Customer Satisfaction in Public
Health: An Important Part of Your
Quality Journey
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A What is customer satisfaction?

A Stories from the Field

A ASTHO Customer Satisfaction Toolkit
A Take the Next Step!

A Q&A




A Definecommon terms and describe important
activities related to customesatisfaction.

A Explore customer satisfaction through the lens
of a localhealthdepartment example.

A Review available resources such as the ASTH
customer satisfactiotoolkit.

A Inspire you to invest in & take the "next step”
to Improving customer focus In your
organization.
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A a 5 2&yne have an example of an internal customer
service survey that you have used to gather
information from your staff teani§ €

Ad @O Icleates yoardwiz internal survey that you
would be willing to sharK €

A @& 2 2 dmiyéhe have an example of a survey you've
used in your public health departments use to obtain
information on stakeholder satisfacti®ne

A & would recommend that you look at th&sthoguide:
Measuring Customer Satisfactiddine Steps to
succes® €
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A Thecustomeris anyone who receives the results of
our work and makes a value judgment about services
provided.

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

A Customer or cliensatisfactionis the degree of
satisfaction provided by a person or group receiving a
service, as defined by that person or group.

SourcesCustomer Satisfaction in HealthcaReisberg1996;
www.businessdictionary.co@& www.merriamwebster.com PHOIX




A Internal Customer The recipient (person or
department) within an organization of
FY20KSN) LISNE2Y Qa 2NJ F
(product, service or information

A External CustomerA person or organization
that recelves a product, service or information
but Is not part of the organization supplying it.

SourceASQ.org
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Everyone Is a customer

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

Source: Customer SatisfactionHleaIthcareReisberng%Pl'Qx




PHAB 9.1.49|gnificance)

A Customerf 2 Odza A a I 1S@é& LI NI
performance management system.

A It is essential to identify customers and stakeholders
to evaluate the effectiveness and efficiency of the
KSFf GK RSLI NIYSYydaQa 62 NJ

A A 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) PHQIX




A What are Surveys

A Why Conducta Survey?

A When to Conduct &urvey
A How to Prepare &urvey

A How toDistribute a Survey

A How to Analyze and Compile the Results of a

Survey?

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




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

A Three main methods

| Case study
I Sampled surveys
I Census surveys
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A Learn about behaviors, needs & opinions.
A Find out about attitudes & reactions.

A Measure client satisfaction.

A Add credibility to research.
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A When you need information quickly and
efficiently.

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

A When you can't get the information you need
through other means.
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A Decide on the purpose of the survey.
A Decide whom you will survey:.

A Decide what method you will use to collect
your survey data.

A Write your questions.
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ADirect mail

Alnterviews & phone surveys
ADrop boxes

AMedia distribution
AConvenience sampling
AGroup administration




AGather incoming surveys
AReview returned surveys
ASecure a larger return, if necessary




AHierarchyof customervalues

ATen basimeeds ofcustomers
ARoadblocks taustomer service

AThree steps to customer oriented service

Source: Customeépatisfaction in Healthcar®eisberg1996
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ABasic
AExpected
ADesired
AUnexpected




. Customers need to feel in control.
. Customers need to feel that their actions are

directed towards their goals.

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

. Customeravant to be treated fairly and
appropriately.

. Customersvant their suppliers to be friendly and
warm, which engenders trust armbnfidence
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6. Customers want to know what is happening and
why.

/. Customersvant to feel safe and secure.

Customerdike the approval of others.

9. Customersvant to feel important, recognized, and
appreciated.

10.Customersieed a sense of belonging; hey like to
identify with organizations.

oo
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APoor quality products

AFlawed systems & procedures
Alnadequate equipment & supplies
AOverworked or understaffed workforce
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AStep 1: Get off to a good start
A Step 2: Build on a good start
A Step 3: Build on the relationships




A Laura Willingham

A Human Services Planner at the Dare County
Department of Public Health in North Carolina




QI Project:

Consumer and Community
Input Surveys

Dare County, NC
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Selecting the Project

Why Customer and Community satisfaction?

Gaps between desired and actual performance levels.
Strategic connection

Areas staff/clients think need improving (low staff resistance)
Accreditation Support

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

Strong QI team with representation from various divisions

o Do To To Do o
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NC Local Health Dept.

Accreditation Perspective

This project allowed us to meet at least 4 benchmarks related to local health
dept. accreditation including:

I BM 27.1- The local health department shall have in place a process for
assessing consumer and community satisfaction with its services.

I BM 27.2-The local health department shall use data from the consumer and
community satisfaction assessment to make changes to improve its services.

I 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.

I BM 30.8- The local health department hours of operation shall be based on
documented community need.
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What are we trying to

accomplish?

A Better Feedback from our consumers and community.

A Better understand the needs of our consumers and
community.

A Make improvements based on quality feedback to
better meet the needs of our consumers and
community

A Improve our survey tools
A Improve our survey processes

A Improve our survey analyses and change
Implementation process

B
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What are the overall goals

A Collect and utilize feedback to make
Improvements to our department and services to
better meet the needs of our consumers and
community.

A Improve quality of care

A Assure we are meeting the needs of our
consumers and community

A To continue to improve our department and
services
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Aim Statement

A We 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.
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Measurable OQutcomes

Measure Operational Definition Baseline Postdata

Patient: 28%
of staff were
The opinion of clinic and HEO | satisfied with
staff regarding satisfaction of ;lrgg:s
the current process for

collecting feedback from our Community:

patients and our community. 15%of staff

were satisfied

with current
process

Staff satisfaction with current
surveys and processes

r 4 DARE COUNTY
; i DEPARTMENT OF

PuBLIC HEALTH

SERVING TO ASSURE HEALTHY PEOPLE AND HEALTHY COMMUNITIES




Measurable OQutcomes

Measure Operational Definition Baseline Postdata

Patient: 54%
of staff were
familiar with
The opinion of clinic and HEO | the current
staff regarding familiarity of the|  process
current process for collecting :
feedback from our patients and| Community:
our community. = o0Rs
were familiar
with the
current
process

Staff familiarity with current
surveys and processes
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Measurable OQutcomes

Measure Operational Definition Baseline Actual

Increase the number of The number of physical Patient
consumer surveys completed Input Surveys completed.

Increase the number of The number of physical
community surveys Community Input Surveys
completed completed.

The number of Community Input
Increase the response rate off Surveys completed compared tg
our community surveys the number of surveys
administered.
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Gemba Waste Walk Worksheet:

Community Survey
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Gemba Walk

Community Input Surveys:

A There was a lot of people, materials, places, and
waiting involved In the current process.

A There was no ownership of the process and task
and positions do not match up.

A There 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:

A Surveys were completed at checkout after the
appointment and patient is ready to leave.

A Patients are not putting a lot of effort into the
surveys and therefore the feedback is not quality.

A No consistent process in place for staff
A No staff support
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