Critical Success Factor:  Customer Satisfaction

Topic:  Customer Satisfaction

What is the relationship between health care value and customer satisfaction?  

	Getting free healthcare versus what you get from an outside facility
	Calling the doctor and getting an appointment in a timely manner

	How well I’m treated as a patient
	Convenience

	Privacy regarding personal finances
	Board certified providers

	Performance and outcome measures
	Being treated as a person

	Ask the veteran what he / she really wants
	Use feedback from community advisory boards

	Treat patient with courtesy, respect and dignity
	Direct correlation between customer satisfaction and healthcare value

	“What will I get, what will I pay?”
	Needs to be balanced – satisfaction is perceived


How is the relationship measured?

	One patient at a time
	Collect feedback through a variety of methods

	Ask new questions
	Ask questions about customer satisfaction with regard to his / her needs hierarchy (i.e., service connected versus elderly vet)

	Compare to others
	Improved health, wellness

	Patient satisfaction measures
	


How will VISN 2 determine customer expectations for “health care value”?

	Ask the community advisory groups what they want
	Need to look at how many vets are repeat customers

	Who referred the veteran to VA care
	Ask what the veteran what his / her health concerns are

	Follow-up calls by the Veteran Service Center 
	Measure follow-up calls from Veteran Service Center

	Identify an action plan relative to phone data collected
	Establish a method to collect suggestions from the community

	Measure long term effectiveness of quality improvement 
	Look at the future market by needs and be prepared

	VA should be clear in what can be provided / communicate to patients up front
	Benchmark with best practices

	Question our customers – surveys, focus groups
	Partner with community and stakeholders


In the quest to benchmark with the best in industry for most efficient treatments, how will we ensure that satisfaction is also maintained?

	Monitor Quick Cards
	Monitor satisfaction surveys

	Do phone surveys and interviews
	Establish a program to improve continuity of care, utilizing information collected by the Patients Rights Advocates

	Staff needs appropriate training for coding so that funding can be maximized to support future veteran healthcare services
	Benefits screening to ensure continued eligibility

	Ownership of the quality of care we deliver
	Monitoring performance / number of incoming veterans

	Monitor retention of veterans and staff
	Monitor patient outcomes 

	Follow-up call after care
	Monitor feedback and complaints


