Questions to Ask Patient Satisfaction Survey Companies

How long have you been in business?

How many family medicine clients do you have? May we have references?

Describe the survey packages you offer, including the cost. Tell us about additional costs we may incur.

What would our role be? What would we need to provide?

Tell us about your survey questionnaire. Is it based on the (Clinician and Group) Consumer Assessment of Healthcare Providers and Systems (CG-CAHPS) survey developed by the Agency for Healthcare Research and Quality? If not, what is it based on? Is your survey accepted by accrediting organizations, does it meet qualification measures for patient-centered medical home recognition, and has it been endorsed by the National Quality Forum, like the CG-CAHPS survey? Could the surveye be customized for our practice?

Describe the survey process. How much time would be involved from beginning to end? How would the survey be given to patients (online, by mail, by handing out in practice, by telephone)? How would you follow up with patients who don't respond? 

Tell us how you would report our survey results to us. Would the report be hard copy or online? Would it include a high-level summary and also drill down in depth? Would survey results be available for each health professional in our practice? Would we be able to compare results with other family medicine practices nationally?

After we've received our survey results, would you discuss them with us and offer suggestions to help us improve? Would there be an additional charge for this?

Would you re-contact survey participants later on to find out if they noticed improvement the next time they visited our practice?

(Add other questions you'd like to ask the company.)
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