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Objectives
By the end of this webinar you will be able to:
• Describe a process you can use to improve 

patient experience in your clinic
• Describe how peer family planning agencies 

applied this process
• Access tools and resources to support you in 

improving patient experience in your clinic
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Why focus on patient 
experience?
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Patient-centered care improves health 
outcomes and equity
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Positive patient experience improves 
staff satisfaction and engagement 
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Satisfied patients recommend your 
services to others.
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Clinic Systems Patient Interactions

Clinic Environment Staff Experience 
and Engagement

Drivers of Patient 
Experience
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What are you doing to give 
patients a positive experience 
in your clinic?
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Patient Experience 
Improvement Initiative
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Kaleida 
Health

Livingston County 
Reproductive 
Health Center

Planned 
Parenthood of 
Greater New YorkHarlem Hospital

Greene County 
Family Planning

Children’s Aid Society

Tioga OpportunitiesFamily Planning 
of South Central 
New York

38%

38%

50%

50%

63%

63%

88%

100%

100%

Improved website

Enhanced physical space

Increased access to appointments

Decresed wait time

Improved staff satisfaction

Improved internal communication

Improved clinic flow

Measured staff and pt satisfaction

Trained staff on customer service skills

All teams made multiple improvements:Eight teams participated  
from Oct 20 to May 21
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Patient Experience Improvement 
Toolkit
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https://rhntc.org/resources/patient-experience-improvement-toolkit

https://rhntc.org/resources/patient-experience-improvement-toolkit
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Patient Experience 
Improvement Process

Assess patient 
experience

Improve clinic 
systems

Improve 
patient 

interactions

Improve the 
clinic 

environment

Improve staff 
experience & 
engagement
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Assess Patient Experience
1. Routinely collect and review data from:
 Patients (e.g., patient satisfaction surveys, 

patient observations)
 Staff (observations about patient experience)

2. Regularly conduct a community needs 
assessment to identify populations with unmet 
need for family planning services and the 
barriers that prevent them from accessing 
these services. 
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Satisfaction vs. Experience
Satisfaction
Measures how patients 
feel about what 
happened to them

Example: Satisfied 
with wait time

Experience
Measures what 
happened to them

Example: Wait time 
was 7 minutes
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Both types of data are important!
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Assessment Tools
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Improve Clinic Systems
1. Increase appointment accessibility. Consider:

– Availability of text/online appointment/reminders
– Convenience of clinic hours
– Open access scheduling

2. Observe patients and staff to identify 
opportunities to streamline clinic flow and 
minimize wait time. Consider:
– Availability of equipment/supplies in exam rooms
– Eliminating unnecessary steps and paperwork
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Tools to Improve Clinic Systems
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Improve Patient Interactions
1. Ensure staff capacity to approach patients with 
sensitivity, respect, and cultural humility
a) Learn about the history of racism and abuse in 

reproductive and sexual health.
b) Approach patients with cultural humility and apply 

strategies to mitigate the impact of personal biases.
c) Provide family planning services that are:

a) Adolescent-friendly
b) Inclusive
c) Trauma-informed

d) Apply principles of customer service in interactions 
with patients. 
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Improve Patient Interactions
e) Adhere to National Standards for Culturally and 
Linguistically Appropriate Services, including: 

– Offer no-cost language assistance.
– Inform patients of the availability of language 

assistance.
– Ensure the competence of individuals providing 

language assistance.
– Provide easy-to-understand materials and signage.

f) Monitor quality of contraceptive counseling with the 
Patient-Centered Contraceptive Counseling (PCCC) 
measure.
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Tools to Improve Patient 
Interactions
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On-demand trainings:
 Cultural Competency in Family 

Planning Care (1.5 CE)
 Providing Trauma-Informed Care in 

Family Planning Clinics (1.0 CE)
 Gender Appropriate Language: 

Practical Skill Development (0.75 CE)
 Promoting Youth-Friendly 

Environments in Family Planning 
Clinics

 Language Access 101 (0.5 CE)
Working Effectively with Medical 

Interpreters (0.5 CE)
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Improve Patient Interactions
1. Ensure virtual visits provide a 

positive experience
– Review virtual visit flow to 

identify potential pain points 
for patients

– Employ telehealth etiquette
– Assess how patients experience 

telehealth visits
2. Ensure written materials are 

patient-centered, inclusive, 
and appropriate
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Improve the Clinic Environment
1. Protect patient privacy and confidentiality. 
2. Identify opportunities to improve the physical 

clinic space. 
– Consider engaging the community in efforts to 

make enhancements, such as through volunteers, 
partnerships with schools or other community-based 
organizations, or local business donations. 

3. Enhance the clinic’s website and searchability. 
– Make a list of which changes are within the clinic’s 

control and which need outside support (e.g., 
through the organization’s web services team).
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Tools to Improve Environment
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Improve Staff Experience and 
Engagement
1. Routinely (e.g., annually) assess staff experience 

and satisfaction to identify opportunities for 
improvement. 

2. Engage staff in patient experience improvement 
efforts. 

3. Foster communication across clinic staff at all 
levels (e.g., regular huddle).

4. Acknowledge staff that provide excellent care. 
– For example, consider sharing comments from 

patients received verbally or on patient satisfaction 
surveys as part of staff meetings.
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Tools to Improve Staff Experience
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Quality Improvement
• Start with an organizational assessment.
• Organize improvement progress in an 

Improvement Plan. 
• Use a quality improvement approach.
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Panelists

Felicia Morris-Bolar
Senior Director, Planned 
Parenthood of Greater 

New York

Julie Weisberg
Director of Public 
Communications,

Family Planning of South 
Central NY, Inc.
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What is one idea or tool you heard about 
today that you’ll take back to your clinic?
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Thank you!
nysfptraining@jsi.com
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