47

Reduce waiting times for treatments

42

Put more emphasis on preventative care

41

Set higher quality standards for all health
care providers

41

Increase the number of health facilities to
ensure more equal coverage around the
country

39

Give people a greater say about the health
services in their local area

35

Improve availability of expensive drugs and
treatments

35
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health providers are performing
Put more emphasis on educating people
about public health issues
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Mexico

Mexican respondents do not have a
particularly positive view of health care
quality. Although 36 percent rate it as
good, 56 percent rate it as fairly or very
poor, with significantly more (21 percent)
rating quality as very poor than rating
it as very good (6 percent). Mexican
respondents want government to respond
to the perceived quality issues by playing
a greater role in a number of areas.
Almost nine in 10 (88 percent) want
government to play a more significant
role in directly delivering health care
services to respondents; 86 percent
want government to do more to set
and maintain quality standards; 86
percent want it to play a greater role
in promoting healthy living; and 81
percent want it to play a greater role
in leading the response to health
epidemics.

Mexico: Respondents' perceptions of importance vs. performance
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Outcomes

Engagement

Accountability

• Mexican

•A

• On

respondents regard
Outcomes and Engagement as equally
important components.
• Within Outcomes, they placed the
most importance on targeting health
services to those with the most need.
• At 49 percent to 55 percent, the gap
between importance and government
performance is fairly consistent across
all four actions.

Balance
• For

respondents in Mexico, Balance
is the most important component of
their relationship with government.
• They emphasized helping those who
may have trouble accessing services,
with 90 percent rating this action as
essential or very important.
• Similarly, 88 percent assigned
importance to government ensuring
that health services provide care more
tailored to individual needs.

30

clear majority emphasized
encouraging and educating respondents
to take more responsibility for their own
health; 90 percent rated it as essential
or very important.
• That action is also the one with the
greatest gap between importance and
performance (48 percent).
• More than 80 percent of respondents
also prioritized the other three
Engagement actions.

average, Accountability is the
least important component.
• Even so, it includes the most important
action—and the one with the biggest
gap between importance and
performance—across all components:
creating regular opportunities for
patients and the public to take part
in discussions about health services.
• The action with the smallest gap is
providing clear evidence of how health
policies are improving respondents’
health.

How big of a role should government play in
health care in Mexico?
Setting and maintaining standards for
health care providers and drug companies

86

Providing health services directly to people
in your country

88
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Promoting healthy living, e.g., by encouraging
people to stop smoking or to improve their
diet

86
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Taking a lead in responding to health
epidemics, e.g., swine flu
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Overall, how would you rate the quality of
health care in Mexico?

In Mexico and Brazil, interviews were
conducted by telephone to help ensure
that we surveyed a more representative
sample of the population. We adapted
and shortened the questionnaire for
the telephone as we had less time to
administer it. As such, some of the
data shown for Mexico and Brazil is
different from that of the other
countries in the survey, and this was
factored into our overall assessment/
conclusions.
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Norway

Norwegian respondents are extremely
positive about their health care system.
Two-thirds (68 percent) perceive the
quality of health care to be fairly or
very good, while just 12 percent rate it
as fairly or very poor. Respondents in
Norway largely trust their government
to deliver improvements in the quality of
health services. A majority (57 percent)
state they have some or a great deal of
trust in government. Meanwhile, 21
percent indicate that they have a little
trust, and just 14 percent say they
have no trust in government. Though
Norwegian respondents generally
perceive the quality of care is good, they
identified some things they perceive
government should do to deliver
improvements. The most important
actions all focus on increasing capacity;
75 percent would like to see a reduction
in waiting times for treatment, and 64
percent perceive there is a need to
employ more medical professionals.
Fifty-seven percent would also like
government to ensure greater choice
in the treatment and care available
to them.

Outcomes
• Within

this third-ranked component,
almost 80 percent of Norwegian
respondents gave highest priority
to targeting health services to help
those with the most need.
• Sixty-nine percent assigned
importance to government ensuring
health providers coordinate efforts with
different public services to address
respondents’ wider health needs.
• The gap between importance and
performance is smallest for coordinating
efforts with nongovernment
organizations.
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• Norwegian

• On

respondents selected
Balance as the most important
component by a significant margin.
• They’re especially concerned with
respondents having equitable access
to health care; more than eight in 10
rated the actions related to fairness
and equality as essential or very
important.
• In Balance, the largest gap between
importance and performance (66
percent) is around helping those who
may have difficulties to gain easier
access to care.  

average, two-thirds of Norwegian
respondents rated Engagement actions
as essential or very important.
• Respondents particularly emphasized
the importance of having easy access
to reliable information about health
and health services.
• The action where importance and
performance are most closely aligned
is around encouraging and educating
respondents to take more personal
responsibility for their health.

Accountability
• This

component received the least
emphasis.
• It’s also the one with the weakest
performance ratings for government.
• Eighty percent of Norwegian
respondents placed importance on
taking prompt, effective action to
resolve issues for patients and the
public, but only one in five think
government is performing well in
this area.

Overall, how would you rate the quality of
health care in Norway?
Very good

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Norway?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Reduce waiting times for treatments

33 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

75

Increase the number of qualified medical
professionals

64

Ensure a wider choice of treatment and
care is available

57

Set higher quality standards for all health
care providers
Improve availability of expensive drugs and
treatments

55

51

Increase the number of health facilities to
ensure more equal coverage around the
country

47
42

Put more emphasis on preventative care
Put more emphasis on educating people
about public health issues

39

Give people a greater say about the health
services in their local area

36

Provide information about how well different
health providers are performing

35

Maintain or enhance efforts to track and
contain global health pandemics
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Singapore

Singaporean respondents are extremely
positive about the quality of health care
in their country. Almost nine in 10 (87
percent) rate quality as fairly or very
good; just 3 percent rate it as poor.
Singaporean respondents also trust
government to make improvements
in health care. Almost nine in 10 (86
percent) have some or a great deal of
trust in government’s ability to deliver
improvements. Eight percent report
having a little trust, and only 1 percent
say they have none at all. Compared to
respondents in other countries,
Singaporean respondents expressed
overwhelming levels of confidence.
Nevertheless, respondents look to
government to take actions to improve
capacity and choice within the system
and to ensure that high-quality standards
are maintained. Three-quarters (76
percent) identified reducing waiting
times as one of the three key actions
for government. They also identified
increasing the numbers of medical
professionals (71 percent) and health
facilities (66 percent) as critical actions
for improving capacity. Alongside these
capacity measures, respondents want
government to ensure a wide choice of
treatment (70 percent). Though they are
happy with the quality of care, they see
setting and maintaining higher quality
standards (74 percent) and responding
to global health pandemics (67 percent)
as essential actions in driving further
improvements.

Outcomes
• Singaporean

respondents emphasized
the need to target services to
respondents with the greatest needs.
• Also important: focusing on delivering
real improvements in the health of the
nation.
• Two-thirds of respondents perceive
performance against the Outcomes
actions is good—reflecting relatively
small gaps between importance and
performance.
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• On

• Respondents

average, eight in 10 rated these
actions as essential or very important—
making this the most important
component to Singaporean
respondents.
• They also gave government favorable
performance ratings, resulting in an
average gap between importance and
performance of just 16 percent.
• However, respondents assigned heavy
importance to fairness of access—the
action that exhibits the highest gap
across all 16 actions.

in Singapore are most
concerned with government providing
reliable, trustworthy advice and
information.
• In general, they rated government
performance favorably across aspects
of Engagement, with the exception of
seeking respondents’ views when
deciding priorities for health services.
• The smallest gap is in educating and
encouraging respondents to take
personal responsibility.

Accountability
• Though

rated the least important,
Accountability is still important for
respondents in Singapore.
• Respondents especially value prompt,
effective action to resolve problems
that patients and the public experience
with health services.
• They consider the largest gap between
importance and performance to be
around providing clear explanations
on how health priorities are set.

Overall, how would you rate the quality of
health care in Singapore?
Very good

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Singapore?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Reduce waiting times for treatments

22 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

76

Set higher quality standards for all health
care providers

74

Increase the number of qualified medical
professionals

71

Ensure a wider choice of treatment and
care is available

70

Maintain or enhance efforts to track and
contain global health pandemics

67

Put more emphasis on preventative care

67

Increase the number of health facilities to
ensure more equal coverage around the
country
Put more emphasis on educating people
about public health issues

66
61

Improve availability of expensive drugs and
treatments

60

Provide information about how well different
health providers are performing

54

Give people a greater say about the health
services in their local area
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Spain

Spanish respondents are generally
positive about the quality of health care
they receive. A majority of respondents
(58 percent) rate quality as fairly or
very good. By contrast, 18 percent rate
it as fairly poor and just 4 percent as
very poor. However, respondents are
divided on the matter of trust in
government to effect real improvements
in health care. Slightly less than half
(46 percent) have some or a great deal
of trust in government; 50 percent have
little or no trust. Indeed, those with no
trust (16 percent) outnumber those
with a great deal of trust (10 percent).
But there is significant agreement over
the actions required to improve health
care. More than half of respondents
support all of the top nine actions,
with capacity and availability issues
being the most important. Eighty-four
percent want to see a reduction in
waiting times, 79 percent an increase
in the number of qualified medical
professionals, 74 percent improved
availability of expensive drugs and
treatments and 72 percent an increase
in the number of health facilities.

Outcomes
• Spanish respondents ranked

Outcomes
as the third-most important component.
• The most important action is for
government to ensure that health
services coordinate efforts with
different public services to address
wider health needs.
• This is also the Outcomes action
with the greatest performance gap
(32 percent).

Spain: Respondents' perceptions of importance vs. performance
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• On

• More

average, three-quarters of
Spanish respondents prioritize the
actions within Balance—making it
the most important component for
respondents.
• In particular, respondents are
concerned with government improving
access to health care services.
• Only around half of respondents think
government is performing well in this
regard.

than seven in 10 rated
Engagement actions as essential
or very important, making it the
second-most important component.
• Spanish respondents assigned great
importance to government providing
easy access to reliable information on
health and health services.
• They gave the top rating for
importance and performance to the
same Engagement action: providing
a clear, easy way for respondents to
access health information and
information on health services.

Accountability
• Accountability

ranked as the least
important component overall.
• However, one of its actions—taking
prompt, effective action to resolve
issues for patients and the public—
was ranked the most important across
all 16 actions.
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Overall, how would you rate the quality of
health care in Spain?
Very good

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in Spain?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Reduce waiting times for treatments

28 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

84

Increase the number of qualified medical
professionals

79

Improve availability of expensive drugs and
treatments

74

Increase the number of health facilities to
ensure more equal coverage around the
country
Ensure a wider choice of treatment and
care is available

72
67

Put more emphasis on educating people
about public health issues

67

Set higher quality standards for all health
care providers

60

Maintain or enhance efforts to track and
contain global health pandemics

60

Put more emphasis on preventative care

53

Give people a greater say about the health
services in their local area

46

Provide information about how well different
health providers are performing
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United
Kingdom
Respondents in the United Kingdom
are positive about health care quality.
More than three-quarters (79 percent)
rate it as fairly or very good and just 10
percent as fairly or very poor. However,
opinions are much more mixed when it
comes to trust in government’s ability
to deliver improvements. Opinion is
divided evenly, with half having little or
no trust in government and 48 percent
having some or a great deal of trust.
However, almost three times more have
no trust in government (23 percent) than
have a great deal of trust (8 percent).
Despite relatively favorable perceptions
of health care quality, UK respondents
strongly perceive government actions
are needed to improve the system. They
are particularly keen for government to
set higher quality standards for providers
(77 percent) and to increase capacity
to reduce waiting times (63 percent).
Other key actions include an increase
in the number of qualified medical
professionals (71 percent) and health
facilities (61 percent).

Outcomes
• Respondents

ranked this as the least
important component.
• However, more than half still prioritized
all four actions within it.
• In particular, respondents consider it
important for government to target
health services to those most in need
and to focus on delivering real
improvements in the health of the
nation.
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• By

• Respondents

far, Balance is the most important
component, with more than threequarters on average rating its actions
as essential or very important.
• Respondents in the United Kingdom
emphasized fair and equitable access to
health services and helping respondents
who may have difficulties accessing
health services.
• They also gave government top
marks for performance in Balance—
particularly for making information
and services available through various
methods.

placed the greatest
emphasis on providing reliable,
trustworthy information about
health and health services.
• They also prioritized government
provision of clear, easy ways for
respondents to access health
information and information about
health services.

Accountability
• Accountability

received the lowest
importance rating overall.
• However, more than three-quarters of
UK respondents prioritized government
taking prompt, effective action to
resolve problems for patients and the
public.
• They also assigned the largest gap
between performance and importance
to that action—indicating the greatest
opportunity for improvement.

Overall, how would you rate the quality of
health care in the United Kingdom?
Very good

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in the United Kingdom?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Set higher quality standards for all health
care providers

31 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

77

Increase the number of qualified medical
professionals

71

Reduce waiting times for treatments

63

Increase the number of health facilities to
ensure more equal coverage around the
country

61
60

Put more emphasis on preventative care
Improve availability of expensive drugs and
treatments
Ensure a wider choice of treatment and care
is available

60
58

Put more emphasis on educating people
about public health issues

49

Maintain or enhance efforts to track and
contain global health pandemics

47

Give people a greater say about the health
services in their local area

41

Provide information about how well different
health providers are performing
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United States

Although more than half of US
respondents (55 percent) rate the quality
of health care as good, 25 percent rate
it as poor, and US respondents generally
appear disengaged and disappointed
over efforts to improve health care. The
public is divided on whether or not they
trust government to improve the quality
of health services; 50 percent say they
have little or no trust in this regard,
while 41 percent say they have some or
a great deal of trust in government. US
respondents attach high priority to
government taking effective action
to solve the country’s health care
challenges, in spite of the widespread
lack of trust in government’s ability to
do so. Respondents expect government
to take a firm role in regulating health
providers and health insurers. In
particular, they want government to
reform the health insurance system
to make sure medical care and health
insurance are affordable for everyone
(62 percent). Indeed, four in 10 ranked
this as the most important action. In
addition, US respondents want
government to introduce programs
to prevent fraud and abuse by health
care providers (69 percent) and to set
minimum quality standards for health
providers (63 percent).

Outcomes
• On

average, just under six in 10 US
respondents rated Outcomes actions as
essential or very important.
• They placed the most importance
on government ensuring that health
providers coordinate efforts with
different public services to address
wider health needs.
• That is also the Outcomes action with
the largest performance gap.
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• US

• US

respondents assigned the most
emphasis to government ensuring that
support is provided to respondents who
may have difficulties so they can gain
easier access to care.
• Yet, only about one in five think
government is performing that action
well.

Engagement
• US respondents identified Engagement

as the most important component of
their relationship with government.
• More than six in 10 rate each of the
actions as essential or very important.
• However, government is falling short
in a number of areas—especially
seeking respondents’ views when
determining priorities for health
and health services.

respondents perceive government
performance is weakest in this
component.
• They placed heavy emphasis on
government providing clear explanations
of how spending priorities are
determined.
• They also called for government to
provide evidence of how health care
policies are improving respondents’
health and to take prompt, effective
action to resolve issues that
respondents experience with health
services.

Overall, how would you rate the quality of
health care in the United States?

Taking everything into consideration, how much
trust do you have in the government to improve
the quality of health services in the United States?
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How important is it for government to take action in each of these areas to improve the
quality of health care?
Introduce programs to prevent fraud and abuse
by health care providers

69

Set minimum quality standards for all health
care providers

63

Reform the health insurance system to make
sure medical care and health insurance are
affordable for everyone
Ensure that everyone can have access to health
care

44 percent of
respondents who
thought three or
more actions were
essential or very
important rated this
as the most important
action government
could take to improve
health care

62
62

Put more emphasis on preventative care

59

Give people greater say about the health services
in their local area

55

Ensure a wider choice of treatment and care is
available

54

Provide information to inform people how well
different health providers are performing

53

Increase the number of qualified medical
professionals

50

Maintain or enhance efforts to track and contain
global health pandemics

50

Reduce waiting times for treatments

49

Introduce programs to tackle critical public
health issues

44

Increase the number of health facilities to
ensure more equal access around the country
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Introduce new computer systems as a means of
improving delivery of services
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Public Service Value
The outcomes and results that
government and public service
organizations produce for the people
they serve; the public-sector
equivalent of shareholder value.
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Government
Any government or public service
organization at the local,
state/provincial or national level.
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About the Accenture Public
Service Value Governance
Framework

Citizen, Service User, Taxpayer
The three roles through which
individuals interact with government
and public service organizations.

The Accenture Public Service Value
Governance Framework provides a
new model for more publicly engaged
governance. The framework is built
around four components: Outcomes,
Balance, Engagement and Accountability.
For this year’s Accenture Citizen
Experience Survey, we suggest 16
government actions related to helping
improve health and health care—four
for each component:

Outcomes—Focusing on helping improve social and economic outcomes
• Focus on delivering real improvements in the
overall health of the nation.
• Coordinate their efforts with different public
services to ensure that people's wider health
needs are met.

• Target health services to help people with the
highest level of need.
• Coordinate their efforts with different
nongovernment organizations to ensure that
people's wider health needs are met.

Balance—Balancing choice and flexibility with fairness and common good
• Provide fair and equal access to health
services for everyone in the country.
• Make health information and services easily
available to people through a variety of different
methods, such as telephone and Internet, as
well as in person.

• Provide people with treatment and care that is
more tailored to their individual health needs.
• Help people who may have difficulties using
health care services, e.g., the elderly, to gain
easier access.

Engagement—Engaging, educating and enrolling the public as co-producers
of public value
• Provide reliable and trustworthy information
and advice about health and health services.
• Seek people's views when deciding on the
priorities for health services.

• Provide a clear and easy way for people to
access health information and information on
health services quickly and easily.
• Encourage and educate people to take more
personal responsibility for improving their own
health and that of their families.

Accountability—Clarifying accountability and providing clear avenues for
public recourse
• Provide clear explanations of how spending
priorities on health services are decided on.
• Take prompt and effective action to resolve
problems or difficulties that patients and the
public experience with health services.
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• Provide the public and patients with clear
evidence of how health care policies are
improving people's health.
• Create regular opportunities for patients and
the public to take part in discussions about
the quality of health services.

Research approach

Sample Size by Country

Total

For this year’s study, the Accenture
Institute for Health & Public Service
Value (working with Ipsos MORI)
surveyed more than 16,000 people
of the general adult populations of 16
geographies: Australia, Brazil*, Canada,
France, Germany, Hong Kong, India,
Ireland*, Italy, Japan, Mexico, Norway*,
Singapore, Spain, the United Kingdom
and the United States (see chart).

Australia

1,017

Brazil

1,004

Canada

1,035

France

1,006

Germany

1,001

Hong Kong

1,007

India

1,009

Ireland

1,011

Italy

1,018

We weighted the data with the intent
to be representative of the general
populations of residents aged 18 or
older, with the exception of India. (India
data was weighted to be representative
of the online population of residents
aged 18 or older.) We conducted
interviews between December 2009
and February 2010. We conducted most
interviews online, with the exception of
Brazil and Mexico where we conducted
interviews by telephone to gain
representative samples.

Japan

1,004

Mexico

1,022

Norway

1,001

Singapore

1,008

Spain

1,004

United Kingdom

1,010

United States

1,019

Total

16,176

In addition to asking respondents to
rate the importance and performance
of 16 government actions, we also
asked for their perspectives on some
other aspects of health and health care,
including the quality of health care in
the country, their trust in government
to improve the quality of health services
and actions government should take to
improve health care.
Recognizing that every geography has
unique cultural, socioeconomic and
other characteristics, we did not design
the survey instrument to compare and
contrast performance by country or
by region, and the results are not
intended for such purposes.
*Not included in the 2008 survey. The 2008 Accenture
Citizen Experience Study covered 13 geographies,
exploring respondents’ perspectives on the Accenture
Public Service Value Governance Framework as it
applies to all public services.
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About the Accenture Institute
for Health & Public Service Value

About the Accenture Innovation
Center for Health

The Accenture Institute for Health &
Public Service Value is dedicated to
promoting high performance in the
health care sector and in public
service delivery, policy-making and
governance. Through research and
development initiatives, the Institute
aims to help health care and public
service organizations deliver better
social, economic and health outcomes
for the people they serve. Its home
page is www.accenture.com/
healthpublicservicevalue.

The Accenture Innovation Center for
Health provides innovative resources
and recommended actions for achieving
high performance in the health care
industry. The Center, part of the Accenture
Institute for Health & Public Service
Value, produces industry-leading white
papers and hosts engaging client
workshops and roundtable discussions.
The Accenture Innovation Center for
Health, combined with Accenture's deep
health industry experience, offers
exceptional reach, speed and flexibility
to help clients achieve high performance.
Its home page is www.accenture.com/
innovationcenterforhealth.
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