
Broadening the scope of market re s e a rch through the use of mu l t i-
ple survey instruments can provide a more accurate picture of
overall patient satisfaction and greatly enhance patient satisfa c t i o n

results for the health care industry.
Patient satisfaction has become a routine measure of quality for most

h o s p i t a l s .Almost all hospitals administer some form of patient satisfa c t i o n
s u rvey, realizing that there is a direct correlation in quality of care and
patient satisfa c t i o n .Because of this vital link, some hospitals now offer
re c ognition and rewa rd programs for improved patient satisfaction score s .

The results of patient satisfaction surveys will likely become another
p u blicly re p o rted quality indicator of health care fa c i l i t i e s .The Agency for
Health Care Research and Quality (AHRQ), in collaboration with other
federal agencies, is in the process of developing a national standard for
assessing hospital patient experi e n c e s .The survey tool is one measure
included in a Quality Initiative, jointly promoted by three pro m i n e n t
health care trade organizations: the A m e rican Hospital A s s o c i a t i o n , t h e
Association of A m e rican Medical Colleges, and the Federation of
A m e rican Hospitals.

Patient satisfaction surveys alone don’t improve quality
In other industri e s , customer satisfaction is measured by how closely
expectations are met.Results are analyzed and service is improve d .

The process is no different for the health care industry ; h oweve r, e x p e c-
tations are of a much more personal nature, a re sometimes subtle, and are

often more difficult to define. M o s t
hospitals routinely conduct patient
s a t i s faction surveys that invo l ve a
s e ries of rating questions about attri b-
utes specific to the patient’s hospital
s t ay - from re gistration to discharge.

For health care facilities that wa n t
to improve on their service and leve l
of patient satisfa c t i o n , i t ’s imperative
that they know exactly what their
c u s t o m e rs expect.This includes both

s e rvice and clinical expectations. F u rt h e r, t h ey must be willing to create a
c u l t u re that embraces and strives for continual improvement in the quality
of all the services offered to patients.

Aside from the obv i o u s , such as improved level of medical care, re d u c e d
wait-time in the emergency room and fewer mistakes with medications,
hospitals need to determine what is most important to patients. Is it
f riendly nu rses and phy s i c i a n s , appetizing food or comfort a ble ro o m s ?
While quality of medical care is certainly the most important fa c t o r,
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health care professionals must look
b eyond providing the most up-to-date
t e c h n o l ogy and care if they want to
a c h i eve the highest level of satisfa c t i o n
among their patients.

Routine patient satisfaction survey s
a re a va l u a ble tool for gaining a good
u n d e rstanding of what patients expect
and how well the hospital is meeting
e x p e c t a t i o n s .H oweve r,other organiza-
tional assessments should not be ignore d .
In fa c t , t a ken tog e t h e r,multiple survey
i n s t ruments will have a far greater impact
on improving quality than the patient
s a t i s faction survey alone.

L ow employee satisfaction equals
l ow patient satisfaction score s
Routine patient satisfaction survey s
pinpoint areas for improvement bu t
often fail to uncover other areas that
should be addre s s e d .As part of a total
s a t i s faction assessment progr a m , h o s p i-
tals and health care facilities should
conduct annual employee satisfa c t i o n
s u rvey s . R e s e a rch has shown that satis-
fied employees care more about the
quality of their work and there f o re,
p rovide better customer service than
dissatisfied employe e s .

E m p l oyee satisfaction surveys can
help to identify administrative policies
that may be undermining the ability of
hospital staff to be re s p o n s ive to their
p a t i e n t s . C o rrecting such issues will
d i rectly impact patient satisfa c t i o n .

P hysician satisfaction surveys will
reveal if their needs are being met in
t e rms of re s o u rc e s , s e rv i c e s , t e c h n o l og y
and commu n i c a t i o n . If physicians are
u n h a p py with hospital administration,
availability of services or level of tech-
n o l og y, their frustration will ultimately
impact patient satisfaction and the hos-
p i t a l ’s ability to remain competitive.

E m p l oyee and physician satisfa c t i o n
s u rveys also provide the benefit of
i m p roving re c ruitment and re t e n t i o n .
Hospitals with a reputation for satisfied
e m p l oyees and physicians are more
l i kely to re c ruit and retain indiv i d u a l s
of the highest professional standard .
Once again, patient satisfaction comes
out the winner.

A competitive adva n t a ge
C o m munity assessment surveys rate
image and brand awa re n e s s , gauge the

c o m mu n i t y ’s satisfaction with health
c a re prov i d e rs and reveal patient
e x p e c t a t i o n s . U s u a l l y, these measure s
a re not directly correlated with patient
s a t i s fa c t i o n ; h oweve r, being awa re of
p reconceptions and perc e p t i o n s
among the general public will give a
hospital a competitive adva n t a g e.A f t e r
a l l , these respondents may be past or
f u t u re patients who will measure the
facility based on their own experi e n c e s
and expectations.

A health care facility can also pin-
point the key indicators for patient sat-
i s fa c t i o n . In other wo rd s , the ve ry
a t t ri butes that are most important in
the selection of a hospital or health
c a re facility can be specifically deter-
m i n e d .These key indicators should be
given a greater weight in the analysis
of satisfa c t i o n .

The community assessment survey
identifies the manner in which a
health care facility may establ i s h , bu i l d
or change its desired image. In addi-
t i o n , the hospital learns where it stands
re l a t ive to the competition and is
e n a bled with the means for a solid
branding strategy.

What does this have to do with
patient satisfaction? A solid marke t i n g
campaign that successfully character-
izes the nu rses at Hospital A as being
c a ring and sensitive will create this
i m a g e. People will recall the image
when they interact with the fa c i l i t y
and the satisfied employee will
demonstrate that this is, in fa c t , a re a l i-
t y.The patient’s expectations are con-
f i rmed and the resulting satisfa c t i o n
rating is, t h e re f o re, h i g h .

In-depth re s e a rch translates into
quality improve m e n t
Key indicators of satisfaction should be
re s e a rched in more detail. For exam-
p l e, assuming quality of nu rsing care is
a key indicator of overall patient satis-
faction and carries more weight than
the cafeteria food, a health care fa c i l i t y
would be wise to invest in more
detailed satisfaction re s e a rch among
the nu rsing staff. Focus groups or one-
on-one interv i ews can yield a gre a t e r
depth of information about issues cri t-
ical to patient satisfa c t i o n .

S u rvey re s e a rch among patients,
e m p l oyees and physicians often cor-

roborates evidence of a specific pro b-
lem are a . U n d e rtaking in-depth
re s e a rch re g a rding the issue will
i n c rease the likelihood that the pro b-
lem will be re s o l ved by employing the
best possible solution.

R e s e a rch has recently focused on
hospital env i ronment as a key indicator
of quality of care.The Pe b ble Pro j e c t ,
an initiative implemented by T h e
Center for Health Design, d o c u m e n t-
ed that facility design does indeed
i m p rove quality of care, financial per-
f o rm a n c e, c o m munity perception and
staff re t e n t i o n . I m p roved patient satis-
faction would no doubt follow along
with these indicators .

A hospital or clinic investing in new
facilities or redesigning existing fa c i l i-
ties should first determine the aspects
of design that are most important and
p re f e rre d .This should invo l ve input
f rom employe e s , p hy s i c i a n s , v i s i t o rs
and patients. Photos of prototypes can
be presented to a focus group and
evaluated in terms of function, c o m-
f o rt and aesthetics.

Assuming that a baseline measure is
t a ke n , f o l l ow-up re s e a rch can va l i d a t e
or challenge claims of improved satis-
faction among employe e s , p hy s i c i a n s
and patients as well as assess the impact
on community perc e p t i o n s .

B roadening the scope
Health care delive ry is becoming
i n c reasingly competitive and con-
s u m e rs are more invo l ved in the selec-
tion process than ever before.T h u s , it is
i m p e r a t ive that hospitals adopt a more
sophisticated approach to marke t
re s e a rch as a vital component of the
m a r keting function.

When hospitals take a pro a c t ive
a p p roach by expanding their marke t
re s e a rch initiative s , t h ey are making a
commitment to improving patient sat-
i s faction and quality. Patient satisfa c-
tion survey s , a l o n e, only scratch the
s u r fa c e.

Health care prov i d e rs must look
b eyond the routine patient satisfa c t i o n
s u rvey and consider broadening the scope
of their market re s e a rc h .I m p l e m e n t a t i o n
of a total satisfaction program will signifi-
cantly boost patient satisfaction scores and
demonstrate a prov i d e r ’s true commit-
ment to quality. |Q


