
“Patient Satisfaction”
The New Metric of Healthcare



A “Tail” of Two Patients
• Patient #1-examined within a few minutes 

upon arrival in the office, has a radiographic 
studies, and has a surgery scheduled for the 
following week

• Total time in office 20 minutes



Patient #2
• Sees PCP after waiting 3 weeks for an 

appointment
• Waits an hour to see the PA 
• Another hour to see the PCP
• Waits 4 wks for results of PAP
• Waits an indefinite time for prior 

authorization for referral to gynecologist



Which practice has better 
patient satisfaction scores?

Let’s look at the differences



The Differences
Patient #2 is one of 20 million Americans 
plugged into the healthcare system following 
the ACA



The Difference
Patient #1 is a golden retriever taken to a 
veterinarian!



Objectives
• How to measure patient satisfaction
• What are suggestions for enhancing patient 

satisfaction



Enhancing Patient Satisfaction
Start before patient comes to the practice



Before the patient arrives at the practice

• The telephone answered properly
• Patient advised to complete health 

questionnaire before coming to the office
• Patient directed to the website
• Patient reviews educational material on their 

medical condition condition



Directed to Website and Disease 
Specific Educational Material



Giving Patients A Positive Exp.
• Usually starts with the telephone
• That’s where you create a first impression on 

the patient



Avoid Phone Trees



THM
Trees are for fruit and acorns not patients!



Telephone = Opportunity



What To Expect On The First Visit

1st visit will take ~45-60 minutes
Bring a copy of all studies and lab reports
Bring a list medications including OTC meds
”You will be asked to give a urine specimen”
Complete health questionnaire before appt.



Patient Completes Paper Work Before 
1st Appointment

• Insurance information
• Demographics
• Contact information
• Health questionnaire



Patient Arrives in the Office



Share Your Successes In the 
“Reception” Area



Samples From WFB





Warm Fuzzy Book(S)



Other Uses of WFB
• Post testimonials on website
• Send to insurance companies
• Must obtain permission from patient



Be On-time
“Languishing in the waiting rooms 

causes more patient dissatisfaction 
than any other aspect of medical 
care including fees.”

Study by AMA
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Be Polite and Practical About Use of 
Cell Phones

“Turn off cell phones in the 
office!!” 
or

“Please turn off your cell phone 
when the doctor\nurse enters 
the exam room. Thank you.”



After the patient leaves the practice

• E-mail newsletter
• Provide additional educational material 

pertinent to medical\pain condition



After The Patient Leaves
Take Home Gifts

• Breast self-exam card
• List of credible websites
• Wallet medication card
• Samples and FAQs on medication



Capture E-mail Addresses: Newsletter 



Getting Started 
“Hey, How’m I doing?”

Mayor Ed Koch



Preparing P.S. Surveys
• Brevity! (<1 page)
• Written surveys most cost-effective



Cost of Surveys
~$300 to $400 per physician



Sample Survey*

* http://www.aafp.org/fpm/1999/0100/fpm19990100p40-rt1.pdf



Perhaps a Better Method
surveymonkey.com



ContextMedia Kiosk



Cost of SurveyMonkey.com?
Free



Outsource collection of health care data

• http://www.ncqa.org/tabid/170/Default.aspx
• The Myers Group-800-692-0041
• National Research Corporation-402-475-2525
• Press, Ganey Associates Inc.-219-232-3387 

http://www.ncqa.org/tabid/170/Default.aspx


Using Results
• Share favorable data with insurance cos.
• Post results on your website
• Use testimonials to enhance your ORM



Role of Employees
• Hire nice people-people who enjoy serving 

patients
• Train for technical skills

hire for personal skills



Employees
• Reward and celebrate service excellence
• Positives > negatives
• Say thank you 



Thanks a Million



Walking in the shoes of your 
patients



Senior Citizen Simulation











Lessons Learned
• Chairs had to be comfortable
• Easy to get out of chair
• Current updated reading material 
• Print size of educational material (>14 pt.)



Set Expectations



Where’s the beef on PS
• Improved outcomes
• Better patient care
• Improved efficiency
• Fewer hospital stays
• Less complications
• Reduce overhead
• Improved physician satisfaction
• Enhanced online reputation
• Decreases risk of litigation



Summary
• Patient satisfaction is a metric we are all going 

to be required to measure
• Reasonably easy to quantify
• Use the results to enhance the patient exp.



Results
I believe doctors can do as well as or better 

than the vet!  J


