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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? 

4 



New York State 

Family Planning 

Training Center 
nysfptraining.org  

5 

Helps you Attract and Retain Patients 

YOUR  
CLINIC 

Your Clinic 
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Challenges Maintaining Volume 
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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) 

• Funders 

 

Patient 
Experience 
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AHRQ Quality Data Snapshot for NYS 
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AHRQ Priority Areas Snapshot for NYS  
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Good for Patients 

• Greater 

engagement in 

patient self-care 

• Better health 

outcomes 

• 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) 

55% 

45% 

New York State (2010) 

45% 

55% 
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Intended 

Unintended 
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Meeting Unmet Need 

National (2010) 

27% 

73% 

New York State (2014) 

32% 

68% 
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Publicly-Funded 

Family Planning 

Centers 

Other 
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Quality Family Planning Recommendation 

• Service sites that offer family 
planning services should have a 
system for conducting QI. 

• Measures should consider: 

– Characteristics of the settings in 
which providers deliver health  

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

– Outcomes of that care 
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VIDEO: Prioritizing the Patient Experience: 

Strategies for Family Planning 

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

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

resources/patient-experience-

improvement-toolkit 
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You’re Almost There! 

95%! 
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Don’t Be These Guys! 

https://sites.utexas.edu/apath/2017/08/28/we-are-too-busy/  
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Quality Care According to the Provider 

  Safe 

  Effective 

  Patient-Centered 

  Timely 

  Efficient 

  Equitable 
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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 

https://aubenoire.wordpress.com/2011/05/ 
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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 
 

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 
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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 

Care 

Systems 
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Environment 

Physical  

• Location 

• Cleanliness 

• Comfort 

 

Virtual environment 

• Website 

• Social Media 
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Interactions 

1. Making a welcoming 

statement  

2. Using friendly words 

and tone of voice  

3. Demonstrating 

empathy  

4. Putting language in 

the positive  

5. Offering options 

 

VIDEO: Patient 

Experience - Skills to 

Improve Every Visit 

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

resources/the-family-planning-patient-

experience-skills-to-improve-every-visit 
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Care 
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Systems 

• Clinic hours 

• Staffing 

• Appointment 

system 

• Clinic flow 
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Patient Satisfaction 

Patient Satisfaction:  

how the patient felt 

about different aspects 

of their visit. 

 

Patient Experience:  

what did or didn’t 

happen during a visit 

The 

provider 

really 

listened 

That wait 

was TOO 

long 

The exam 

room 

wasn’t 

very clean 
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Patient Satisfaction or Patient Experience? 

Patient Satisfaction Patient Experience 

On a scale of 1 to 5 how 

satisfied were you with the 

length of time you had to 

wait during your 

appointment?  

After arriving at the clinic, 

about how many minutes 

total did you have to wait to 

be seen?  

Rate the courtesy of the 

front desk staff: 

Poor/Fair/Good/Great 

Did the front desk staff 

make a welcoming 

statement when you 

arrived? Yes/No 

37 



New York State 

Family Planning 

Training Center 
nysfptraining.org  

You Won’t Know By Doing This… 
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Assessment 

QI 

SURVEYS 

Paper 
Online 
Mobile 

OBSERVATION 

Shadowing 
Phone Audits 

INTERVIEWS 

Individual  
Focus Groups 
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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! 
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Patient Survey Form 

I have only had one 
negative interaction 
with an employee. 

She was asking 
questions that had 
nothing to do with 

my appt. 

I 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 

Include all staff in 

patient 

experience 

improvement 

efforts 
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Plan and Set Goals 

• Define standards 

• Train staff 

• Measure and monitor 

• Share and report 

progress and 

challenges 

• Empower innovators! 
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What’s In It For Me? 

• Lowers stress  

among staff 

• Improves teamwork 

• Increases staff 

retention 

• Correlates with higher 

job satisfaction 
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Every Patient, 
Every Time 
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Reducing Patient Wait Time 

https://vimeo.com/154991156 
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nysfptraining.org 
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Thank you!  
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	Don’t over do it! 
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