Agenda -- First Meeting of Patient Satisfaction Work Group

I.
What will this work group do?


• Discuss options for assessing patient satisfaction
(focus groups; online, printed or 


   telephone surveys; personal interviews) to determine which might work best in 


   our practice


• Discuss ways to get staff buy-in for assessing patient satisfaction and improving our services


• Discuss how to "market" the assessment process to patients so they understand that 


   their feedback will lead to better service


• Help develop the group's work plan


• Decide how to integrate the work group's tasks into the office workflow


• Carry out the first round of patient satisfaction assessments


• Suggest service improvement ideas to address patient concerns that are identified


• Debug the assessment process so it can be used again on an ongoing basis

II.  
Why should we ask patients for their opinions about our practice?


• To improve our patient service


• To build patient loyalty to our practice


• To gain new patients who hear about us from current patients


• To demonstrate our commitment to service excellence and quality improvement so we remain competitive 


   in the medical marketplace

III.
Who should have the following roles and responsibilities?

· If we decide to conduct a focus group ourselves, who among us should determine how much staff time and cost will be involved? Who should approve any overtime? Who should set up the focus group, facilitate it, take notes of the discussion and analyze the results?     OR

· If we want an outside consultant to conduct the focus group, who should research consultants, review proposals and suggest a consultant? Who should work with the selected consultant?

· If we want to do a patient survey ourselves, who should determine whether we have the hardware and software needed? Who should determine how much staff time and cost will be involved? Who should approve any overtime? Who should develop the survey (or identify an existing one to use), field it, and tabulate and analyze the results?     OR
· If we want outside help for our survey, who should research vendors, review proposals and suggest a vendor? Who should work with the selected vendor? (Be sure to consider the inexpensive patient satisfaction survey package developed by AAFP and Avatar International -- visit http://www.aafp.org/online/en/home/publications/news/news-now/practice-professional-issues/20110616avatartool.html for more information.)

· Who should be responsible for debugging the assessment process?

· What else are we forgetting?

IV.   
How can we integrate work group tasks into the regular office workflow? (The processes we agree to 


should be documented in the office policy and procedures manual or other appropriate place.)

V.  
What is a reasonable timeline for our work?

VI.
Is there anything else we should discuss?
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