
Customer Satisfaction in Public 

Health: An Important Part of Your 

Quality Journey
October 20, 2015

Ty Kane ïPHQIX Expert Panel Member

Laura Willingham ïHuman Services Planner, Dare County 
Department of Public Health 

Karl Ensign ïSenior Director of Planning and Evaluation, 
Association of State and Territorial Health Officials

Moderated by Laura Arena, PHQIX Communications Lead

Welcome! Thank you for 
joining! Sound for the webinar 
will come through your 
computer speakers. Please feel 
free to submit your questions 
throughout the webinar 
through the chat feature. We 
will start momentarily.
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Webinar Agenda

ÅWhat is customer satisfaction?

ÅStories from the Field 

ÅASTHO Customer Satisfaction Toolkit 

ÅTake the Next Step!

ÅQ&A
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Objectives

ÅDefinecommon terms and describe important 
activities related to customer satisfaction.

ÅExplore customer satisfaction through the lens 
of a local health department example.

ÅReview available resources such as the ASTHO 
customer satisfaction toolkit.

ÅInspire you to invest in & take the "next step" 
to improving customer focus in your 
organization. 
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What is customer satisfaction?

ÅTy Kane

ÅPHQIX Expert Panel Member
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Comments from the PHQIX Community 

Forum

Åά5ƻŜǎ anyone have an example of an internal customer 
service survey that you have used to gather 
information from your staff teamsΚέ

Åά ΦΦ IŀǾŜ ȅƻǳ created your own internal survey that you 
would be willing to shareΚέ

Åά²ƻǳƭŘ anyone have an example of a survey you've 
used in your public health departments use to obtain 
information on stakeholder satisfactionΚέ

ÅάL would recommend that you look at the Asthoguide: 
Measuring Customer Satisfaction- Nine Steps to 
successΦέ
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Customer Satisfaction Defined

ÅThe customeris anyone who receives the results of 
our work and makes a value judgment about services 
provided. 

ÅSatisfactionis a happy or pleased feeling because of 
something that you did or something that happened 
to you

ÅCustomer or client satisfaction is the degree of 
satisfaction provided by a person or group receiving a 
service, as defined by that person or group. 

Sources: Customer Satisfaction in Healthcare, Reisberg, 1996; 
www.businessdictionary.com& www.merriam-webster.com 
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Two Types of Customers

ÅInternal Customer:  The recipient (person or 
department) within an organization of 
ŀƴƻǘƘŜǊ ǇŜǊǎƻƴΩǎ ƻǊ ŘŜǇŀǊǘƳŜƴǘΩǎ ƻǳǘǇǳǘ 
(product, service or information).

ÅExternal Customer: A person or organization 
that receives a product, service or information 
but is not part of the organization supplying it. 

Source: ASQ.org
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Why is this Important? 

Everyone is a customer. 

ÅEach person involved in a work process is at 
one time a customer of someone and a 
supplier to someone else. 

Source: Customer Satisfaction in Healthcare, Reisberg, 1996
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Why is this Important? 

PHAB 9.1.4 (Significance)

ÅCustomer ŦƻŎǳǎ ƛǎ ŀ ƪŜȅ ǇŀǊǘ ƻŦ ŀƴ ƻǊƎŀƴƛȊŀǘƛƻƴΩǎ 
performance management system. 

ÅIt is essential to identify customers and stakeholders 
to evaluate the effectiveness and efficiency of the 
ƘŜŀƭǘƘ ŘŜǇŀǊǘƳŜƴǘΩǎ ǿƻǊƪΦ 

ÅA health department also needs a process to capture 
and analyze customer feedback in order to address 
the expectations of various public health customers.

Source: PHAB Standards & Measures (V. 1.5)
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Conducting Surveys

ÅWhat are Surveys?

ÅWhy Conduct a Survey?

ÅWhen to Conduct a Survey

ÅHow to Prepare a Survey

ÅHow to Distribute a Survey

ÅHow to Analyze and Compile the Results of a 
Survey? 

Source: Community Toolbox, Community Assessment, Ch. 3 
Assessing Community Needs & Resources, Sect. 13      
Conducting Surveys
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What are Surveys?

ÅA survey is a way of collecting information 
that you hope represents the views of the 
whole community or group in which you are 
interested.

ÅThree main methods

ïCase study

ïSampled surveys

ïCensus surveys
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Why Conduct a Survey?

ÅLearn about behaviors, needs & opinions. 

ÅFind out about attitudes & reactions.

ÅMeasure client satisfaction.

ÅAdd credibility to research.
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When to Conduct a Survey

ÅWhen you need information quickly and 
efficiently.

ÅWhen you need statistically valid information 
about a large number of people.

ÅWhen you can't get the information you need 
through other means.
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How to Prepare a Survey

ÅDecide on the purpose of the survey. 

ÅDecide whom you will survey.

ÅDecide what method you will use to collect 
your survey data.

ÅWrite your questions.
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How to Distribute a Survey

ÅDirect mail

ÅInterviews & phone surveys 

ÅDrop boxes

ÅMedia distribution

ÅConvenience sampling

ÅGroup administration
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How to Analyze and Compile the Results 

of a Survey? 

ÅGather incoming surveys 

ÅReview returned surveys

ÅSecure a larger return, if necessary 
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Guideposts for Customer Satisfaction

ÅHierarchy of customer values

ÅTen basic needs of customers

ÅRoadblocks to customer service

ÅThree steps to customer oriented service

Source: Customer Satisfaction in Healthcare, Reisberg, 1996
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Hierarchy of Customer Values

ÅBasic

ÅExpected

ÅDesired

ÅUnexpected
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The Ten Basic Needs of Customers

1. Customers need to feel in control. 

2. Customers need to feel that their actions are 
directed towards their goals. 

3. Customers like to feel good about themselves and 
want to interact with those who can help them 
accomplish this. 

4. Customers want to be treated fairly and 
appropriately. 

5. Customers want their suppliers to be friendly and 
warm, which engenders trust and confidence. 
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The Ten Basic Needs of Customers

6. Customers want to know what is happening and 
why. 

7. Customers want to feel safe and secure. 

8. Customers like the approval of others. 

9. Customers want to feel important, recognized, and 
appreciated. 

10.Customers need a sense of belonging; hey like to 
identify with organizations. 
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Roadblocks to Customer Service

ÅPoor quality products

ÅFlawed systems & procedures

ÅInadequate equipment & supplies

ÅOver-worked or understaffed workforce
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Three Steps to Customer Oriented Service 

ÅStep 1: Get off to a good start

ÅStep 2: Build on a good start

ÅStep 3: Build on the relationships
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Story from the Field

ÅLaura Willingham

ÅHuman Services Planner at the Dare County 
Department of Public Health in North Carolina
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SERVING TO ASSURE HEALTHY PEOPLE AND HEALTHY COMMUNITIES

Selecting the Project
Why Customer and Community satisfaction?

Å Gaps between desired and actual performance levels. 

Å Strategic connection 

Å Areas staff/clients think need improving (low staff resistance)

Å Accreditation Support 

Å Feedback from clients/community could help direct us to other QI 

areas/projects

Å Strong QI team with representation from various divisions 



SERVING TO ASSURE HEALTHY PEOPLE AND HEALTHY COMMUNITIES

NC Local Health Dept. 

Accreditation Perspective

This project allowed us to meet at least 4 benchmarks related to local health 

dept. accreditation including: 

ï BM 27.1- The local health department shall have in place a process for 

assessing consumer and community satisfaction with its services. 

ï BM 27.2-The local health department shall use data from the consumer and 

community satisfaction assessment to make changes to improve its services. 

ï BM 27.3- The local health department shall employ a quality assurance and 

improvement process to assess the effectiveness of services and improve 

health outcomes.

ï BM 30.8- The local health department hours of operation shall be based on 

documented community need. 



SERVING TO ASSURE HEALTHY PEOPLE AND HEALTHY COMMUNITIES

What are we trying to 

accomplish? 

ÅBetter Feedback from our consumers and community.

ÅBetter understand the needs of our consumers and 

community.

ÅMake improvements based on quality feedback to 

better meet the needs of our consumers and 

community 

ÅImprove our survey tools

ÅImprove our survey processes 

ÅImprove our survey analyses and change 

implementation process 



SERVING TO ASSURE HEALTHY PEOPLE AND HEALTHY COMMUNITIES

What are the overall goals 

of our project

ÅCollect and utilize feedback to make 

improvements to our department and services to 

better meet the needs of our consumers and 

community.

ÅImprove quality of care

ÅAssure we are meeting the needs of our 

consumers and community

ÅTo continue to improve our department and 

services



SERVING TO ASSURE HEALTHY PEOPLE AND HEALTHY COMMUNITIES

Aim Statement

ÅWe aim to improve our clinic consumer and 

community survey tools and data collection 

process (Phase 1) by August 2013, and develop 

a data analyses process and implementation of 

improvements based on quality feedback from 

our consumers and community (Phase 2) by 

January 2014. This is important because it will 

help us continually improve the services we 

provide to assure they meet the needs of our 

community. 



SERVING TO ASSURE HEALTHY PEOPLE AND HEALTHY COMMUNITIES

Measurable Outcomes

Measure Operational Definition Baseline Goal Postdata

Staff satisfaction with current 
surveys and processes 

The opinion of clinic and HEO 
staff regarding satisfaction of 
the current process for 
collecting feedback from our 
patients and our community.

Patient: 28%
of staff were 
satisfied with 

current 
process

Community: 
15% of staff 

were satisfied 
with current 

process

40%

40%

87.5%

87.5%
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Measurable Outcomes

Measure Operational Definition Baseline Goal Postdata

Staff familiarity with current 
surveys and processes

The opinion of clinic and HEO 
staff regarding familiarity of the 
current process for collecting 
feedback from our patients and 
our community.

Patient: 54%
of staff were 
familiar with 
the current 

process

Community: 
22% of staff 

were familiar 
with the 
current 
process

60%

60%

81.3%

75.1%



SERVING TO ASSURE HEALTHY PEOPLE AND HEALTHY COMMUNITIES

Measurable Outcomes

Measure Operational Definition Baseline Goal Actual

Increase the number of 
consumer surveys completed

The number of physical Patient 
Input Surveys completed.

35 70 115

Increase the number of 
community surveys 
completed

The number of physical 
Community Input Surveys 
completed.

5 25 76

Increase the response rate of 
our community surveys 

The number of Community Input 
Surveys completed compared to 
the number of surveys 
administered. 

5% 50% 75%
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Gemba Waste Walk Worksheet: 

Community Survey 
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Gemba Walk 

Community Input Surveys:

ÅThere was a lot of people, materials, places, and 

waiting involved in the current process.

ÅThere was no ownership of the process and task 

and positions do not match up. 

ÅThere was so much room for improvement and 

this was demonstrated in the return rate of 5%. 
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Gemba Waste Walk Worksheet: 

Patient Survey
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Gemba Walk 

Patient Input Surveys: 

ÅSurveys were completed at checkout after the 

appointment and patient is ready to leave.

ÅPatients are not putting a lot of effort into the 

surveys and therefore the feedback is not quality. 

ÅNo consistent process in place for staff 

ÅNo staff support 
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PDSA cycles 


