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T
oday’s competitive, value-based 
healthcare environment de-
mands that practices make every 
attempt possible to accurately 
know what their patients are 
thinking at all times. As patient 
satisfaction measurement be-

comes an increasingly important part of 
the medical business equation, practices 
need to actively gather and monitor 
patient feedback.

CASE STUDY
Mr. Cervice, an experienced adminis-
trator with a multi-physician practice 
in a booming southwestern metropolitan 
area, enjoys meeting regularly with his 
long-time practice consultant. When 
together, the two frequently reminisce 
about the genesis of their ongoing profes-
sional relationship—a quasi-desperate 
meeting nearly 20 years ago that focused 
on how a number of unhappy patients 
were impacting the practice in significant 
ways, including staff morale, referrals, 
and the bottom-line financials. “We 
do not know exactly what is wrong,” 
Mr. Cervice recalls saying at the time. 
“We know we have challenges, but we 
are unsure where to find the answers. 
We hold meetings and try our best to 
come up with solutions we think will 
work, but the results are minimal. It is 
exhausting and exasperating.” To which 
the consultant replied, “And I distinctly 
remember explaining that you needed to 
find out what your patients were think-
ing. I told you to go directly to them for 
the answers; that they held the keys to 

discovering what was wrong … and how 
to fix it. I’m delighted you saw the light. 
Your success over the past 20 years speaks 
directly to making patient surveys—and 
patient satisfaction—a priority.”

SURVEYING BENEFITS
While the demand for and use of 
patient satisfaction data intensify, some 
practices remain on the sidelines. Why?  
Here are several reasons why practices 
do not conduct regular patient surveys: 
• “It’s a hassle.”
• “We’re busy and no one has time.”
• “It’s expensive and not in the budget.”
• “We are already asking our patients 

to comment about us on online 
review sites, and it seems like a lot 
to ask.”
Yes, implementing an effective, 

ongoing patient satisfaction survey 
program does take time, commitment, 
and resources. However, there are many 
direct and indirect benefits related to 
consistently conducting patient surveys. 
Incorporating formal patient surveys as 
a fixed part of a business plan can help 
a practice do the following: 

Obtain independent, honest 
insight. Surveys provide patients with 
a vehicle to express opinions, criticism, 
or praise. Via surveys, patients can 
be totally open about their practice 
experience. They are not related to 
the practice in any way other than as 
a patient. Their comments will not be 
“insider” reviews, with their built-in 
“I’m-an-employee” or “I’m-a-friend” 
concerns, fears, and prejudices. 

Identify repeated themes, thoughts, 
and comments. Whether calling out 
positive or negative information, sur-
veys are useful in pinpointing recurring 
patient perceptions and observations. 
Negative comments should be treated 
as red-flag issues that need to be 
addressed ASAP. Positive comments 
should be given job-well-done status 
and celebrated.

Monitor the practice in real time. 
Patient surveys provide timely insight 
about the current state of the practice. 
A flourishing survey program—with 
survey data being recorded and mon-
itored regularly—provides opportune 
insight into your functionality and 
quality of care. Consider this informa-
tion a daily practice dashboard report. 

Provide an impartial SWOT analy-
sis. Patient surveys shine light on what 
you do well and where improvement is 
needed. Through your patients, you can 
pinpoint your strengths and weak-
nesses, which will help you identify 
potential threats and opportunities. 

Meet quality measures re-
quirements. Quality measures are 
becoming more prominent in today’s 
legislature. Asking patients for feed-
back on their experience and the care 
received can only serve to place the 
practice ahead of the curve. Patient 
satisfaction is being considered by 
many as one quality measurement 
that will be used for value-based 
payments. Patient satisfaction is being 
tracked now as a quality care measure 
for value-based payments. Numeric 
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scores allow a practice to quantify and 
track customer satisfaction.

Impact the bottom line. An 
experienced consultant once said, “I’ve 
never seen a practice with exceptional 
patient satisfaction scores have chronic 
financial problems.” How do you know 
if your patients are satisfied? You survey 
them regularly.

Inspire change. Patient surveys 
set in motion change and improve-
ment processes. While you may think 
you know what is best for all parties, 
patients will be more than happy to 
confirm or deny that through their 
survey answers and comments. 

Demonstrate a commitment to 
excellence. Surveying sends a clear 
message that you value your patients 
and want them to be your partner on 
the healthcare journey. When patients 
ultimately see their comments and 
suggestions acted on, they know you 
appreciate their participation and their 
loyalty increases substantially.

Identify problems before they are 
problems. Regularly monitored surveys 
allow a practice to more quickly iden-
tify—and fix—problems before they 
have a chance to escalate into larger 
issues. This is an immediate chance to 
make something right. In addition, 
surveys that give patients the ability 
to self-identify may provide practices 
with a chance to directly reach out and 
address any complaints.

Minimize potentially negative 
online reviews/comments. Providing 
patients an opportunity to tell you they 
were displeased with their visit can of-
ten keep them from posting a negative 

online review. Providing patients with 
a convenient option to express their 
thoughts in a way they feel might result 
in a solution can slow—or stop—them 
from taking that next (very public) step. 

Make better decisions. Simply put, 
surveys give you MORE information 
for making sound business decisions. 
Patient satisfaction data can be used to 
help staff make needed adjustments in 
processes and patient communications, 
can help you encourage and commend 
staff when the scores are good, and can 
form the basis for continual quality 
improvement initiatives.

Increase provider and staff 
accountability. Many practices use sur-
veys as an ongoing management tool, 
referencing scores in discussions, staff 
meetings, work performance reviews, 
and even building out compensation 
structures that may be impacted by 
patient satisfaction ratings. Compari-
sons to yourself period-over-period or 
comparisons to other providers can be a 
powerful motivational tool.

Discover good ideas. Patients 
might have good ideas for ways the 
practice, staff, or providers can do 
better, but you have to ask them. It’s 
a way to address issues that might 
otherwise be difficult to address. For 
example, patient-originated ideas/
feedback may be easier to deliver than 
“I’ve noticed you do such and such 
and it needs to change.” 

Increase business. Patients who are 
thrilled with their care generate new 
patient flow through referring family 
and friends. A big part of building and 
maintaining a busy practice is word 

of mouth from your current patients. 
Good word-of-mouth referrals only 
happen when patients are happy with 
their experience. To maintain a strong 
practice you should know what your 
patients think about you.

Enhance marketing efforts. Patient 
satisfaction scores and stories can add 
fodder to marketing campaigns and 
websites. Don’t be afraid to publicize 
sterling patient satisfaction scores to the 
public and to payers.

OUT OF FAVOR
Practices that fail to implement a 
permanent, well-managed patient 
satisfaction survey program are at risk 
of falling out of favor with both pa-
tients and payers. Patients have many 
healthcare choices, as well as nu-
merous means to express displeasure 
both publicly and within their circle 
of friends and acquaintances. Payers, 
meanwhile, are becoming increasingly 
interested in patient satisfaction data 
that, ultimately, can directly impact 
access to patients. The goal of every 
practice must be to accurately track 
its patient satisfaction levels through 
consistent survey efforts. AE
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Yes, implementing an effective, ongoing patient 
satisfaction survey program does take time, 
commitment, and resources. However, there are 
many direct and indirect benefits.




