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	Special * 4 Day Discussion: Part 2

	by Natsumi H – 3:23 PM on 1/10/2025

	Last week, we heard that a lot of you wanted patient experience surveys to be short and simple, with space to write in more details if you had a very positive or very negative experience.
Now, imagine that you recently had a medical appointment and afterward you received a survey asking about your experience. The results from the survey will be used to help the provider/practice improve.
Please see below for 3 possible questions that could be included in the survey:

A. How did you feel about your overall experience? (answer choices: good / neutral / bad, with space to explain your answer)

B. How satisfied are you with the care you received? (answer choices: fully satisfied / somewhat satisfied / not at all satisfied, with space to explain your answer)

C. Would you recommend this provider/practice to your friend or family member? (answer choices: Yes / Maybe / No, with space to explain your answer)
 
 
For this activity, please answer the following two questions in your post:
1. Which of these questions (A, B, or C) would do the best job of capturing what’s important to you as a patient, and why?


2. In your opinion, which of these questions (A, B, or C) would be most likely to capture feedback that would help a provider/practice improve, and why?







	
	

	
	by Kate S – 10:04 AM on 1/13/2025
	1 Like

	1. I like question B because it includes the word 'care' and it is focused more on the healthcare aspect of my visit. The other two questions sound very generic and could be applicable to any other industry. 2. Even though question C sounds most relevant to a provider, I don't think it would generate constructive responses to help them improve. Question B is best because it focuses on the care given/received.







	
	 
	

	
	by Kirstin L – 6:20 PM on 1/13/2025
	

	Kate, Thanks for participating! We have a couple of follow-up questions for you. - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about? - How else might you word or reword these questions or answer choices? - Would you want to be asked after every visit? How does this impact whether you’d respond? Thanks! Kirstin




	
	







	
	 
	

	
	by Kate S – 6:27 PM on 1/13/2025
	

	Hi Kirstin, I might like to add a question like "Were your medical needs addressed in this visit?" And as for the answer choices for B, I would prefer Satisfied/Mostly Satisfied/Not Satisfied. Whether I am asked every visit or sporadically, it will not impact whether I will respond. I would most likely respond only when I have time to spare.




	
	







	
	 
	

	
	by Kirstin L – 6:29 PM on 1/13/2025
	

	Thanks Kate! - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - What if it’s to help someone else decide if this provider/practice is right for them? How does that change your response and why?




	
	







	
	 
	

	
	by Kate S – 8:06 AM on 1/14/2025
	

	I would feel very uncomfortable if my responses impacted a provider's performance review. It makes the profession seem more like customer service, akin to hospitality or retail. But if it's to help others decide if the provider is right for them, I could see myself responding more honestly and providing feedback.




	
	







	
	 
	

	
	by Kirstin L – 1:19 PM on 1/15/2025
	

	Thanks Kate, How, if at all, would you like the survey author to let you know the purpose of the survey, or how the data will be used?




	
	







	
	 
	

	
	by Kate S – 1:42 PM on 1/15/2025
	

	I would like to know before I start the survey, either in the email or at the top of the survey before the questions.




	
	







	
	

	
	by Jill B – 10:04 AM on 1/13/2025
	1 Like

	I think "B" actually takes care of both what's important to me as a patient and how it could help a provider/practice improve.  It specifically asks about the care the patient received so I as the patient would be most heard on this platform and the provider/practice could then take that and see if they need to improve based on those answers.







	
	 
	

	
	by Kirstin L – 6:18 PM on 1/13/2025
	

	Jill, Thanks for participating! - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - What if it’s to help someone else decide if this provider/practice is right for them? How does that change your response and why? Thanks! Kirstin




	
	







	
	 
	

	
	by Jill B – 10:29 AM on 1/14/2025
	1 Like

	For me it wouldn't make me uncomfortable but I could see if people spoke about a bad experience they could fear retaliation when back in the office if they see the same team. Like I said I wouldn't mind it because I fortunately have not had horrible experiences, it could change my opinion if I did. I rave about my medical team I've seen thus far and I think if it could help someone switch to them I'd talk about them even more.




	
	







	
	

	
	by Anonymous – 10:10 AM on 1/13/2025
	1 Like

	I think A does the best job at capturing what’s important to you as a patient. It leaves it open enough for someone to be able to report anything they want. I think C helps a provider the most. It can give clear insight around patient retention and growth.







	
	 
	

	
	by Anonymous – 4:29 PM on 1/13/2025
	

	Hi Des, Thank you for sharing! Could you share with us a bit more on how Question A captures what's important to you as a patient, and why?




	
	







	
	 
	

	
	by Anonymous – 7:40 PM on 1/13/2025
	

	I think it allows more variety to the answers that will be provided. It allows you to address many different areas. You could address wait times, doctor attention, customer service, medical advice, etc.




	
	







	
	 
	

	
	by Anonymous – 10:31 AM on 1/15/2025
	

	I agree.  I like being able to comment on all aspects of the experience.




	
	







	
	 
	

	
	by Anonymous – 1:15 PM on 1/15/2025
	

	Thank you! Another follow-up: - How likely are you to explain your answer to question A in the open text area provided? - How do you feel about having artificial intelligence read your open-text responses? - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? Thanks! Kirstin




	
	







	
	 
	

	
	by Anonymous – 8:32 PM on 1/16/2025
	

	I would explain my answer, depending on how I feel. If I’m super happy about the service, I’ll go into details same if something went super wrong. I don’t like it. I rather a human read it or just don’t ask for feedback. Email or text




	
	







	
	

	
	by Andrew B – 10:10 AM on 1/13/2025
	1 Like

	A. How did you feel about your overall experience? (answer choices: good / neutral / bad, with space to explain your answer) I felt good about my last visit.  I had an appointment with my PCP for my annual physical and it went well.  He answered all my questions and I walked away feeling stratified. B. How satisfied are you with the care you received? (answer choices: fully satisfied / somewhat satisfied / not at all satisfied, with space to explain your answer) Fully satisfied.  I walked away feeling like my PCP has helped me feel confident in the current state my personal health. C. Would you recommend this provider/practice to your friend or family member? (answer choices: Yes / Maybe / No, with space to explain your an Yes I would recommend my provider as they provide top care service. I would B would capture that would help a provider/practice improve because it allows the respondent the opportunity to provide thoughtful feedback on how satisfied they are with their level of care.







	
	 
	

	
	by Kirstin L – 6:16 PM on 1/13/2025
	

	Andrew, Thank you for participating! We have a couple of follow-up questions for you. I notice that you included a comment about how the interaction made you feel in your answer to question B. The interaction left you feeling confident. - Can you imagine how you might respond to that question if the healthcare provider had shared a concern about your health, or given you a disease diagnosis in the interaction? (fully satisfied / somewhat satisfied / not at all satisfied, please explain your answer) - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about? Thanks! Kirstin




	
	







	
	 
	

	
	by Andrew B – 9:36 AM on 1/14/2025
	1 Like

	That's an interesting one.  I would definitely have to take some time to reflect because if it is a concerning disease diagnosis, I would base my rating on how my provider presented the issue and the plan they would lay out for me. I would really be looking to see how they thought about my mental state in receiving the news. As for other questions.  I think it would be a good to add one about the consistency of the care from my provider.  "How satisfied are you with the overall consistent providing of care from your provider?"




	
	







	
	 
	

	
	by Kirstin L – 1:13 PM on 1/15/2025
	

	Thank you for your reply, Andrew! - Would you want to be asked after every visit? How does this impact whether you’d respond? - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? - How would verifying your identity before or within the survey impact your likelihood to complete the survey and offer an honest evaluation? Thanks! Kirstin




	
	







	
	

	
	by Anonymous J – 10:30 AM on 1/13/2025
	1 Like

	B acknowledges customer satisfaction about care received, which seems the most relevant data point. B would probably also be most useful to medical providers as it is the most important feature of the doctor-patient encounter.







	
	 
	

	
	by Kirstin L – 6:10 PM on 1/13/2025
	

	Thanks for participating! We have a few follow-up questions for you. - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - What if it’s to help someone else decide if this provider/practice is right for them? How does that change your response and why? Thanks! Kirstin




	
	







	
	 
	

	
	by Anonymous J – 8:26 PM on 1/13/2025
	1 Like

	I wouldn't feel comfortable if a performance review were based solely on customer satisfaction reviews (though they should play a part in the review process). There's too much room for bias and misinformation from laypeople. Customer reviews for medical providers are quite common, I think for the reason that patients want to know how other patients perceive the provider and the effectiveness of their care.




	
	







	
	 
	

	
	by Kirstin L – 1:08 PM on 1/15/2025
	

	Thanks for your reply! A couple more questions for you: - Would you want to be asked after every visit? How does this impact whether you’d respond? - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? - How would verifying your identity before or within the survey impact your likelihood to complete the survey and offer an honest evaluation? Thanks! Kirstin




	
	







	
	 
	

	
	by Anonymous J – 9:49 PM on 1/15/2025
	

	I wouldn't want to be asked after every visit. The more frequently I am asked to review, the less likely I am to do so. By email, so they can go to spam if necessary. I'd prefer surveys to be anonymous, just as my nick here.




	
	







	
	

	
	by Michael Z – 10:47 AM on 1/13/2025
	1 Like

	I would choose A, because it's the most open-ended.  It would allow me to comment on all aspects of the experience rather than just the care itself.







	
	 
	

	
	by Natsumi H – 4:30 PM on 1/13/2025
	

	Hi Michael, Thank you for sharing! Could you share more about how Question A can help capture insights that would be valuable for providers in improving the patient experience?




	
	







	
	 
	

	
	by Michael Z – 9:00 AM on 1/14/2025
	1 Like

	Options B and C seem to narrow the question a bit to focus on the specific doctor or care provider.  Option A would allow me to comment on other factors like how long it took to get an appointment, courtesy of support staff, efforts to protect privacy, or anything else that went right or wrong during the appointment.




	
	







	
	

	
	by Nicole P – 10:48 AM on 1/13/2025
	1 Like

	I think question B is the most standard and easiest to respond to. I think this question could capture positive and negative feedback which can in turn guide the provider on to the right direction.







	
	 
	

	
	by Natsumi H – 3:33 PM on 1/13/2025
	

	Hi Nicole, Thank you for sharing! Could you share more about why you feel Question B captures both positive and negative feedback, and how this can help providers improve their experience?




	
	







	
	 
	

	
	by Nicole P – 4:00 PM on 1/13/2025
	1 Like

	Because it gives both options of the spectrum so you’re either satisfied or you’re not. If it’s positive/fully satisfied then it lets you know that you are doing something right and should stick to what you’re practicing and if it’s not satisfied then trace back and analyze your attitude and interactions for the day. A lot of surveys ask follow up questions so that would give the patient the space to extend on their thoughts.




	
	







	
	

	
	by Gisella S – 11:20 AM on 1/13/2025
	1 Like

	1. B. How satisfied are you with the care you received? (answer choices: fully satisfied / somewhat satisfied / not at all satisfied, with space to explain your answer) 2. B. B. How satisfied are you with the care you received? (answer choices: fully satisfied / somewhat satisfied / not at all satisfied, with space to explain your answer)







	
	 
	

	
	by Natsumi H – 3:12 PM on 1/13/2025
	

	Hi Gisella, Thank you for sharing! Could you share the reasons why Question B is the best option for capturing what’s important to you as a patient, and how it could be helpful to the provider in improving?




	
	







	
	

	
	by Neville D – 11:25 AM on 1/13/2025
	1 Like

	1. Question B is the most important question to me as a patient. This is because the question is most to the point. 2. Question C would be most likely to capture feedback, because it lets the user give an overall grade.







	
	 
	

	
	by Natsumi H – 3:09 PM on 1/13/2025
	

	Hi Neville, Thank you for sharing! Could you share with us a bit more on why Question B is the better option and why? Additionally, why is it important for you to have your providers be aware of the care that they provide?




	
	







	
	 
	

	
	by Neville D – 10:12 PM on 1/15/2025
	

	Hi. Because good, bad and neutral are only value judgements. However, if asked how satisfied I feel about the care that I received - I feel that I'm actually being listened to.




	
	







	
	

	
	by B.J. H – 11:32 AM on 1/13/2025
	1 Like

	1. I think A is closer. The experience is what I will remember: did people answer my questions, was I treated politely, did I have to wait unreasonably long without an explanation. B talks about "care" which I think of as the basic medical treatment -- getting facts, taking measurements, testing blood pressure, giving vaccinations, writing prescriptions. The care better be reasonable, but usually is straightforward and correct. When the care isn't done correctly that will be reflected I see C as a shadow of A and expect C would get few details in the explanation than a response to A. 2. What would help a provider probably depends on the state of the provider. If the office has excess capacity they probably want to focus on C (and encouraging recommendations). But retention is also important and A would probably provide more useful information for that (and, as I mentioned above, probably more details).







	
	 
	

	
	by Natsumi H – 3:08 PM on 1/13/2025
	

	Hi B! Thank you for sharing! Could you share more about why Option A might help you provide the provider with valuable insights, and how would you prefer to respond to that question?




	
	







	
	 
	

	
	by B.J. H – 5:13 PM on 1/13/2025
	2 Likes

	Here are some of the things that would give me a bad overall experience but aren't covered (in my view) by B "the care you received": * No space in the parking lot. * The stairs into the building haven't been shoveled. * The receptionist talked to a friend on the phone for five minutes before checking me in. * I was charged $350 for the co-pay instead of $35. Giving me a vaccination is good care, but telling me about side-effects and when I need to get the vaccine again is a good overall experience. Telling me there will be a 10 minute wait for the vaccine is a good overall experience, not telling me about the wait is a bad experience, but the care I receive is the same in both cases. Different people will draw the line in different places. Is taking several jabs to put the needle in bad care or a bad experience? (I would call that bad care.) But asking about the experience, especially "your overall experience" as presented, will encourage a wider range of comments.




	
	







	
	 
	

	
	by Kirstin L – 1:06 PM on 1/15/2025
	

	Thanks for your thoughtful participation, B. J. H.! - How likely would you be to include details about parking, facilities maintenance, and billing in the open text response to question B? - How do you feel about having artificial intelligence read your open-text responses? - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? Thanks! Kirstin




	
	







	
	 
	

	
	by B.J. H – 6:09 PM on 1/15/2025
	

	I would be unlikely to include experiences with parking, facilities maintenance, or billing in response to B as I don't view them as part of the care. If the survey was very soon after the event, or the experience was very bad, I would be more likely to mention it, but in general they seem outside of my view of what "care" it. But some minor wording change might make it more likely. As someone who studied with AI researchers in graduate school and has been closely following AI development I think it would be a terrible idea to have AI summarizing the responses. Sometimes AI comes up with great summaries, and other times AI summaries contain totally false information. It would be great for these issues to affect the performance reviews, but my concern is that providers not get surprised. They should be given warning well in advance about what information is used in the reviews.




	
	







	
	

	
	by Allison C – 12:02 PM on 1/13/2025
	1 Like

	1. I prefer choice C because I think word of mouth is a good recommendation. 2. If a practice knows that you would or would not recommend it denotes whether or not you are satisfied.







	
	 
	

	
	by Natsumi H – 1:41 PM on 1/13/2025
	

	Hi Allison, Could you share more about why providing word-of-mouth feedback might be the most ideal question to ask? How could this help the provider improve their overall experience?




	
	







	
	 
	

	
	by Allison C – 1:49 PM on 1/13/2025
	1 Like

	Recommendations are important and I believe that if you feel comfortable and confident to be a referral source that goes a long way.




	
	







	
	 
	

	
	by Natsumi H – 1:52 PM on 1/13/2025
	

	Hi Allison, Thank you for sharing! What criteria do you consider when deciding whether to recommend the provider to others?




	
	







	
	 
	

	
	by Allison C – 2:19 PM on 1/13/2025
	1 Like

	I consider the following: -how quickly I can get an appointment (same day, weeks, months) -how long I am in in the waiting area until my appointment begins (does the doctor come out soon after my scheduled time or am I waiting 20 minutes) -front desk staff (how polite they are, some staff can be short on the phone and seem harried, do they reliably pass along messages as needed or call back) -beside manner of provider (are they pleasant, do I feel rushed, do they take my concerns seriously or are they dismissive)




	
	







	
	

	
	by Isabelle W – 12:03 PM on 1/13/2025
	1 Like

	1. Question B - the most important part of a doctor's visit is the care I receive, and this question directly addresses that. It is also sufficiently open-ended, so I can address any part of the visit. 2. Question B - it addresses the gaps if someone is unwilling to recommend the provider/practice. By asking why someone wouldn't make the recommendation, it allows you to target the gaps and issues that stick out, perfect opportunities for improvement.







	
	 
	

	
	by Kirstin L – 6:04 PM on 1/13/2025
	

	Isabelle, Thank you for participating! We have a few follow-up questions for you. - Can you please say a little more about the importance of "the care" you receive? What aspects of a healthcare interactions are you including in "care" that might not be addressed by the other questions (A or C)? - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about? Thanks! Kirstin




	
	







	
	 
	

	
	by Isabelle W – 12:18 PM on 1/15/2025
	

	Hi Kristin, For me, care is all encompassing so it captures the overall experience of an appointment. I believe the care covers personal interactions with staff, the quality of spaces like the waiting room as the cleanliness impacts my perception of the care I receive, and experiences before and after the appointment like billing, check-in, and setting up the appointment. For me, care is more reflective of these aspects than the other questions. From my experience, I think the list of questions are appropriate - no additional/replacement question comes to mind. Isabelle




	
	







	
	 
	

	
	by Kirstin L – 1:02 PM on 1/15/2025
	1 Like

	Thank you, Isabelle! - Would you want to be asked after every visit? How does this impact whether you’d respond? - How would verifying your identity before or within the survey impact your likelihood to complete the survey and offer an honest evaluation? Thanks! Kirstin




	
	







	
	 
	

	
	by Isabelle W – 10:57 AM on 1/16/2025
	

	I am happy to be asked this every visit as I do not visit each of my doctors many times in a year, so it would not be repetitive. Since some people do visit doctors frequently, I would recommend asking a maximum of 4 times a year. Verifying my identity would ensure my data is kept confidential, but without a clear message about anonymity, it might be interpreted as tracking people and comments, which would reduce my willingness to be honest.




	
	







	
	

	
	by Ally S – 12:08 PM on 1/13/2025
	1 Like

	1) Most important is B, in my opinion --- it's all about the care you receive. 2) I think B would help the provider/practice improve. If you don't know whether the care you receive is good or bad, how do you know what to change going forward?







	
	 
	

	
	by Natsumi H – 1:35 PM on 1/13/2025
	

	Hi Ally, Thank you for sharing! Could you share a bit more about why Option B might be the best choice for capturing your feedback in a way that can most effectively help the provider and practice improve? And why is it important for you to have your providers be aware of the care that they provide?




	
	







	
	

	
	by Tabitha B – 12:40 PM on 1/13/2025
	1 Like

	They are all good and should be all used. Maybe B more. Because it's asking about the care received would give more feedback.







	
	 
	

	
	by Natsumi H – 1:23 PM on 1/13/2025
	

	Hi Tabitha, Thank you for sharing! Could you share a bit more about why Option B might be the best choice for capturing your feedback in a way that can most effectively help the provider and practice improve?




	
	







	
	

	
	by Katharine Y – 12:50 PM on 1/13/2025
	

	A to both because the overall experience is important to me. I feel as though everyone from the front desk staff to the doctor/PA can impact how I feel about the appointment that day. I have not received a survey that included anyone but the doctor, so that would be something different.







	
	 
	

	
	by Kirstin L – 1:49 PM on 1/13/2025
	

	Katharine, Thanks for participating! We have a couple of follow-up questions for you. - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - What if it’s to help someone else decide if this provider/practice is right for them? How does that change your response and why? - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about? Thanks! Kirstin




	
	







	
	 
	

	
	by Katharine Y – 1:07 PM on 1/15/2025
	

	I think that I would feel comfortable  with them having performance review based on these type of questions. As long as you can specify who you are reviewing, such as front desk, nurse, physician and not just lump them all into one. I have been asked by providers to leave Google reviews and have felt comfortable doing so, as I feel it can help others find out more information on a provider when researching. I would ask for both positives and negatives that you encounter during your visit.




	
	







	
	

	
	by Michael F – 1:04 PM on 1/13/2025
	

	1) I'd choose question C. I think it would could capture a more accurate picture of the patient experience. For myself, some issues could roll off my back and I may not be bothered them. But thinking of a loved one's care; I would judge it more stringently. 2) I think any question could help with improvement. Though, this would entirely dependent on the quality and granularity of the feedback. Single word answer options, good or bad, can't essentially capture any meaningful criticism. A provider would need to the know: the how, the where, the why and then when also.







	
	 
	

	
	by Kirstin L – 1:47 PM on 1/13/2025
	

	Michael, Thanks for participating! We have a few follow-up questions for you. - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about? - How else might you word or reword these questions or answer choices? - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? Thanks! Kirstin




	
	







	
	 
	

	
	by Michael F – 9:20 AM on 1/14/2025
	

	Hi Kirstin, 1) The questions offered are about as general as you can get. I'm afraid I can't think of any other questions to ask, especially since the goal is to provide an easier survey experience. 2) I think one would have to be careful with the wording of the questions; because you would not want to steer answers in any particular way. For example, asking "Did anything go wrong with your appointment today?" or some such would beg for a negative answer. The only thing I would consider, and this would be just to increase responses, would to be personalize the survey experience. Add the care team's name to the questions; "Did Dr. Smith provide you with exemplary care?" Or perhaps staff pictures? "Did Mary, your administrative assistant [Mary's picture] greet you today?" Any small personalization added could provide more survey responses and more in-depth and engaging answers to the questions asked. 3) I'd be comfortable with it, if the answers were aggregated. Perhaps outlying opinions, positive or negative, in relation to aggregated metrics could lead to insights that no one has considered previously. But then again, this also could just mirror the patient's particular attitude and not the care or experience itself. Kind regards, Mike




	
	







	
	 
	

	
	by Kirstin L – 1:00 PM on 1/15/2025
	

	Thanks for the thoughtful reply, Mike! A couple more follow-up questions for you. - How would verifying your identity before or within the survey impact your likelihood to complete the survey and offer an honest evaluation? - Would you want to be asked after every visit? How does this impact whether you’d respond? - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? Best, Kirstin




	
	







	
	 
	

	
	by Michael F – 10:03 AM on 1/16/2025
	

	Kirstin, 1) It's been my experience that any survey leads you to a patient portal (e.g. healthcare site) where the survey takes place or the survey is off-loaded to something like Survey Monkey. If the verification was different from a patient portal; I would hesitate due to security concerns. Though, I would investigate the situation and answer if I could corroboration from the practice. 2) At the present, I receive surveys every time I have an healthcare interaction. I usually answer them unless I am busy or not having a good day. Sometimes I return to them later and answer, other times not. 3) Email or text would be appropriate. Honestly, a mail-in survey would just get tossed immediately like junk mail. A telephone survey only would marginally have a better chance of reply than mail. Regards, Mike




	
	







	
	

	
	by Randy H – 2:29 PM on 1/13/2025
	1 Like

	1.  Option C - I feel like this captures A&B.  - If you didn't like your experience or weren't satisfied you wouldn't suggest them to your family member. 2. Again, Option C - it gives the doctor feed back in a way that is humanistic without being negative or attacking.







	
	 
	

	
	by Kirstin L – 5:58 PM on 1/13/2025
	

	Randy, Thanks for participating! I have a few follow-up questions for you. - Can you tell us a little more about what makes question C feel more humanistic without being negative or attacking? - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - How else might you word or reword these questions or answer choices? Thanks! Kirstin




	
	







	
	 
	

	
	by Randy H – 5:23 PM on 1/14/2025
	1 Like

	As a therapist, I think recommending me to a friend or loved one is a badge of honor.  (Ethically I obviously couldn't take that client on).  But knowing that I am doing a well enough job that a client would share that with experience with others is rewarding.




	
	







	
	 
	

	
	by Kirstin L – 12:54 PM on 1/15/2025
	

	Thanks Randy! - Would you want to be asked after every visit? How does this impact whether you’d respond? - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? - How would verifying your identity before or within the survey impact your likelihood to complete the survey and offer an honest evaluation? Thanks! Kirstin




	
	







	
	 
	

	
	by Randy H – 5:27 PM on 1/15/2025
	

	Email or traditional mail.  I would view texts as a potential spam. I would say at random, every time is excessive and would reduce the amount response in my opinion.




	
	







	
	

	
	by sho s – 2:33 PM on 1/13/2025
	1 Like

	1. I like option A: It's all encompassing from administration to the actual care received. 2. I think Option C: it's very specific to help these entities







	
	 
	

	
	by Kirstin L – 5:55 PM on 1/13/2025
	

	Sho, Thanks for participating! - How do you feel about having artificial intelligence read your open-text responses? - Would you want to be asked after every visit? How does this impact whether you’d respond? Thanks, Kirstin




	
	







	
	 
	

	
	by sho s – 8:52 PM on 1/13/2025
	1 Like

	I would be ok if AI reads my response, as long a real person can always access the specifics of what I wrote. I would like to be asked after each visit, because each visit is unique.




	
	







	
	 
	

	
	by Kirstin L – 12:51 PM on 1/15/2025
	

	Thanks, Sho! - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - What if it’s to help someone else decide if this provider/practice is right for them? How does that change your response and why? Thanks! Kirstin




	
	







	
	 
	

	
	by sho s – 5:33 PM on 1/15/2025
	

	I prefer email since it's the easiest and convenient option for me I would like providers to hear real patient feedback as part of their reviews; it will help them make themselves better I like customer testimonials and reviews too; this helps if I want to visit a provider or facility




	
	







	
	

	
	by Eric M – 3:19 PM on 1/13/2025
	1 Like

	Of the questions above, I like Option B the best and probably would be the one most likely to get me to respond to the survey. For the 2nd question I do feel that if you are trying to get the provider to take actions that question A might get more actionable answers that could help the provider improve on some aspect of services they are providing.







	
	 
	

	
	by Natsumi H – 4:36 PM on 1/13/2025
	

	Hi Eric, Thank you for sharing! Could you share with us a bit more on why Question B would motivate you to respond to the survey, and why?




	
	







	
	 
	

	
	by Eric M – 3:27 PM on 1/15/2025
	

	I like option B because it forces you to select one of 3 options that gives the recipient a clear indicator of your level of satisfaction and space for you to add comments or opinions. Option B gets to the question of do I think the service provided met my needs/expectations. It's not a "feel" question like option A, which although asking me how I feel about the experience, it doesn't get to the question of did I think it was worthwhile to go and get the service done.  Option C just talks about would I refer a friend/family member. If I am going to an appointment for some specialty, the likelihood that a family member would also have to go to that is doubtful. I am unlikely to refer a friend to my stitches removal appointment for example. Ultimately, how satisfied I feel about my appointment will determine how likely I am to continue services or go back to that doctor for additional appointments.




	
	







	
	

	
	by Si Ping Y – 3:58 PM on 1/13/2025
	1 Like

	1. B on the margin is better for me as it measures satisfaction vs. my expectations. A also works. C is a bit too vague for me as it's not specific to the visit experience itself. 2. I think B is best as you want patients to be fully and somewhat satisfied to retain customers for the long term.







	
	 
	

	
	by Natsumi H – 4:35 PM on 1/13/2025
	

	Hi Si Ping, Thank you for sharing! Could you share more about why Question B does the best job of capturing what’s important to you as a patient? Additionally, could you tell us more about what your satisfaction/expectation metrics look like as a patient?




	
	







	
	 
	

	
	by Si Ping Y – 3:40 PM on 1/15/2025
	

	For B, when I read the question, I would only be completely satisfied if it meets my expectations. I know expectations might differ patient to patient, but I think that question captures that aspect best.




	
	







	
	

	
	by Jeffrey Z – 4:25 PM on 1/13/2025
	2 Likes

	I think question C) would elicit the most relevant responses.  This targets the conversation around the provider and practice itself which probably would lead people to honestly evaluate their experience as it relates to that specific encounter.







	
	 
	

	
	by Kirstin L – 5:53 PM on 1/13/2025
	

	Jeffrey, Thanks for participating! I have a couple of follow-up questions for you. - Would you want to be asked after every visit? How does this impact whether you’d respond? - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about? Thanks! Kirstin




	
	







	
	 
	

	
	by Jeffrey Z – 10:39 AM on 1/15/2025
	

	Every visit could get excessive.  Sometimes the "visit" is just to do bloodwork or a telehealth call to discuss results. Another question that might be asked could be "Do you feel that you received the care you were expecting from your provider?". Everyone has a different idea as to what this means to them.




	
	







	
	 
	

	
	by Kirstin L – 12:50 PM on 1/15/2025
	

	Thanks Jeffrey! It sounds like some visits are survey-worthy, and some are not. Can you tell me a little more about what types of visits you most want the opportunity to evaluate? Also, how do you prefer to receive patient experience questions like these (mail, email, text, or other means)? Thanks! Kirstin




	
	







	
	 
	

	
	by Jeffrey Z – 9:57 AM on 1/16/2025
	

	Any visit where you see your provider (such as for illness, to discuss results of a physical or things of that nature) would be worthy of an evaluation. I prefer to receive these invitations via email.  It helps with organization.




	
	







	
	

	
	by Jesse B – 10:04 PM on 1/13/2025
	2 Likes

	I think B is the best question for both. It does the best job of targeting my feedback in a constructive way. Question A is a bit too open ended. It could yield very valuable information, but that also makes it harder for me to answer in a way that includes the most important info from me and signal for my provider. I have to do more work to remember what I care about. There may also be things outside the provider's control, or that aren't that important to me, that influence how I felt about my overall experience (maybe I needed an unpleasant treatment, got some news I didn't like, had an administrative problem or issue with the facility). I always dislike the question about whether I'd refer something. I may not know anybody who would need to be referred, and choosing a doctor can be a very personal choice for some things, so I may not feel like I'd refer someone even if the experience was good. Question B is just right because, ultimately, feeling like I got good care is the most important thing for me. Asking if I was satisfied gets at that best.







	
	 
	

	
	by Natsumi H – 11:14 AM on 1/14/2025
	

	Hi Jesse, Thank you for sharing! Could you share a bit more on why Question B is the best question for both the patient and the provider? Please provide us with some examples! Thank you!




	
	







	
	 
	

	
	by Jesse B – 10:21 PM on 1/14/2025
	1 Like

	I mostly feel like it is the best because the other ones are worse, for the reasons I've described. My satisfaction with my care is a straightforward question that provides an actionable signal to the provider. Question B is a more specific version of Question A; it hones my answer in on the care I received, as opposed to other aspects of my experience. I have to think about fewer things to provide my answer, saving me time and effort, and it guarantees for the doctor that I'll give feedback on a specific aspect of my experience.




	
	







	
	 
	

	
	by Kirstin L – 12:47 PM on 1/15/2025
	

	Jesse, Thanks for the thoughtful response! A couple more follow-ups: - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - What if it’s to help someone else decide if this provider/practice is right for them? How does that change your response and why? - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about? Thanks, Kirstin




	
	







	
	 
	

	
	by Jesse B – 10:34 PM on 1/15/2025
	

	I think question B could be used as part of a performance review. It's focused closely enough on something the provider can directly control - patient satisfaction with the care they provided. Any questions factored into someone's performance review should directly tie to things within their control. While critical answers would be important feedback, they would have to be taken with a grain of salt, so that particularly disgruntled patients wouldn't be able to post nasty reviews in order to harm providers they were angry at. I think question C would be better if the goal was to help other patients pick a provider, but I would probably rephrase it as: "Who would you recommend this provider/practice to?" Someone who had a bad experience could say, "Nobody." People with mixed experiences might say something like, "This provider seemed knowledgeable, but wouldn't be a good fit for someone expecting good bedside manner." Or I might ask specific questions around how well they explained things, whether they seemed rushed, how comfortable I felt with them. Those extra questions are ones I think would be worth adding to the list. Particularly, "Did the provider explain things in a way you understood?" and "Did the provider take the time to listen to your concerns?" Those are key indicators of how well the visit went, in my mind. If I understood things well and felt listened to, I am being given partnership in my own care, so I feel more trusting of the doctor. Those also make me feel like the doctor cared about me as a human, by taking the time to listen and explain things well.




	
	







	
	

	
	by Ken K – 10:11 PM on 1/13/2025
	1 Like

	1. Either Question 2 or 3. Question 2 provides an opportunity to explain what I liked or didn’t like (I.e. that which provided satisfaction). Question 1 is too vague and open ended. Question 3 might not capture what’s important personally. 2. Question 3 I feel is the best because it gives a tangible activity (recommend something), whereas the others were generic/vague and don’t elicit much thought or emotion.







	
	 
	

	
	by Kirstin L – 11:07 PM on 1/14/2025
	

	Ken, Thanks for participating! - Can you explain more about what's important to you personally that question 3 (C) might not capture? - Also, give us a little more insight into why question 1 (A) is too vague and open ended. - Would you want to be asked after every visit? How does this impact whether you’d respond? Thanks! Kirstin




	
	







	
	 
	

	
	by Ken K – 4:31 PM on 1/15/2025
	

	Sure! For question C I could provide some example situations. I was thinking along the lines that I might not know what my friend or family member would consider important, or how they might feel about an experience. They might feel differently about something than I would. My friend might perceive an experience differently from how I would, and there might be a disconnect between how I felt and whether I would recommend a provider for a particular friend. I might have had a great experience (checked all the boxes for me, personally) but maybe I wouldn't recommend this particular provider for my friend because of XYZ (it wouldn't check all my friends boxes). I thought question A was too vague because whenever someone asks me how I felt about something, or they ask "How are you?", I usually just say "fine" or "good, how about you?" just to get through the question (a formality when greeting someone) and get on with the rest of my day. The question doesn't ask about any particular experience that makes me pause and think for a moment. I'd be open to being asked about my experience after every visit. Maybe an email asking if I'd like to participate. But I wouldn't want to be constantly emailed, especially if I'm busy and I already got a reminder email after the initial email. If I am too busy or if an email provides a short timeframe to answer, I might just ignore it.




	
	







	
	

	
	by Jennifer L – 10:38 PM on 1/13/2025
	1 Like

	1. C because whether I recommend the practice or provider is due to my answers for questions A or B. I think the comment box can be helpful because there can be distinctions between the nurses, the doctor and even the other staff members . I may not rate them all the same. 2. Question B would most likely help a provider improve. However , question A would help a practice improve. If I had issues at check in, I would mark a negative experience in question A, but in the same visit if the NP or doctor was superb, I would feel that my care was in good hands .







	
	 
	

	
	by Kirstin L – 11:00 PM on 1/14/2025
	1 Like

	Jennifer, Thanks for participating! We have a couple follow-up questions for you. - Can you please tell us a little more about the differences you see between "care" and "overall experience"? - How do you feel about having artificial intelligence read your open-text responses? - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? Thanks! Kirstin




	
	







	
	 
	

	
	by Jennifer L – 7:51 AM on 1/15/2025
	

	Hi Kirstin- - When I think of care, I’m thinking of patient care. The nurses asking questions, checking stats, the conversation with the doctor, the labs. When I think of overall experience, I think about the office staff. Was check in easy, was the office comfortable, did they validate my parking, was the pharmacy running smoothly, did I have any issues with billing, and what were the wait times. - I have no issues with AI reading my answers. I’m a firm believer that staff should be saved for the more complicated conversations that require a certain level of emotional IQ like delivering bad news or walking a patient through a prior authorization process when they are already stressed about a sickness either for them or their loved ones - I prefer to receive them on the phone app if possible. It is where I go to check test results anyways.




	
	







	
	 
	

	
	by Kirstin L – 12:45 PM on 1/15/2025
	1 Like

	Thank you for your thoughtful reply Jennifer! A couple other follow-ups: - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - What if it’s to help someone else decide if this provider/practice is right for them? How does that change your response and why? - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about?




	
	







	
	 
	

	
	by Jennifer L – 1:46 PM on 1/15/2025
	

	Hi Kirstin- - I believe it should be a portion of their performance but not the majority. Doctors with great bedside manner should be applauded but it shouldn’t factor out great talent. I’d rather have a doctor with substance that I can depend over one that is very friendly and accommodating but never actually tells me what’s wrong.  Not every personality type will gel so if there are issues either “fit”, I suggest practices implement a change in doctor or some sort of rotation so that patients can find the best fit. - I think personal referral is better than scores on a review. If I saw comments being shared on the “pick a provider” page from these surveys, both good and bad, I would trust these more than scores. - they could ask if they wanted to explore a rotation to another PCP to see if it was a better fit. Not because of any issues with the doctor but more because the option is there. I would also ask the same question of the Np because sometimes I like the NP more than the doctor.




	
	







	
	

	
	by m a – 8:11 AM on 1/14/2025
	2 Likes

	1. B because the receiving the best care possible is what is most important 2. C because if patients answer no or maybe that provides data that there is room to improve







	
	 
	

	
	by Natsumi H – 10:37 AM on 1/14/2025
	

	Hi M., Thank you for sharing! Could you tell us a bit more about why you believe Question B is the best option for capturing what’s important to you as a patient? Additionally, could you explain why you think Question C is the best option for helping providers improve their practice?




	
	







	
	 
	

	
	by m a – 4:15 PM on 1/14/2025
	1 Like

	1. as a patient I want whomever I am seeing to provide me with the best care possible and if I am fully satisfied then I believe that is the case, any other response means that I felt the care provided to me fell short in some way, that my needs were not fully met. 2. same principle as above with regard to those I care about, I would never refer them to a provider/practice I wasn't fully satisfied with.




	
	







	
	 
	

	
	by Kirstin L – 12:42 PM on 1/15/2025
	

	Thank you! A couple other follow-ups for you: - Would you want to be asked after every visit? How does this impact whether you’d respond? - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about? Thanks! Kirstin




	
	







	
	 
	

	
	by m a – 1:09 PM on 1/15/2025
	

	1. sure, and if it was sent so it could be done online that would be even better. also, I suspect some may be reluctant to complete these surveys if they think the provider will know their answers, so some assurance that their identity wont be revealed to the provider might help motivate survey completion. 2  these are good questions and keeping the space to provide specific details will aid in collecting useful feedback.




	
	







	
	 
	

	
	by John D – 1:03 PM on 1/14/2025
	

	investing observation on C I think the referral is distinct from the care I received but enjoyed your point




	
	







	
	

	
	by Alida H – 9:44 AM on 1/14/2025
	1 Like

	I think overall experience would capture what's most important to me as a patient, but it would also be important to have an optional comment section to expand upon what drove this rating. I don't think these questions along would help a provider/practice improve without specifics. With that said, a three question survey with open text would be a huge improvement over a length survey asking me to rate the provider/practice on many measures.







	
	 
	

	
	by Natsumi H – 10:14 AM on 1/14/2025
	

	Hi Alida, Thank you for sharing! Could you share with us a bit more on which question does the best job in capturing what's important to you as a patient and why?




	
	







	
	 
	

	
	by Alida H – 11:59 AM on 1/15/2025
	

	Yes, again, it would be the Overall Experience rating.




	
	







	
	 
	

	
	by Kirstin L – 12:40 PM on 1/15/2025
	

	Alida, Thank you for participating! I see that you prefer fewer questions with open text over a lengthy survey with many rating questions. - How do you feel about having artificial intelligence read your open-text responses? - Also, how comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - What if it’s to help someone else decide if this provider/practice is right for them? How does that change your response and why? Thanks! Kirstin




	
	







	
	

	
	by Marguerite F – 10:16 AM on 1/14/2025
	1 Like

	1)  For me, Option B is the one that would capture my feedback as a patient.  It is more patient-centered, and I am able to provide specifics as to why or why not I received satisfactory care. 2)  Similar to the reasoning above, Option B would--at least I would hope--provide a provider for healthcare facility know what exactly is going right and/or what areas need to be improved upon. In fact, I had a visit with my healthcare provider late last week, and I am anticipating receiving a survey asking for feedback.  So, this was a timely activity with which to participate.  Look forward to answering any follow-up questions that you may have.  :-)







	
	 
	

	
	by Natsumi H – 10:46 AM on 1/14/2025
	

	Hi Marguerite, Thank you for sharing! Could you tell us a bit more about why Option B is the best question for capturing patients' needs? What specific insights do you think this question would provide? Additionally, how do you think this will help the providers as well?




	
	







	
	 
	

	
	by Marguerite F – 1:55 PM on 1/15/2025
	

	I feel that Option B is a more specific question relative to the people with whom I might interact during my visit.  That could include the receptionist who checked me in, the nurse or medical assistant who took my vital signs and then the physician with whom I met.  Additionally, it could even extend to other healthcare professionals such as lab or radiology personnel if I needed to have any tests done. And then in the comments section, I could add in some specific feedback (positive or negative) as to how each interaction went.  And then based upon those specifics, the provider could either praise the employee for their good work or try some process improvements should there be some negative feedback. In my view, Option B allows me to go beyond the overall visit and hones in on the various healthcare personnel that are involved in my visit. Hope this helps, but feel free to circle back should you need more info.   :-)




	
	







	
	

	
	by Michael W – 11:27 AM on 1/14/2025
	

	I like B and C. A is pretty much the same as B but I would prefer B. B and C is broad enough where it allows me to give a thoughtful answer. 







	
	 
	

	
	by Kirstin L – 12:38 PM on 1/15/2025
	

	Michael, Thank you for participating! I have a couple follow-up questions for you. - How do you feel about having artificial intelligence read your open-text responses? - Would you want to be asked after every visit? How does this impact whether you’d respond? Thanks! Kirstin




	
	







	
	 
	

	
	by Michael W – 2:03 PM on 1/16/2025
	

	I don’t mind AI auto opening my message. Having an asssitant is always helpful. I def. Wouldn’t want a survey after each visit. We already have high enough healthcare cost to worry about haha 




	
	







	
	

	
	by Tony V – 11:38 AM on 1/14/2025
	

	1 - B 2 - B







	
	 
	

	
	by Natsumi H – 1:05 PM on 1/14/2025
	

	Hi Tony, Thank you for sharing! Could you tell us a bit more about why you feel Question B is a better option for capturing what's important to the patient, as well as providing providers with insights to help improve their patient experience?




	
	







	
	

	
	by John D – 12:58 PM on 1/14/2025
	

	1-A- As a matter of fact I had an appointment earlier today for pain management . The staff was helpful, informative and during the procedure proactively monitored me. I won't know if the effort will mitigate pain in a significant way for a couple of days but it was a great appointment. I don't expect guaranteed outcomes I want to feel like a have an expert partner who will help me address issues one potential solution at a time 2-A . the B question treats the instance only as solution in my opinion . For the reasons outlined I loved todays appointment because I was well taken care of regardless of outcome







	
	 
	

	
	by Kirstin L – 10:52 PM on 1/14/2025
	

	John, Thanks for participating! We have a few follow-up questions for you. - Can you explain a little more about the limitations of question B? - How else might you word or reword these questions or answer choices? - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? Thanks! Kirstin




	
	







	
	 
	

	
	by John D – 5:00 PM on 1/15/2025
	

	B is focused only on the care or treatment of the day in my view not overall care In my instance the pain management group defined what it did before I had epidural so I understand they used a number of avenues or a systemic approach to address pain and restore the patients ability to participate. In this way the expectation was if it works great but if it doesn't there other potential solutions . One day later I have no pain on my left and reduced pain in my right . They set expectation by saying it took 2 or 3 days for the effect I prefer email to the other modalities so I can respond and return quickly




	
	







	
	

	
	by Frank F – 1:37 PM on 1/14/2025
	

	1. B - how satisfied with the care is most important. While the whole experience does factor in, the care that you receive should be top. 2. B or A - again, the care piece is important. The other part - overall experience can be useful as to me it speaks more holistically not just of the MD/Nurse but also the whole process from end to end. To me it's not as important but can certainly leave a bad taste







	
	 
	

	
	by Kirstin L – 10:48 PM on 1/14/2025
	

	Frank, Thank you for participating! We have a couple of follow-up questions. - Can you explain further why the care received is your top priority for feedback as a patient? - Can you break down for us what parts of a healthcare interaction you would consider "care" and which parts you would consider "overall experience"? - Is there a better or different question you wish was in our list of questions (A/B/C above)? What else would you ask about? Thanks! Kirstin




	
	







	
	 
	

	
	by Frank F – 11:12 PM on 1/14/2025
	1 Like

	Care to me is more about the outcomes. I might have received decent care in that I got a good diagnosis and hopefully cure even if some things were bumpy like reception or whatnot. I've even had MDs who weren't the most friendly but they took good care of me, diagnosed the issue and got me well... To me overall experience is everything from the time I arrive through the time I leave.




	
	







	
	 
	

	
	by Kirstin L – 12:36 PM on 1/15/2025
	

	Frank, Thanks for the reply! I have another question for you. - Can you imagine how you might respond to that question if the healthcare provider had shared a concern about your health, or given you a disease diagnosis in the interaction? (fully satisfied / somewhat satisfied / not at all satisfied, please explain your answer) In other words, would the type of care (for example a happy outcome vs. delivering difficult news) have an effect on the answer you would give to a question about your satisfaction with the experience? Thanks! Kirstin




	
	







	
	 
	

	
	by Frank F – 12:44 PM on 1/15/2025
	

	I wouldn't have a different response if it's good/bad news as part of their job is to tell me if something is wrong. That's why I go regularly as the tests and diagnostics are things I can't do myself!This is assuming it isn't something that I felt should have been caught sooner - good or bad news it's important to know early.




	
	







	
	

	
	by Matthew C – 4:24 PM on 1/14/2025
	1 Like

	1. B is rhe best. What i want is satisfaction for my time, effort, and satisfaction that I've received the best care I could. 2. If everyone gave negative feedback about a provider, I'm not sure it would change anything unless it had a monetary effect on the facility. Reviews have no value unless they effect the money flow going to a facility, which ultimately causes changes to be made.







	
	 
	

	
	by Kirstin L – 10:42 PM on 1/14/2025
	

	Matthew, Thanks for participating! We have a couple of follow-up questions for you. - What, if anything, can a survey author include to help you feel more confident that your feedback will have an impact on the services provided? - Assuming that survey results fed into a policy update or service improvement, how would you prefer to learn about those changes? Do you want to know how your feedback was received and used? - How would verifying your identity before or within the survey impact your likelihood to complete the survey and offer an honest evaluation? Thanks! Kirstin




	
	







	
	

	
	by Tony V – 5:10 PM on 1/14/2025
	1 Like

	I choose B because I feel it captures my expectation.  A - may represents that it was a good experience but I may not have been satisfied...







	
	 
	

	
	by Natsumi H – 7:20 PM on 1/14/2025
	

	Hi Tony, Thank you for sharing! Could you share with us a bit more on why option B seems to capture your expectations?




	
	







	
	

	
	by Ipsita G – 5:16 PM on 1/14/2025
	1 Like

	1. B, this would best capture the patient's actual experience at the practice and target a specific experience as opposed to overall experience which may encompass other additional features. 2. C, If someone is ready to recommend/not recommend the practice, that in itself tells everything you need to know about the care and help make a decision to go/ not to go.







	
	 
	

	
	by Kirstin L – 10:37 PM on 1/14/2025
	

	Hello Ipsita, Thanks for participating! We have a couple of follow-up questions for you. - Can you tell us a little more about the value of targeting a specific experience, as opposed to the overall experience? - How comfortable would you feel about a provider having their performance review based on questions like these? What concerns do you have? - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? Thanks! Kirstin




	
	







	
	 
	

	
	by Ipsita G – 5:38 PM on 1/16/2025
	

	1. A patient's experience regarding the care, logistics and staff would encapsulate everything one needs to know about the practice. 2. If a provider is doing a good job I don't think there should be any concerns. On the other hand there are always people who will not be satisfied whatever you do. A smart person would not look at an isolated review to make a call. 3. email/text




	
	







	
	 
	

	
	by Nicole P – 9:24 AM on 1/17/2025
	

	I agree with your assessment on option B; especially because A seems vague and like it would lead to general answers rather than targeted experiences as you stated.




	
	







	
	

	
	by Tracy K – 6:32 PM on 1/14/2025
	1 Like

	I think I would respond more to option B. I feel using the term care would resonate with more patients as that is what they expect to experience. Also the answer options seem very clear. I also believe option B would help providers receive a clear indication of the care they are providing. 







	
	 
	

	
	by Kirstin L – 10:27 PM on 1/14/2025
	

	Tracy, Thanks for participating! We have a couple follow-up questions for you. - Can you tell a little more about why the term "care" resonates with you as a patient? - What reaction do you have to the words "overall experience"? - You mentioned the answer options for question B are very clear. Are there other answer options listed that are unclear? If so, can you recommend other answer options that might be more clear? Thanks! Kirstin




	
	







	
	 
	

	
	by Tracy K – 9:00 AM on 1/15/2025
	1 Like

	Hi Kirsten, When going to a doctor I feel I am seeking care. This word makes me feel like I am being asked about the reason I actually went to see my physician. I don’t believe the other options were unclear just maybe not as direct as the options in B. I hope this clears up my answers. Thank you 




	
	







	
	 
	

	
	by Kirstin L – 12:31 PM on 1/15/2025
	

	Tracy, Thank you for your reply! A couple more questions: - How would verifying your identity before or within the survey impact your likelihood to complete the survey and offer an honest evaluation? - Would you want to be asked after every visit? How does this impact whether you’d respond? Thanks! Kirstin




	
	







	
	 
	

	
	by Tracy K – 3:36 PM on 1/15/2025
	

	Hi Kirsten, I think it would depend on what I would be asked to verify my identity. If I was asked to verify my social, birth date or any other personal information I would not respond. I am always aware of scams and personal information getting into the wrong hands not the doctor or hospital gave me a number not associated with my medical insurance I would be more inclined to answer the survey. 




	
	







	
	

	
	by Gary E – 7:19 PM on 1/14/2025
	

	I believe A encapsulates the best way to communicate what's important and feelings about the experience of the practice as a patient. C would capture the feedback / reasons why some one would be happy or unhappy with a practice.







	
	 
	

	
	by Kirstin L – 10:22 PM on 1/14/2025
	

	Gary, Thanks for participating! We have a few follow-up questions for you. - Can you say a little more about why it is helpful that question A offers opportunity to communicate what's important plus feelings about the experience? - Tell us what makes question B fall to the bottom of your list. - How would verifying your identity before or within the survey impact your likelihood to complete the survey and offer an honest evaluation? Thanks! Kirstin




	
	







	
	 
	

	
	by Gary E – 10:28 PM on 1/14/2025
	1 Like

	Letting the patience explain or choose how the experience went by communicating their feelings will make it easier to understand what is or is not working at the practice and let them change or continue the services accordingly. B is too limited, the care may have been fine but lacking in facilities, personality or other things that A and C can help explain. I would likely not take a survey if I had to verify my identity, if it was a log in that's fine but sending codes to verify is time consuming and frustrating in any case no matter for a survey that likely doesn't compensate for time spent during it.




	
	







	
	

	
	by Michael C – 7:44 PM on 1/14/2025
	

	Quesiton C would be the best at capturing what is most important to me. I think that this question captures two important things: 'Were the good enough to go back to?' and 'Do I want to put other people I care about under their care?'. These 2 questions get at the potential value I see in the relationship and the care I get from this provider. If I don't want to recommend this provider/practice, I would have a hard time going back myself. Question B would be best to help the provider and practice know what they personally can do to address and learn from my feedback. The other questions are either too vague (A) or may only be about things they cannot control (C). Question B gives me the space to complain or reward the actual experience of going to them.







	
	 
	

	
	by Kirstin L – 10:14 PM on 1/14/2025
	

	Michael, Thanks for participating! We have a couple of follow-up questions for you. - Can you say a little more about question C, especially how the question may elicit feedback on things the provider or practice cannot control? - What are your thoughts about the value, or lack of value, of a question like A that asks about the overall experience? - How do you prefer to receive patient experience questions like these (mail, email, text, or other means)? Thanks! Kirstin




	
	







	
	

	
	by On T – 9:39 PM on 1/14/2025
	

	In my opinion, question B does the best job of capturing what is important to me as a patient. As a patient, ultimately I am concerned about the level of care that I received. I think this question, as posed, gets the respondent to think about their personal experience and what were the good, the bad, and the ugly. The overall experience might include things that are not specific to the level of care, and recommendations may factor in other things. But the care that was received, to me, is the most direct question that cuts to the heart of the issue. As far as the question that would elicit the responses that would best help a provider/practice to improve, that would be question C. People tend to recommend providers that they think did a good job overall. I think this question would get the respondent to provide an overall rating and possibly additional feedback on what went well and what could use improvement.







	
	 
	

	
	by Kirstin L – 9:57 PM on 1/14/2025
	

	Hello On, Thanks for participating! We have a couple of follow-up questions for you. - Can you please tell us what aspects of your healthcare interaction you would consider as "care"? How does that differ from "overall experience"? - Would question B (satisfaction with care) be sufficient on its own to measure the quality of a practice or provider? - How would verifying your identity before or within the survey impact your likelihood to complete the survey and offer an honest evaluation? Thanks! Kirstin




	
	







	
	 
	

	
	by On T – 7:26 PM on 1/15/2025
	

	Hi Kirstin, Thank you for following up. Here are my answers to your questions: 1. The aspects of my healthcare interaction that I would consider as care would be the actual examination or procedures that are performed to diagnose or treat a condition. Whereas, in my opinion, the whole experience might also take into account the intake process, the cleanliness of the facility, the friendliness of the staff, etc. 2. I think satisfaction of care, on its own, would be an important measure of quality of a practice or provider. However, for many it is the whole experience including bedside manners, ability to ask follow up questions, friendliness, etc. that play a role in the measure of quality. So, my answer would be that, no, satisfaction with care alone is not sufficient. 3. I have no issues with the verification of my identity before or within the survey as long as there is a strict policy against retaliation in place. Most of the time when I fill out surveys, I am usually commenting on the positive aspects of my interaction. In the few cases where I leave comments on areas of improvement, I am typically not harsh and overly critical. However, if there are no policies against retaliation, I can see how that could affect the candidness of respondents. Thanks, On




	
	







	
	

	
	by B G – 1:19 PM on 1/15/2025
	1 Like

	I think option B has the most relevancy for me.  Asking about satisfaction allows the patient to provide feedback without having to grade the practice as either good or bad.  I think grading as good or bad lacks sensitivity to the breadth of the experience & will likely alienate the provider, particularly if they are told the patient had a "bad" experience.  Discussing satisfaction allows the patient to give broad comments about the experience being satisfying/positive or less than satisfying.  Asking about satisfaction also allows a broad perspective of the practice, from satisfaction with front desk/provider/billing/scheduling, etc.  For all these reasons, I think that option B will provide the most constructive feedback to the provider without being negative.  I don't like option A and option C is interesting but just because I would recommend a practice doesn't necessarily give the provider the feedback specifics of what is working/or not working at their practice.







	
	

	
	by Karen C – 6:27 PM on 1/15/2025
	1 Like

	1.  B. Because my satisfaction is key to me.  I know what is a valid appointment good or bad, as a patient. This is about my session with the dr and not so much anyone else’s. 2. C, because of the chance to provide feedback as to why or why I wouldn’t recommend the dr to those that are important to me. Just saying I wasn’t satisfied doesn’t tell them much but if a significant number of people say that, the dr would know they need to figure out why.







	
	

	
	by Daphnie D – 6:24 AM on 1/16/2025
	1 Like

	A because I can be detailed and give feedback regardless if negative or positive it is a blanket question.  C would because it could help them understand what they may or may not be doing correctly or how their patients are affected by the care in their office.







	
	

	
	by Vanessa C – 1:47 AM on 1/18/2025
	

	1. I would choose "A" as it is the most basic and to the point choice with the option to explain your answer in more detail if you choose to. having an "overall experience" looks at the bigger picture and looks at ways to improve if necessary. 2. In my opinion option "C" would help a provider to improve as it would be more of a personal review from a patient's experience. The option to elaborate of ways to improve or give them positive feedback helps!







	
	

	
	by Andrew R – 1:15 AM on 1/19/2025
	

	A. I really think that all three questions are great and are very important. However, I think the care that I received question is the best one because that’s what is most important to me when it comes to everything. The actual care is really important and if you got bad care you’re not going to be happy B. The care question would help the provider improve the most because it is the most important question and I think is the one people would elaborate the most on with why they didn’t get good care or what they can do to improve. The third question about the practice is also good for this too since it is more general but I still think the care question is better.







	
	

	
	by Nicholas P – 9:41 PM on 1/19/2025
	

	1 - Question B would be the most relevant question to me - At the end of the day, my satisfaction with my overall experience is what matters for surveys. It's the most objective question. 2 - Question B is still the most likely to capture helpful feedback. It's the most objective question and would yield multiple aspects of an answer.
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