
Talking Points for Staff Discussion

Assessing Patient Satisfaction and Improving Patient Service

Some of these talking points may be useful as you plan your presentation to staff:

• Patients find it easier to evaluate the quality of the service they receive than to evaluate the quality of the care they receive. Therefore, quality of service may play a bigger role in their choice of physician and practice. 

• It's possible to provide poor patient service but good care -- and conversely, to provide good patient service but poor care. For example, a recent analysis of Medicare data found that some hospitals with high patient satisfaction scores also had high death rates. We want to do well on both counts -- great service and great care.

(Use this if you already have a quality improvement program.) 

•  Our performance measures help us improve our clinical care, but we need to know how we can improve our patient service, too. We need to look at both for the sake of our patients and our practice.

• Just as continuing medical education and performance measures can help me improve the care I provide, patient satisfaction information can help us all improve the patient service we provide. 

• Patients spread the word when they think they've gotten good service -- and word of mouth can help a practice grow. 

• Conversely, if patients think they've gotten poor service, they'll complain and tie up staff time resolving problems, or they'll find another practice.

• It costs more to recruit new patients than to keep the ones you already have.

• I think we already provide good patient service -- but we can always improve. There may be gaps or inconsistencies in our service, or things that frustrate our patients that we don't know about.

• The best way to improve quality of service is to look at patient service from the patient's perspective. 

• What are your ideas for getting the patient's perspective? We could conduct focus groups and patient satisfaction surveys, for example.

• Money spent on assessing patient satisfaction isn't just an expense -- it's an investment in our future success and job security. 

• Our assessments will give us a snapshot of the way we serve patients. We can organize improvement projects around that information, to improve the quality of our patient service. 

• We'll also celebrate when we learn we're already doing something really well.

• Seeking the patient's perspective shows our community that we're interested in quality improvement.

• In addition, the medical marketplace is demanding that patient satisfaction data be used to empower consumers. Measuring the patient experience is a requirement for recognition as a patient-centered medical home, and some insurers may also require it. Assessing patient satisfaction -- and then improving in any problem areas -- will help us remain competitive in today's marketplace. 

• Assessing patient satisfaction is an ongoing process: We'll assess, celebrate good results, make improvements in problem areas -- and then do it all again periodically.
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