
                                         
 

Paper surveys were not giving clinics the feedback they needed. 
The new electronic survey was simplified and shortened.   

Implementing a new electronic survey and making it accessible 
via tablet or through a QR code boosted response rates in most 
counties. Tablets were programmed via IT staff and sent to 
each county to be placed at clinic check-outs.  

Incentive offered for completion of surveys. Quarterly random 
drawing for a $25 gift card will be awarded in each county to 
those who complete survey. 

Survey responses were only gathered once a year. We 
need more patient input throughout the year in order to 
gather valuable feedback. The survey we are currently 
using is lengthy and data reports are complex and not 
definitive enough for quality improvement purposes.  
Staff sometimes see resistance among patients in filling 
out the survey due to the complexity of the current 
survey. Surveys may not be completely accurate as they 
are not anonymous (survey had to complete throughout 
clinic visit and handed to clerk during check-out process).  
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Patient satisfaction surveys are only collected once a 
year in a limited number, during a certain time-frame 
based on unduplicated patients. This is not a true 
reflection of ongoing patient satisfaction.  

Problem Statement 

*Implement new survey questions that will result in 
more useful feedback and will take less than 5 minutes 
for patient to complete by June 30, 2022.  
*Increase participation to 25% of services provided by 
requesting they complete the survey during the check-
out process.                                         

Aim Statement 

Process Outline & Relevant Data 

 

If we create a new and improved patient satisfaction survey 
and encourage patients to complete it via tablet or QR code 
during the check-out process more honest and valuable 
feedback will be obtained. 

Improvement Theory 
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Study the Results 

ACT 

 
  

We will continue to use the new survey and process. New 
tablets were ordered for each clinic to be placed at each check-
out. The new tablets will be faster and can be set to kiosk mode 
for survey purposes. They are also assured to be HIPAA 
compliant.  

Standardize or Develop New Theory 

Test the Theory 

Future Plans 

Identify Potential Causes 

 
 

Quality Improvement Story Board 
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  Identify Potential Solutions 
PLAN 

that feedback was representative of all patients. 
responses are automatically calculated together. This assures 
the language they wanted to complete the survey in and all 
survey so that limited English proficiency patients could choose 
Appropriate language options are also integrated into the 

  complete the survey.
 it only took an average of 2 minutes for patients to

 survey completion rates were 27%, and

The first quarter of utilizing the new process was successful:

services and the patient’s experience.
for our clinic and utilize the comments for improving our 
Because of this project we were able to receive more feedback 

Patient Satisfaction Survey Process 
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