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What is your agency’s biggest challenge
related to patient experience?
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Objectives

By the end of this webinar, you will be able to:

» Describe why excellent patient experience is
critical to sustainable family planning services in
NY

* Assess patient experience using at least two
different methods

* Apply at least two evidence-informed strategies
to ensure an excellent patient experience in the
family planning setting
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Why is providing excellent patient
experience more important than ever?
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Helps you Attract and Retain Patients

Your Clinic

L




Challenges Maintaining Volume
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NATIONAL
Funding $317.5M  $286.4M  $2865M  $2B6.5M  $286.5M -$31 M

Patients 5224862 4129283 4,018,015 4,007,552 n/a 1,217,310
NEW YORK

Funding $15,086,057 $13,402,100 $13,593,000 $13,675,000 $13,900,000 -$1,186,057
Patients 347,282 313,010 308,483 306,070 n/a -41,212
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Contributes to Sustainability

* Third-party payers
— Healthcare Effectiveness and
Data Information Set (HEDIS)

— Consumer Assessment of
Health Plans Survey (CAHPS)

Accountable Care
Organizations (ACO)

— New York DSRIP Performing
Provider Systems (PPS)

e Funders
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AHRQ Quality Data Snapshot for NYS

Average

Very
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AHRQ Priority Areas Snapshot for NYS

Very Weak Weak Average Strong Very Strong

A 4

Patient Safety A

Person-Centered Care
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Good for Patients

» (reater
engagement in
patient self-care

e Better health
outcomes

o Patient retention

Dehlendorf, AJOG, in press
Rosenberg, Fam Plann Perspect, 1998
Forrest, Fam Plann Perspect, 1996
Harper, Patient Ed Counsel, 2010 -
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Unintended Pregnancy

National (2016) New York State (2010)

Intended
Unintended
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Meeting Unmet Need

National (2010) New York State (2014)

Publicly-Funded
Family Planning
Centers

Other
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Quality Family Planning Recommendation

e Service sites that offer family
planning services should have a

Centers for Disease Control and Prevention
’ WWR Morbidity and Mortality Weekly Report
SyS e | | I O r C O n U C | n g . Recommendations and Reports / Vol. 63 / No. 4 April 25,2014
° : . Providing Quality Family Planning Services
e a S U re S S O U C O n S | e r . Recommen dations of CDC and the U.S. Office of Population Affairs

— Characteristics of the settings in
which providers deliver health

— Process by which care is
orovided (whether services are
orovided correctly and
completely, and how clients
perceive the care they receive)

— Qutcomes of that care
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VIDEQ: Prioritizing the Patient Experience:
Strategies for Family Planning

Family Planning

National Training Center

for Quality Assurance, Quality Improvement
and Evaluation

https://www.fpntc.org/resources/prioritizing-patient-experience-strategies-family-planning-video
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Patient PATIENT
Experience g
Toolkit

A GUIDE FOR FAMILY
PLANNING AGENCIES

https://fpntc.org/training-and-
resources/patient-experience-
improvement-toolkit

B Family Planning

National Training Center
for Quality Assurance, Quality Improvement
and Evaluation
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You're Almost There!

95%!
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Don’t Be These Guys!

We are
too busy

3 / /"/'x. /
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Quality Care According to the Provider
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Quality According to the Patient

What the patient gets vs. what they expect:

Gets = Expects = Average Experience

Gets > Expects = Positive Experience

E X pe c+0\‘f: on

Outcom e Difoxppo'\n”( men"r
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Customer Service Terminology

Must Haves

What defines your
relationship with the patient
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Customer Service Terminology

Must Haves

What defines your
relationship with the patient

Should Haves

What patients expect

(won't notice if there, but

will notice if not there)

-

@
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Customer Service Terminology

Must Haves Should Haves

What defines your What patients expect
relationship with the patient (won't notice if there, but
will notice if not there)

Delighters

What patients notice and
appreciate
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Customer Service Terminology

Must Haves

What defines your
relationship with the patient

Should Haves

What patients expect
(won't notice if there, but
will notice if not there)

Delighters

What patients notice and
appreciate

Frustrators

What you do that has a
cost but does not add to
the patient experience

-
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What influences Patient Experience?
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What Influences Patient Experience?

PATIENT

EXPERIENCE Interactions
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Environment
Physical

Use this form to perform a patient experience audit of your facility. Like a new patient would, start by examining the out-
side of the facility, and then go inside. Go through this checklist to see which of these characteristics accurately describe this
service site, and feel free to make extra notes about what you see. If some features do not apply to this service site (e.g.
hedges), simply cross it off the list. If you notice cther things that are not included in this list, such as strange sounds or smells,

.
. | O C a t | O n be sure to note them for later discussion.

Building & Parking
The service site is easy to see from the street.
M The entrance is obvious to first fime patients,
. e a n | n e S S The building looks well maintained on the outside.
The signs for the service site are visible at night.
The parking area is well maintained

The parking area is well-it at night.

The service site’s hours and phone number are posted clearly and accurately outside

. There is an emergency phone number posted clearly outside
O | | | O r Plants and Grounds

The trees and plants around the building add to the attractiveness of the building. I [
The planted areas are fr{
The planted areas are fr¢
The hedges are trimmeg

Cinic Entronce | [ETEITSTI
The entrance area is clej [ ———
The entrance area is invi

s fimmmd e e i s IMPROVEMENT
TOOLKIT

V . t | .
Website Audit Form
. Use this form to examine your site’s website. Browse through the website as though you are a patient, returing or new, and
look for information that you think would be important to answer a question you have or plan a visit. If you notice other
. e E | e problems or concerns that are net included in this list, please note them on the lines at the bottom of the page.

First, please circle how you are accessing the website (it is important to review the site in all browsers):

Internet Explorer Mosilla Firefox Google Chrome Safari Mobile Phone Tablet

e Social Media -

The website design is aesthetically appealing

The colors on the site are related to the service site’s logo.
The fonts are easily readable

The structure of the navigation bar makes sense.

Content
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Interactions

1. Making a welcoming  VIDEQO: Patient
statement Experience - Skills to

2. Using friendly words ~ Improve Every Visit
and tone of voice f

3. Demonstrating
empathy

4. Putting language in

the positive
' ' resources/the-family-planning-patient-
5' foerlng OpthﬂS experience-skills-to-improve-every-visit

New York State
Family Planning
l I Training Center
nysfptraining.org

https://fpntc.org/training-and-



https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit
https://fpntc.org/training-and-resources/the-family-planning-patient-experience-skills-to-improve-every-visit

Care

Summary Chart of U.S. Medical Eligibility Criteria for Contraceptive Use

Centers for Disease Control and Prevention

Morbidity and Mortality Weekly Report
Recommendations and Reports /Vol. 63 / No.4 April 25,2014

o

Providing Quality Family Planning Services
Recommendations of CDC and the U.S. Office of Population Affairs Centers for Disease Control and Prevention

|
= =
e e e e S

=

Morbidity and Mortality Weekly Report
Recommendations and Reports / Vol. 65 / No. 4 July 29, 2016

Centers for Disease Control and Prevention

uUs.§

Morbidity and Mortality Weekly Report
Recommendations and Reports / Vol. 64 / No. 3 June 5, 2015

Sexually Transmitted Diseases
Treatment Guidelines, 2015
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Systems

e (Clinic hours
» Staffing

* Appointment
system

e Clinic flow
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Patient Satisfaction

Patient Satisfaction:

how the patient felt prmer

about different aspects really

of their visit. e
The exam

Patient Experience: et

what did or didn't Yeny el

happen during a visit I || || |
New York State
Family Planning
oy @
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Patient Satisfaction or Patient Experience?

Patient Satisfaction Patient Experience

On a scale of 1 to 5 how After arriving at the clinic,
satisfied were you with the  about how many minutes
length of time you had to  total did you have to wait to
wait during your be seen?

appointment?

Rate the courtesy of the Did the front desk staff
front desk staff: make a welcoming

Poor/Fair/Gooay/Great statement when you
arrived? Yes/No
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You Won't Know By Doing This...
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Assessment

SURVEYS
Paper

Online
Mobile

OBSERVATION

Shadowing
Phone Audits

INTERVIEWS

Individual
Focus Groups
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(

@ Do you want to Are you looking for
collect information by @ quick & quantifiable or
asking patients directly? rich & detailed data?
&

| A \ :
J&> &
Do you wan; to know

e e Does it make more

patient experience sen§e to talk to ;
patients about their

Do you want to
know more past or
current patients?

inside or outside of ;
e orice sited Lapsed experience individually
patient or in groups?
surveys reveal T
why patients
have not
@ @ returned.

Would you prefer to -

! collect information Individual
Shadowing Bows from patients while interviews let
staffto observe they are in or out of staff ask quick
actual patient the service site? open-ended
X : _ ‘ responses and
experience during follow-up
their wait and visit. :
@ questions.
x X Focus groups
A phone audit Paper surveys Online and facilitate
reveals the easily collect mobile surveys discussion about
patient’s information from | | let patients give patient
perspective many patients feedback at experience with
when calling during or after their own small groups. New York State
the service site. their visit. convenience. Family Planning

Training Center

nysfptraining.org



Patient Surveys

Paper, Electronic, or
Mobile Surveys

* Respect anonymity

 Explain why you're
conducting a
survey and that
you value their
answers
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Patient Survey Questions

* Include enough choices (scale)

« Will yes/no or good/neutral/poor give you enough
info?

* Balance your scales
« Same number of good and bad choices

* Ask only one question at a time
* Avoid “clinic is clean and welcoming”

* Include open-ended questions
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Patient Survey Intervals

Don't over do it!

S

/ JANUARY N FEBRUARY  MARCH APRIL
1 2 3 4 5 6 7 1 2 3 4 1 2 3 4 1
8 9 10 11 12 13 14 5 6 7 8 9 10 11 5 6 7 8 9 10 11 2 3 4 5 6 7 8

10 11 12 13 14 15
17 18 19 20 21 22

12 13 14 15 16 17 18 9
19 20 21 22 23 24 25 16

13 14 15 16 17 18
20 21 22 23 24 25

15 16 17 18 19 20 21 12
22 23 24 25 26 27 21 19

§9 30 31 Y 26 27 28 26 2,73-251.3&31 23 24 25 26 27 28 29
JJJJJJJJJJJ MAY L JUNE o F Uy AUGUST
1 2 3 4 5 6 123' 1 1 2 3 4 5
7 8 9 10 11 12 13 4 5 6 7 8 9 10 2345678.6789101112
14 15 16 17 18 19 20 11 12 13 14 15 16 17 9 10 11 12 13 14 15 13 14 15 16 17 18 19
21 22 23 24 25 26 27 18 19 20 21 22 23 24 16 17 18 19 20 21 2 20 21 22 23 24 25 26
28 29 30 31 25 26 27 28 29 30 N 24 25 26 27 28 27 28 29 30 31
~ [ l-“”
SEPTEMBER ~~ OCTOBER NOVEMBER ~~ DECEMBER
12 1 2 3 4 5 6 7 1 2 3 4 12
3 4 5 6 7 8 9 8 9 10 11 12 13 14 5 6 7 8 9 10 11 3 4 5 6 7 8 9
10 11 12 13 14 15 16 15 16 17 18 19 20 21 12 13 14 15 16 17 18 10 11 12 13 14 15 16
17 18 19 20 21 22 23 22 23 24 25 26 27 28 19 20 21 22 23 24 25 17 18 19 20 21 22 23
24 25 26 27 28 29 30 29 30 31 26 27 28 29 30 24 25 26 27 28 29 30
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Patient Survey Form

Patient Satisfaction Paper Survey

Please tell us how you feel about our services and staff, Your responses help us to make improvements,
This survey is anonymous. Thank you for your time,

[ have only had one
negative interaction

®© © & & ® ?

Pleaso circle how well we are doing in the. GREAT | GOOD oK FAIR POOR N/A
following areas: 5 4

3 2 | Dot know
s Ease of getting care
with an employee
o 5 4 3 2 [ NIA
. 5 4 3 2 i A
She was asking EeEmssmmmmm
[ s [« [ 3] 2 1 v [ n~a
L]
B 4 3 2 | NA
guestions that had e T
Anowers your questors 5 4 3 2 | NA
L] L[] (Phy. n, Nurse
nothing to do with EEErEEEERE:
g Lsters to you 5 4 3 2 [ N/A
Tokes encugh tme with you 5 4 3 2 | NIA
Clearly explains what you want to know 5 4 3 2 I N/A
my a t AR I
. Medical Assistants/Health Educators:
Courtesy of medcal assistontsihedthedwatos | 5| [ 3] 2 T 1 1 n~a
Clearly explairs what you wark. 10 know I '3 1 2 1T 7 | wa
Payment:
What you pay [ s T 4« T3] 2 [ v ] nNa
Explanation of charges % T % [ 81 & 1 0l 88
Facility:
Cleaniness of dinic B 4 3 2 | N/A
Ease of findng where 0 g0 5 4 3 2 | N/A
Comfort whie waitig s 4 3 2 | N/A
Confidentiality:
Keeping your personal infomation priva s [ 4 T3] 2T 11 nNa

[ had to call three
times just to make an

appt.
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Interviews

» Chat with patients in
the waiting room

» Ask your staff what
they observe
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Assessment

EXPERIENCE
IMPROVEMENT
TOOLKIT

What is Known? What Should We Do Next?

The purpose of this worksheet is to help you take inventory of what is known, where the information came from, and what
level of assessment would help build on that information. In the last column, decide on the team's next steps.

Include all staff in
patient

experience -
improvement
efforts

Systems

Quality Care

Family Planning

National Training Center
for Quality Assurance Quality Improvement
and Evaluation
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Plan and Set Goals

e Define standards
e Train staff
« Measure and monitor

» Share and report
progress and
challenges

* Empower innovators!
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What's In It For Me?

e [ owers stress
among staff

* Improves teamwork

e Increases staff
retention

* Correlates with higher
job satistaction
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Reducing Patient Wait Time

Tip #1: Reduce the number of stops a patient makes by
moving around them instead of moving them around your clinic.

k tpsiiimeocom/s5i1ss gy iyt
Uj Training Center
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https://vimeo.com/154991156

Thank you!

nysfptraining.org
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	Patient Satisfaction:  how the patient felt about different aspects of their visit.  
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	•Respect anonymity  
	•Respect anonymity  
	•Respect anonymity  

	•Explain why you’re conducting a survey and that you value their answers  
	•Explain why you’re conducting a survey and that you value their answers  



	Figure
	41 

	Slide
	Span
	Figure
	New York State 
	New York State 
	Family Planning 
	Training Center 
	nysfptraining.org  

	Figure
	Figure
	Patient Survey Questions 
	Patient Survey Questions 

	•Include enough choices (scale) 
	•Include enough choices (scale) 
	•Include enough choices (scale) 
	•Include enough choices (scale) 

	•Will yes/no or good/neutral/poor give you enough info? 
	•Will yes/no or good/neutral/poor give you enough info? 
	•Will yes/no or good/neutral/poor give you enough info? 
	•Will yes/no or good/neutral/poor give you enough info? 



	•Balance your scales 
	•Balance your scales 

	•Same number of good and bad choices 
	•Same number of good and bad choices 
	•Same number of good and bad choices 
	•Same number of good and bad choices 



	•Ask only one question at a time 
	•Ask only one question at a time 

	•Avoid “clinic is clean and welcoming” 
	•Avoid “clinic is clean and welcoming” 
	•Avoid “clinic is clean and welcoming” 
	•Avoid “clinic is clean and welcoming” 

	•Include open-ended questions  
	•Include open-ended questions  





	42 
	42 


	Slide
	Span
	Figure
	New York State 
	New York State 
	Family Planning 
	Training Center 
	nysfptraining.org  

	Figure
	Figure
	Figure
	Patient Survey Intervals 
	Patient Survey Intervals 

	Don’t over do it! 
	Don’t over do it! 
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	•Chat with patients in the waiting room 
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	•Empower innovators!  
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