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		Special 4-day Discussion: Patient experience surveys!

	by Kirstin L – 9:41 AM on 1/6/2025

	This week we would like to talk about surveys you may receive from healthcare providers outside of this community.   
You may have received a survey following a medical appointment that asks you about the quality of your experience as a patient. These “patient experience surveys” may come to you via email, mail, phone, or text.
For each of the questions below, we’d like you to recall to the best of your ability how you felt, thought, and acted when you received one of these surveys.  If you can't recall receiving one of these surveys, please try to imagine you have just had a medical appointment and you received this type of survey.
1. When you get patient experience surveys, do you tend to answer them? Why or why not?
- What are some reasons or situations that you do take the time to respond?
- What are some reasons or situations that you do not take the time to respond?
2. Have you ever had a hard time answering the questions in a patient experience survey? If so, tell us about it.
- What, if anything, keeps you from answering the questions accurately or honestly with your true feelings?
3. If it were up to you to write the survey questions, what would you ask about to understand whether a medical appointment was a positive, negative, or neutral patient experience?
 







		

		by Leonard T – 10:14 AM on 1/6/2025
	2 Likes

	1. I answer them to help my HMO improve. 2. No hard time with the questionaires. 3. Is there anything this provider could do to communicate better with their patients.







		 
	

		by Barry M. L – 12:12 PM on 1/6/2025
	1 Like

	I especially like #3. Good idea!




		







		 
	

		by Natsumi H – 5:35 PM on 1/6/2025
	

	Hi Leonard, Thank you for sharing! What do you like about giving insights and feedback back to the organization? And what motivates you to do so?




		







		

		by Stephen L – 10:14 AM on 1/6/2025
	2 Likes

	I tend to fill out the survey in the event someone cares although I think what matters most is the bottom line.. They provide addressed envelopes and online surveys so there is really no reason to fill out the forms. One of the questions I would ask is did you receive your appointment in a timely manner.







		 
	

		by Barry M. L – 12:15 PM on 1/6/2025
	1 Like

	I think some of my surveys DID ask something along the lines of "How easy was it to schedule an appointment?" Of course, it would be helpful if they provided a box to explain WHY it wasn't easy. Were they booked up for months? Were you unable to get through to anyone by phone?




		







		 
	

		by Stephen L – 6:20 PM on 1/6/2025
	1 Like

	I got through by phone but I couldn't even see the primary I had to wait a week and see a PA.




		







		 
	

		by Natsumi H – 5:41 PM on 1/6/2025
	

	Hi Stephen, Could you share with us a bit more on what motivates you to share your feedback with the organization? Thank you!




		







		 
	

		by Stephen L – 6:19 PM on 1/6/2025
	

	Hopefully it will improve the services




		







		

		by Don K – 10:14 AM on 1/6/2025
	2 Likes

	I always respond to such surveys. I strongly feel patient feedback is critical to optimal patient care. The only time I struggled a bit was in reviewing on provider who was "ok" but was not communicating the same degree of concern or involvement as other health care providers in the office. But since there was nothing "wrong" with her demeanor, only in comparison with others" I gave that person good reviews. If I were to write survey questions, I would want to know if the patient felt they fully satisfied by the care they received.







		 
	

		by Natsumi H – 5:40 PM on 1/6/2025
	

	Hi Don, Thank you for sharing! What motivates you to share your feedback and complete surveys, and what do you enjoy about providing insights to the organization?




		







		

		by Ed A – 10:17 AM on 1/6/2025
	1 Like

	1. Yes, we do answer the experience surveys. We support our good Doctors and believe our service feedback is important 2. No problen in answering the survey questions. They are pretty straight forward. 3. Just an open ended question, that some surveys already have, re: specific positive or negative experiences with the Dr.







		 
	

		by Kirstin L – 11:32 PM on 1/7/2025
	

	Ed, Thank you for participating! I work with Natsumi and will be helping out with this research activity. I'd just like to confirm that I'm understanding your 3rd point. I think you're suggesting that an ideal survey would be a single open-ended question, allowing you to express your opinions of the health care interaction in your own words. If I've misunderstood, would you mind taking a moment to explain further? Thanks for your time!




		







		 
	

		by Ed A – 7:44 AM on 1/8/2025
	1 Like

	Hi Kirstin….Yes…you’re correct. It would not be the only survey question, but perhaps the last one asked at the survey’s conclusion.




		







		

		by Barbara B – 10:24 AM on 1/6/2025
	1 Like

	I try to answer patient surveys because I want to provide useful feedback in the hopes that any glaring negatives will be addressed for future patients. I also like to give positive feedback when the care provider merits it







		 
	

		by Natsumi H – 5:42 PM on 1/6/2025
	

	Hi Barbara, Thank you for sharing! Could you share with us what motivates you to complete these surveys, and how quickly you expect these changes to occur?




		







		

		by Bette E – 10:28 AM on 1/6/2025
	1 Like

	1. I answer patient experience surveys about 50% of the time. I tend not to respond if: a. I'm busy. b. The survey asks about the wrong practitioner or appointment. c. The questions are irrelevant. d. There are too many questions. e. The appointment was neither terrible nor wonderful; that is, nothing stood out about it that's worth reporting. 2. I have occasionally had a hard time answering questions in a patient experience survey. Reasons include: a. The response options don't allow me to say "not applicable" for questions that don't apply to my appointment. b. There are too many fine distinctions for rating, e.g.: None/Very few/Some/Quite a Few/Many/All. Without better choices, the patient is left to figure out the difference between "Very few" and "Some." c. The appointment happened too long ago for me to recall, or was a brief appointment that isn't worth writing about. d. There's no option for adding a note. I would not say that anything keeps me from answering questions accurately or honestly. If I'm going to bother to respond to a survey, it's because I want to express an honest opinion. 3. I would give patients an option to include a comment or note, rather than present prefabricated answers that fail to encompass what they might want to say. For example: a question about whether or not the practitioner treated a patient courteously, with only a yes or no option, doesn't allow for the patient to express nuance. Patients need to be able to explain what happened, not just give a yes or no. I've had a couple of occasions when a practitioner was extremely abrupt and even rude to me, but no followup form gave me the space to tell what happened during the appointments. I'm aware that I can contact a practice manager to express concerns, but that takes extra energy, and can generate fear that if the practitioner figures out who I am, it could affect how they treat me in the future. Given how hard it is to get an appointment to see a doctor in my area, especially specialists, one wants to avoid jeopardizing one's access to care. The trend now is to streamline and summarize as much as possible, and to be able to quantify data as much as possible. But human emotions aren't so easily categorized. Much is lost in translation, unfortunately. Patients deserve a chance to express themselves in words, not just in check boxes.







		 
	

		by Barry M. L – 12:26 PM on 1/6/2025
	1 Like

	An excellent answer! I was still composing and editing my own answer when you posted yours, but we made many of the same points. Your item 1e (The appointment was neither terrible nor wonderful) raises an issue I have had to deal with on MANY surveys: a question which asks whether your service "exceeded expectations". If I EXPECTED high-quality service, and RECEIVED high-quality service, then the logically correct answer is a NEUTRAL rating - the service MET all my expectations, but didn't (and perhaps couldn't) EXCEED them. But will a neutral rating be interpreted as a NEGATIVE rating, because it was only a 3 instead of a 5? Context matters.




		







		 
	

		by Bette E – 6:07 PM on 1/6/2025
	1 Like

	Yes, exactly! Thanks for your reply.




		







		 
	

		by Natsumi H – 5:44 PM on 1/6/2025
	

	Hi Bette, Thank you for sharing! You mentioned that you've completed only 50% of the surveys. What factors would motivate you to complete them in the future? What changes or improvements would you like to see?




		







		 
	

		by Bette E – 8:29 AM on 1/7/2025
	2 Likes

	Hi Natsumi, 50% is a rough estimate, just to be clear. I tried to include desirable changes or improvements in my answer; if the opposite of the negatives were done, that would help a lot. For example: sometimes a survey will come to my email, but it'll ask about the wrong practitioner, and there's no option to correct this in the survey, and no fill-in fields on the form where I could make a note. So the improvement would be for the surveys to be sent out promptly after appointments, and for the correct practitioners' names to be included. Overall, I think including a field into which patients could include written comments, questions, and notes in every survey would be very helpful, and would induce me to fill them out more consistently. Also: either include an "N/A" option in every question, or allow patients to ignore questions they can't answer or don't wish to answer. Requiring all questions to be answered, even if the question is irrelevant, forces patients to express opinions they don't hold, or say we experienced something we didn't experience. This, essentially, falsifies the results. It also generates frustration and has, in the past, resulted in my quitting the survey without completing it. Most motivating: gift cards! Even a $3 or $5 one would motivate a lot of people. I learned this when recruiting graduate students for a pilot program some years ago -- offering a chance to get a larger denomination card by being entered into a drawing (offered to three winners, not just one) yielded a good number of participants! And btw, this gives patients a feeling that their time and effort has value. I hope this is helpful.




		







		 
	

		by Kathleen S – 3:36 PM on 1/7/2025
	2 Likes

	Several people have responded that there should be a N/A response category and this is a good point. I would say that the majority of the surveys I receive ask at least one question that has no relevance to my experience.




		







		 
	

		by Natsumi H – 7:29 PM on 1/7/2025
	

	Hi Kathleen, Thank you for sharing! Could you tell us more about how you think these surveys could ask more relevant and impactful questions?




		







		 
	

		by Kathleen S – 7:44 AM on 1/8/2025
	1 Like

	There are broad categories of interactions with health providers, including annual checkups, sick visits, procedures, and followup visits. I am sure that, for insurance purposes, there is coding to identify the type of visit. It would be helpful to have different surveys based on this coding. But, if that is too complicated, then at least provide for a N/A response.




		







		 
	

		by Kathleen S – 6:11 PM on 1/9/2025
	1 Like

	Someone noted that surveys for things like x-rays, vaccines, and other routine procedures really shouldn't be the subject of surveys and I tend to agree.




		







		

		by Brenda H – 10:29 AM on 1/6/2025
	

	1.) Yes, I do answer the surveys and give my  honest opinion. 2.) Never have a hard time answering the questions. 3.) Nothing my hospital survey ask questions was it positive, negative or for you to explain why.







		 
	

		by Natsumi H – 5:58 PM on 1/6/2025
	

	Hi Brenda, Thank you for sharing! What motivates you to share your feedback and complete the survey?




		







		 
	

		by Brenda H – 9:45 PM on 1/6/2025
	1 Like

	I feel that completing the survey you are making the doctor aware of how you were treated at your appointment. I'm sure other people  who are affiliated with the hospital read it. I never had  to give a bad feedback. I always would recommend the doctors that I had to my family and friends.




		







		

		by Annette A – 10:36 AM on 1/6/2025
	1 Like

	These surveys have become a nuisance , but I answer them anyway as I have no idea how they are really used.  The questions are easy to answer, but often seem too focused on waiting time and privacy matters, when provider competence is the key question and so much harder to ask about.  Nevertheless provider competence and availability should be the focus of surveys.  The bottom line: If I really dislike a physician, I will try to find one I like.  Surveys from hospitals make more sense; that's where improvement is needed.  Hospital ERs are overwhelmed; good nurses make a huge difference; conflicting advice from a constantly shifting staff of hospital nurses and doctors is concerning.







		 
	

		by Barry M. L – 12:44 PM on 1/6/2025
	1 Like

	Competence is indeed the key question, at least for me. But people sometimes have a hard time separating competence from bedside manner; both are important. If the best surgeon (for example) is brusque rather than warm and sympathetic - well, I'm looking for a medical professional, not a dinner companion; so I'll simply smile, and pay the man. (Or woman.) There is an old riddle about a town with two barbers. One barber has a clean, shiny shop, with all the latest technology, and a beautiful haircut; the other has a rather shabby shop, with worn furniture, and a bad haircut. Which one do you go to? The answer, of course, is that you go to the SECOND barber, because HE was the one who gave the beautiful haircut to his rival. But patients sometimes don't realize that money spent on plush chairs in the waiting room does not automatically translate to good CARE.




		







		 
	

		by Natsumi H – 6:05 PM on 1/6/2025
	

	Hi Annette, Thank you for sharing your response! What changes or improvements would motivate you to complete these surveys in the future? What type of questions would you like to be asked?




		







		 
	

		by Annette A – 6:13 PM on 1/6/2025
	2 Likes

	Surveys from hospitals would be welcome.  Surveys from doctors, not so much. Hospitals need to increase staffing, try not to keep changing your nurses and doctors every day or two. I'd like hospitals to know this and do something about it.




		







		 
	

		by Natsumi H – 7:27 PM on 1/7/2025
	

	Hi Annette, Thank you for sharing! Could you tell us why you feel that receiving surveys from specialist doctors is unnecessary? Additionally, could you provide specific examples of questions you'd like to be asked?




		







		 
	

		by Annette A – 10:33 AM on 1/8/2025
	1 Like

	The physician issues that matter are competence and availability.  Surveys can ask about availability, but competence is far more important and too complex for a survey to address.




		







		

		by Carolyn G – 10:43 AM on 1/6/2025
	2 Likes

	1.  I do tend to answer them when they are via email, esp. if I want to give positive feedback on a valued provider.  I don’t tend to respond with harsh comments because everyone has off days and it isn’t fair to come down too strongly many times — and I prefer to make my views known in those cases to the provider directly as an opportunity for improvement or, if absolutely needed, to a supervisor esp when staff is the issue. When the survey is via phone I find the experience tedious and annoying (the recording repeats the keypad response options slowly after each query and it is annoying), so I may skip them. 2. Sometimes the questions are not very easy to answer because they are not particularly well framed or have limited response opportunities that seem to drive the desired result by for foreclosing other response options. 3. I would provide a free text opportunity for input/response.







		 
	

		by Barry M. L – 12:53 PM on 1/6/2025
	1 Like

	Some of those phone robo-surveys even PREVENT you from entering a response until you have listened to the ENTIRE menu all over again, instead of letting you skip instructions which you have already heard a dozen times.




		







		 
	

		by Natsumi H – 6:09 PM on 1/6/2025
	

	Hi Carolyn, Thank you for sharing! What type of survey format do you typically prefer?




		







		 
	

		by Carolyn G – 6:18 PM on 1/6/2025
	1 Like

	Surveys via email with multiple choice responses and a free text opportunity after each question.




		







		 
	

		by Kirstin L – 11:27 PM on 1/7/2025
	

	Carolyn, Thank you for participating! I work with Natsumi and will be helping out with this research activity. Can you share more of your thoughts about providers that have an "off day", and how you think this aspect of care should be accounted for in patient experience evaluations? Also, I'd like to learn a little more from you about how patient experience surveys can get a picture of your entire experience. Can you tell me more about how you would like surveys to gather feedback on the providers and their support staff? Which support roles should be included? Thanks for your time!




		







		 
	

		by Carolyn G – 5:49 PM on 1/9/2025
	1 Like

	It is hard to capture that in a survey. People need to appreciate that physicians — esp PCPs— run their tails off with excessive caseloads and patient emergencies. And they also just might be human enough to have to deal with issues in their own lives and families.  Yet when they come into the exam room their professional mandate makes them withhold voicing any of that to the patient.  Patients need to be compassionate to their caregivers — life is a 2 way street. As to staff feedback, questions are often asked in surveys about whether a nurse was involved or an interpreter service and, if so, there are questions about them.  That could be expanded to include interactions with front desk and schedulers. Also the medical assistant who takes vitals, reviews meds, and readies the patient for the doctor. Frankly we have really only encountered significant issues that call for escalation to supervisors with the people in front desk and scheduler roles, rather than with clinical personnel.  I appreciate that many of those people are neither highly paid nor really professionals, but they can pose important barriers to the patient access to care.




		







		 
	

		by Barry M. L – 6:51 PM on 1/9/2025
	

	Carolyn can answer for herself, but I have a few thoughts on this issue. Given that a patient may see several staff during the course of an appointment, the main problem is not which ones to include, but how to IDENTIFY them. The front desk receptionist is easy to describe, but then the patient may see a nurse, or a PA; there may be a "scribe" in the office - perhaps a medical student - taking notes so the doctor can pay more attention to the patient; there may be a phlebotomist or a nurse to take any needed blood samples. The IDEAL survey would capture and DESCRIBE each of these roles - in LAY language. "How would you evaluate the person who asked you questions and took your blood pressure before you saw the doctor?" "How would you evaluate the person who drew blood for your lab tests?" But this would require a record of every individual who had interacted with that PARTICULAR patient, not just a generic list of whom they had in their office. As this may be logistically impossible, the next best alternative is to allow each office, clinic and hospital to TAILOR a generic template to their specific practice. At my last appointment, I interacted with five individuals: receptionist, nurse, physician, scribe, phlebotomist; that practice should be offered a chance to design a survey which mentioned EACH of those individuals - by JOB DESCRIPTION, not professional title - and NO OTHERS. Many comments here have expressed annoyance at inapplicable questions which waste their time; this would help. The third option, and much less personal - therefore less satisfactory, for the patient - is to use a generic template which describes each of those roles, but includes an "N/A" option so that the patient is not forced to comment on people who weren't even there. Again, the questions should NOT ask "How would you evaluate the nurse", but "How would you evaluate the person who asked you questions and took your blood pressure before you saw the doctor". Expecting patients to keep track of everyone's title is a bit silly - and there are still patients who think every female physician is actually a nurse! The final issue concerns the fact that in many appointments nowadays, one does not SEE a doctor; due to issues of staffing - and cost - an NP or PA may be providing the hands-on care, and in some states they are no longer required to work under the direct supervision of a physician, but can practice independently. I suspect that both the practices and the insurers will be reluctant to underline this point, since many patients will feel that they are being "fobbed off" on a mid-level practitioner, and aren't deemed worthy or valuable enough to see a "real doctor"; but it is an important issue to address. Some NPs and PAs are excellent, particularly in a specialty area where they can acquire a good depth of knowledge about the patients they will actually be seeing, without needing the breadth of knowledge of an MD or DO. If the surveys (and the surveyors) want to be HONEST, they will IDENTIFY which type of practitioner a patient saw, on the survey form, and then ask the "How would you evaluate" questions. If they believe that this kind of care is an acceptable alternative, they should not hesitate to be honest in identifying their staff. In some cases, they may be pleasantly surprised: many patients feel that nurses have a better "bedside manner" than doctors!




		







		

		by Rick W – 10:56 AM on 1/6/2025
	2 Likes

	Yes, I answer them, I am usually appreciative of the courtesy and care received. Can’t remember having a hard time with a patient experience survey, it usually doesn’t take much time and I answer honestly. If writing survey questions, would ask if wait time was reasonable, if there was adequate time to ask questions of the caregiver, and whether the office and staff were available, professional, and thorough.







		 
	

		by Natsumi H – 6:13 PM on 1/6/2025
	

	Hi Rick, Thank you for your response! What motivates you to complete the surveys? What improvements would make the survey experience better?




		







		 
	

		by Rick W – 3:28 PM on 1/8/2025
	

	Good idea to help the medical office, by giving feedback.  The survey experience is usually good, the shorter the better




		







		

		by ANN P – 11:04 AM on 1/6/2025
	2 Likes

	1. I do receive these surveys, after almost every contact with a provider. I tend to answer if I am not too busy. I always answer if I had a very positive experience (positive reinforcement goes a long way). I’m least likely to answer if the contact was brief, for example requesting a prescription refill. 2. It is difficult to answer if specific questions are not applicable to the contact or visit I had. (Sometimes surveys clearly designed to follow an office visit are sent about a phone call or telehealth.) I do not hesitate to share my true feelings about my experience. 3. To begin, I think ease of scheduling and wait time in the office set the tone. (In my experience, most surveys capture this.) It’s trickier but important to measure feelings about the experience - feeling rushed, feeling respected and listened to, feeling confident with treatment plan. I don’t usually see a HIPAA related question, but all too often have been disturbed that I could overhear discussions with or about other patients. So I would add a question about privacy.







		 
	

		by Natsumi H – 12:22 PM on 1/7/2025
	

	Hi Ann, Thank you for sharing! What is the ideal length of a survey? Could you also share more regarding the type of survey questions you'd like to be asked?




		







		 
	

		by ANN P – 12:55 PM on 1/7/2025
	

	I want to be able to complete a survey within 5 minutes. I'd like questions regarding wait time (for making an appointment, waiting to see the provider, time on hold for telephone interactions, and even timeliness of response to email submissions). Also, I'd like to answer questions regarding my feelings about the interaction: did I feel respected, did the provider listen to my concerns or viewpoint, and was I satisfied with the treatment plan? I am frustrated by questions about the office decor or other issues about the facility; these factors do not lend themselves to improvement without monetary investment. My hope is that survey responses, in the aggregate, can be used to identify and address issues that have the potential to improve the patient experience.




		







		 
	

		by Kathleen S – 6:06 PM on 1/9/2025
	

	Good point about discussions with other patients. I also have overheard them and have been concerned about the patient's privacy.




		







		

		by Coral G – 11:04 AM on 1/6/2025
	2 Likes

	I always respond to patient surveys.  I feel that my comments should identify how wonderful the service was or where they need to improve to meet my satisfaction.  I recently had a CT at a hospital.  I was treated amazingly!  I didn't have to wait, as I was called at the time of my appointment.  The radiology tech explained the CT process and asked if I had any questions.  The test was seamless and quick.  She thanked me for choosing this hospital.  And, I had my results in my computer when I arrived home.  I have never had a difficult time responding to any questions from any survey of this type.  I always respond accurately and truthfully. If I were writing survey questions, I'd borrow from Dartmouth-Hitchcock Medical Center in New Hampshire immediately.







		 
	

		by Kirstin L – 11:21 PM on 1/7/2025
	

	Coral, Thank you for participating! I work with Natsumi and will be helping out with this research activity. I appreciate that you shared an example of a good experience. Are you able to briefly describe a neutral or negative experience, and identify what aspects of that patient experience were most difficult? Also, can you think of any good survey questions to uncover the truth of these positive / neutral / negative experiences that you shared? Thanks for your time!




		







		 
	

		by Coral G – 7:34 AM on 1/8/2025
	2 Likes

	I have had a really negative experience --- it nearly cost me my life last year.  I received no patient satisfaction survey from the hospital which was in Florida.  But I dealt with it in a different manner which cannot be discussed online.  Basically, I was discharged with a collapsed lung and high BP.  Ten hours later, I couldn't breathe, so I was taken to a different hospital by ambulance and my BP was 234/116.  This hospital didn't even work with me in the ER;  they immediately sent me upstairs.  The bi-pap cleared the lung problem and I was given BP reducing medication for 2 days.  Best of all, there was a priest in my room within minutes of my arrival.  I can't tell you how comforting that was.  I feel in response to your second question that the best survey questions are the ones that ask you to respond to open-ended questions, rather than multiple choice.




		







		

		by Beth L – 11:09 AM on 1/6/2025
	2 Likes

	1. I answered them if they came from a source that I thought would use the information to improve health care. I responded to a survey from a federal agency, for example. I do not respond to groups promoting insurance or pharmaceuticals. 2. No. They're always pretty straightforward. I don't have a problem saying what I think. 3. In addition to the usual questions about wait time and routine matters, I would ask whether the provider was familiar with my medical history and personal situation before the appointment; whether they inquired about things going on in my life that might affect my health--generally, whether they seemed to know who I was!







		 
	

		by Kirstin L – 11:18 PM on 1/7/2025
	

	Beth, Thank you for participating! I work with Natsumi and will be helping out with this research activity. Can you tell us a little more about how you assess whether the survey source will use the information to improve health care, and why that is important to you?




		







		 
	

		by Beth L – 6:42 AM on 1/8/2025
	1 Like

	I can usually tell by the questions asked. For example, I believe that questions about the friendliness of the staff--while important--will not lead to change. There's no mystery about how to improve staff attitudes and behavior. On the other hand, questions about how well a diagnosis or procedure was explained affect how well a patient will be able to comply with advice or reduce anxiety. The source of the phone call or email also matters. As the worst example of a question that I would not answer: years ago I bought insulin syringes for my cat, who had been diagnosed with diabetes. I received a phone call offering me advice about my newly diagnosed illness. The caller hung up when I asked her to identify herself. I never went into the pharmacy where I had bought the syringes again.




		







		

		by Jeff W – 11:17 AM on 1/6/2025
	2 Likes

	1. I have answered them when I am sure they were sent from my doctors' office after a recent visit. They are usually short enough that it won't take up much time. 2. Can't recall ever having a hard time answering the questions. But I will not respond to a question of a too personal nature. 3. I would want an explanation as to why I am brought into a waiting room and then have to wait alone for a half hour until I see the doctor. Why not just let me sit in the waiting area until they are ready.







		 
	

		by Kirstin L – 11:16 PM on 1/7/2025
	

	Hello Jeff, Thank you for participating! I work with Natsumi and will be helping out with this research activity. If possible, can you describe the types of questions that you consider too personal to answer (without divulging anything personal). Thanks!




		







		 
	

		by Jeff W – 5:08 AM on 1/8/2025
	

	Hello Kirstin, On these surveys I often see requests of my ethnicity, why my annual income is, and the like. None of their business.




		







		

		by John I – 11:22 AM on 1/6/2025
	3 Likes

	I receive these surveys often and I always reply.  Usually there have been no issues and I share that info.  I have had a couple of incidents where there have been issues, whether with the provider or their support staff, and I've shared that also.  How can problems be investigated unless these office know about them? If I were to put a survey together, I would look for resources for suggested questions but definitely would include: Was the provider on time? How long did you wait? Was the support staff friendly and supportive? Did your questions get answered? Do you understand fully the proposed plan of care? Are you seeing this provider again?  Was making an appointment easy or difficult?







		 
	

		by Natsumi H – 6:21 PM on 1/6/2025
	

	Hi John, Thank you for sharing your response! What motivates you to complete these surveys? What do you enjoy about sharing your feedback with the organization?




		







		 
	

		by John I – 7:05 PM on 1/6/2025
	1 Like

	Natsumi, I feel that unless patients provide feedback to providers and their offices, then the appropriate person cannot address the issues that bothered you.  If it's always my hope that if I identify an issue then changes can be made and others will not have to experience the same problem.




		







		

		by Barry M. L – 12:10 PM on 1/6/2025
	

	1: I always tend to answer them IF THEY ARE SENT TO ME ELECTRONICALLY and can be filled out on my computer. I have generally had good "patient experiences", and I like to give the facilities and physicians positive feedback - especially since I know that their REIMBURSEMENT may depend on their Press-Ganey scores. If I am sent a PAPER form in the mail, which I have to sit down at a desk, fill out with a pen, put inside an envelope, go outside to the mailbox and return, I am less likely to bother. Two reasons for this: (a) If you want my feedback, don't make it a burden for me to give it to you - make it as easy as possible. (b) If I have any COMMENTS, it is much easier to type them legibly on a computer than to write them out by hand - especially since the paper forms usually provide much too tiny a box for me to squeeze them into. Also, on the rare occasions that I have had a BAD experience, I find that it is much more satisfactory to communicate the problems to someone IN CHARGE than to submit angry comments on a third-party form. This is also why I only tend to post positive reviews on line: I don't get any satisfaction out of publicly trashing someone, especially when their screw-up may have been a one-off. People should not be defined by the worst thing they have ever done. 2: I have never withheld my true feelings. If those feelings are strongly negative, I have better ways to convey them, as I explained above; if they are positive, why wouldn't I say so? But I HAVE had a hard time answering questions which OVERSIMPLIFY a complex issue or situation, or which are AMBIGUOUS: how are they going to INTERPRET my response? Are they going to take exactly the WRONG corrective action - assuming they take any at all - because they thought I was upset about one facet of the experience when in fact it was a different one? An example of a completely ambiguous question, from the MMPI which I took many decades ago: "True or false - I like tall women." If I answer "yes", am I saying that I PREFER tall women, or that I like ALL women and don't MIND if they are tall? If I answer "no", am I saying that I DISLIKE tall women, or simply that I don't PREFER them to shorter women? An example of an oversimplified question, which I get asked every time I go to CVS: "Were you greeted by a store employee?" The answer is almost always "no" - not because they were rude and unfriendly, but because I didn't SEE any employees until I got to the checkout counter, and there are separate questions about that person. Is a "No, I was not greeted" answer taken to mean that I am unhappy about my experience, or simply that the situation didn't arise? I can't recall any questions about my "patient experience" which were as egregiously unclear as those examples, but there were a few which required me to try to guess what they were really thinking. The people who write those questions need to discard all their assumptions and biases - all the things which THEY know they mean - and ask themselves how a REGULAR person, someone NOT in the medical field or in public relations, might understand each question. If they can't manage this, hire a layperson as a temporary consultant. 3: As you might understand from my responses above, the key is NOT simply to ask the "right" questions, but to allow space for a FREE TEXT ANSWER - a "comment" box for each topic, each section. The box MUST NOT have a restrictive character limit, like 144 characters (as in original Twitter) or 250 characters. 1000 characters is the MINIMUM required for a thorough answer; few people will have that much to say, but the people who have a lot to say are probably the people it is MOST important to listen to. Yes, reading human responses will take a lot more time than running a pre-printed form through a computer scanner; but if that's not time which a practice is willing to spend, then they really DON'T give a damn about the "patient experience" after all. If they want to limit patient responses to simple box-checking - just enough to prove to the third-party payers that they are making the minimum REQUIRED effort to solicit patient feedback - then while they may care about many things, patient satisfaction is NOT a top priority.







		 
	

		by Kirstin L – 11:13 PM on 1/7/2025
	1 Like

	Barry, Thank you for participating! I work with Natsumi and will be helping out with this research activity. We appreciate your time and thoughtful responses! One follow-up: What, if anything, would make you more likely to answer patient experience surveys following a negative or neutral experience, in addition to good experiences? Thanks again!




		







		 
	

		by Barry M. L – 11:49 PM on 1/7/2025
	1 Like

	Perhaps knowing exactly how my negative comments would, and would not, be USED. Who would read them? What steps would they take? Would the doctor (as "captain of the ship") be punished, even if the problem clearly wasn't their fault? Would there be any negative repercussions for ME if I reported an unsatisfactory encounter? Would my low score be used as an excuse by the insurer to deny the physician their full reimbursement? I once had a terrible experience at a very fine hotel. If I had simply written a terrible review, nothing would have happened; but because I wrote directly to the manager, I was able to explain the unusual circumstances: the clerk was actually trying to do me a favor, and simply hadn't noticed certain details about room availability. The manager wrote back and explained that in this situation, there were certain things the clerk was supposed to do; and because we were having an interactive discussion, I was able to explain that those things HAD been done, but in the context of this particular situation, it hadn't worked out the way it was supposed to. The upshot was that no one got punished, but the hotel was able to add a small step to its procedures so that this odd situation wouldn't arise again. For a neutral experience (and for a negative one as well), the critical thing is to have a comment box for a free text response, with adequate space for a thorough answer. It is rare that everything was "meh"; more commonly, some things were good and others were not, and unless I can explain the problem in detail, there's no way the practice can know WHAT to fix, let alone HOW to fix it.




		







		

		by Saralee M – 12:15 PM on 1/6/2025
	1 Like

	I receive a call after every Appointment from every dr.  I usually answer the questions but sometimes I am busy and can’t be bothered.  I usually have a good experience with all my doctors but if not, I definitely respond negatively







		 
	

		by Natsumi H – 6:40 PM on 1/6/2025
	

	Hi Saralee, Thank you for sharing! What would motivate you to complete the feedback surveys? What type of improvements would you like to see that would help motivate you to complete the surveys?




		







		

		by David C – 12:57 PM on 1/6/2025
	2 Likes

	I always answer the surveys, I figure it is the only way to let the organization know how effective it is and single out individuals for outstanding performance.  I also "tilt at windmills" highlighting inadequate staffing, inability to keep staff, and larger issues around the delivery of healthcare by the organization.  Many problems are caused by increasing work loads on decreasing staff.  Incoming staff are less experienced and simply follow protocols as taught.  My perception is this situation is not tenable longterm. Hence, tilting at windmills.







		 
	

		by Natsumi H – 7:26 PM on 1/7/2025
	

	Hi David, Thank you for your response! What type of questions would you like to be asked in these surveys that can help you with providing them with insightful feedback?




		







		

		by Helene M – 1:28 PM on 1/6/2025
	2 Likes

	1. Yes, I answer them. Whether I am satisfied of dissatisfied with the care I received, I want them to know. 2. Never had a hard time answering, except when there is not a "not applicable" option. 3. There is, often, not an option to let them know "why" you have answered the way that you did. Sometimes a positive experience is also a neutral of negative one (a surgery that went well due to the expertise of the surgeon, but the surgeon did not answer questions in depth, or something like that).







		 
	

		by Natsumi H – 7:25 PM on 1/7/2025
	

	Hi Helene, Thank you for sharing! Could you tell us more about why you'd like to leave feedback for your doctor/provider? What types of questions would you like to be asked to help you provide them with insightful feedback?




		







		 
	

		by Helene M – 8:23 PM on 1/7/2025
	2 Likes

	As a therapist, I know that doctors need to ask more than "do you have any questions?" They need to confirm that you've understood the information. The way to do that it both to repeat it and to ask the patient if they can explain, in their own words, what information was conveyed. When a patient summarizes, it's fairly easy to know if the patient understands and retains information. In a survey, it's important to know if a patient feels uneasy asking questions, or overwhelmed. Many people will not be honest in a survey. It is just as important to know, after the appointment, if a patient realized that they didn't have all the information they needed because they didn't know what questions to ask.




		







		

		by David L – 2:14 PM on 1/6/2025
	1 Like

	I feel that all patient/customer experience surveys are about metrics, not about improving service to the patient/customer. I rarely use them. For example, all (most?) surveys only ask about your experience with the service provider, not about the the tools or resources that person has to serve you. Let's say the person finally addresses your question after an hour. The issue was not their competence, but their online knowledgebase was inaccurate, incomplete, or wrong. If I grade less than 5 (on 1 to 5 scale), they ding the person! No place for me to say this person did an incredible job, but didn't have the tools to service me faster. Oh yeah, some surveys ask an the end "anything else you want to add?" There is no indication that those comments will be used to address that systematic problems, rather than retraining (sic) the unfortunate service provider. Across the board, I feel that providing service and customer support is treated as a Cost Of Goods Sold, not a process or system to invest in or improve. I will say that my current health insurer has very good people working for them. They seem happy and invested in solving the customer problem, even if the tools that they have do not always serve them well. If the support person does a great job solving my problem, even if the process they have to use is stupid and ineffective, I wil lrate them as 5 (out of 5), regardless of the quality of the experience.







		 
	

		by Kirstin L – 11:04 PM on 1/7/2025
	

	Hello David, Thank you for participating! I work with Natsumi and will be helping out with this research activity. Can you suggest some questions that would help survey authors get a more accurate view of your patient experience? Thanks for your time!




		







		 
	

		by David L – 5:17 PM on 1/8/2025
	1 Like

	Hi Kristin, I think there are lots of good ideas in this forum already... E.g., always have a Not Applicable option. Ask me about my experience, my reactions, not ask to judge the provider. If the survey asks "Did the provider spend enough time with you?" one answer might be that the time allotted is too short, since taking longer ends up with the next patient complaining the provider was late. I like to think if they are late, it's 'cause they did spend the extra time with someone earlier, as long as I'm informed of the delay. But if the survey only asks "How long did you have to wait?" this important detail is lost. I also agree with Barry M.L., that not knowing how my responses, positive or negative, are used is important. Metrics are not as important as patient experience. The problem with surveys is my ability to accurately explain my experience so whoever/whatever reviews it understands it accurately.




		







		 
	

		by Kirstin L – 9:58 PM on 1/8/2025
	

	Thanks David! Can you suggest anything that would give you more clarity about how your patient experience survey answers are being used? How would you like to learn about the outcomes of patient experience research?




		







		 
	

		by David L – 10:25 PM on 1/9/2025
	

	I wish I could. The issue is that everyone may have a different response to a particular wording. The bottom line is the purpose of the survey to to collect actionable feedback and adjust the system, but we, the respondents, are not a reliable or consistent lot. And we are suspicious. Any claim about intended use would be looked as as suspect and assumed to placate while misdirecting.




		







		

		by Bruce B – 2:15 PM on 1/6/2025
	3 Likes

	1.  I rarely bother to answer them because I'm not convinced that they are used for anything other than to punish the provider when they come up for their yearly review.  They lack nuance, tend to be overly simplistic and don't particularly address the real issues about ensuring that the appointment was a positive experience.  It is like they are giving a true or false test, when it should be an essay test.  The difference between 3, 4 or 5 stars (or 1 - 10, or whatever the ranking scheme) really doesn't matter for most of the questions, other than, like I said before, it will be used against the provider.  In reality, most of the "answers" should be in the middle of the ranking (we all believe in the Bell curve), but I'm pretty sure that those rankings would doom my provider. Also, these surveys tend to suffer from selection bias.  You're much more liable to blow off the survey if the visit was routine, or even exceptional, than if you feel that you were wronged by the provider.  Another blow against a provider than may have done nothing more wrong than have an off-day. 2.  Any angst with these surveys are contained in the words above.  it is very unclear to me that these surveys are sent with the real intent of improving the patient experience.  I think that there is evidence that they are used to monitor client dissatisfaction so that they can see how far back they can cut services before things reach catastrophic levels, with the medical provider bearing the brunt of the problem  (Little bit of exaggeration for effect here...) 3.  This needs way more thinking to flesh out, but I'd start with ... Were you satisfied with your visit (Y/N)? In a few words, tell us why... Do you feel that your medical provider had sufficient time to prepare for your visit (Y/N) In a few words, tell us why... Do you feel that your medical provider spent a sufficient amount of time with you and your issue? In a few words tell us why... Did you feel listened to by your medical provider (Y/N)? In a few words tell us why... Do you understand the plan of action (if one was developed) given to you (Y/N)? Is it one that you can carry out (Y/N)? I think that questions such as this one would actually do a good job of improving both the visit experience as well as the visit outcome.  However, they cannot be easily (i.e. cheaply) tallied with a computer (which is why all of these surveys have proliferated - they are cheap to implement, and someone has convinced themselves that they provide "valuable" information), so I would not expect this sort of format to become widely applied.







		 
	

		by Kirstin L – 10:59 PM on 1/7/2025
	

	Hello Bruce, Thank you for participating! I work with Natsumi and will be helping out with this research activity. Can you share more of your thoughts about providers that have an "off day", and how you think this aspect of care should be accounted for in patient experience evaluations? I notice that your ideal survey questions include open end responses. Can you offer some examples of the types of detail you might include in those text boxes? Thanks for your time!




		







		 
	

		by Bruce B – 10:00 AM on 1/8/2025
	1 Like

	Hi Kirstin, 1.  My off day comment had more to do with PCPs, because they're the ones you typically have more of a long term relationship with and probably expect the most out of.  It probably isn't noticeable as much with medical technicians or even specialists that you haven't seen often, unless they do something obviously wrong. Off day has such a wide range of potential causes.  Personal causes are things like kids are sick, spouse is travelling for work, the provider is not feeling 100% well.  Professional causes are things like having just seen a difficult patient, having to squeeze in extra patients in the day, or a long-term patient doing poorly.  Medical providers aren't and shouldn't be expected to be automatons and shouldn't be expected to be bright and bubbly 100% of the time.  And they shouldn't be punished for factors that are out of their control, like too many patients or being limited in the time they can spend with any particular one.  I'm not sure that any survey can capture causes for an off day, and I doubt that when results are aggregated they come with any context as to how busy that provider's day was, or what the weather was, or how the provider was feeling that day. All that being said, I understand that the surveys provide a modicum of feedback as to provider performance.  Someone who gets a lot of negative reviews needs to have an improvement action plan, even given the selection bias inherent to all surveys.  My concerns with the surveys are more that they are focused on the provider rather that the environment that the provider has to provide services within.  And it seems to me that a lot of the criticisms that I've been seeing about the medical industry have to do with its overarching structure, not the performance of its individual providers. That's what led me to create that short list of questions they should be asking. It gives insight into both the individual provider, as well as the environment that the provider has to perform.  It also explicitly addresses the key outcome of the medical industry - the plan to get well. 2. I'm loathe to address this, as I fear that it's the first steps to turning my open ended questions into a 1-5 scale set of survey questions.  But in the spirit of cooperation (and hope), I'll take a whack at it, even though by open ended there are obviously no "complete" answers. I would expect that most people who answer "Y" would rarely write anything, unless some aspect of the visit was exceptional.  And there's your chance to see who the consistently good providers are. The "N" answers would run the gamut. Were you satisfied with your visit?  N - the doctor was late and seemed distracted Do you feel that your medical provider had sufficient time to prepare for your visit? N - they were unaware of my XYZ condition. Do you feel that your medical provider spent a sufficient amount of time with you and your issue? N- I had more questions but didn't really feel that the doctor was going to take the time to let me ask them. Did you feel listened to by your medical provider? N- The doctor did not take the time to allow me to say what I needed to say.  The doctor did not listen to what I was saying. Do you understand the plan of action (if one was developed) given to you? N I don't know why I have to take XYZ medication Is it one that you can carry out? N I don't know who to call to get the tests. As you can see, my suggested answers revolve around the things that I imagine that people would be concerned about.  I know that I have a limited imagination.  But if those answers are reviewed by a person (or a competent AI, should one exist), they should spur immediate follow-up, improving the medical outcome as well as improving the general opinion of the medical industry. And lest it be thought otherwise, I have a reasonably high opinion of the performance of my PCP.  My thoughts here are not a result of any poor interactions with my PCP.




		







		

		by Roberta L – 2:55 PM on 1/6/2025
	1 Like

	Yes, I tend to answer them as providers can benefit from knowing what their clients want or disliked to improve. I would be more apt to respond to the overall health company checking up on their doctors and service than something like a routine dental visit with the same dentist. Routine ones I ignore. I never had trouble with surveys and can be very blunt if I has a complaint, giving concrete reasons I have. The survey can just have you click positive, negative or neutral, allowing all choices, then give you a spot to write your comments. A healthcare experience can have all three responses such as earliest appointment was six months away, I was taken in within 5 minutes of my appointment time, service seemed routine with no hiccups, etc.







		 
	

		by Kirstin L – 10:47 PM on 1/7/2025
	

	Hello Roberta, Thank you for participating! I work with Natsumi and will be helping out with this research activity. Can you explain more about which surveys feel worth answering, and which ones you tend to ignore? Thanks for your time!




		







		 
	

		by Roberta L – 8:47 AM on 1/8/2025
	2 Likes

	I would ignore automatic surveys for things like going to the lab for routine blood draws, vaccinations, routine dental maintenance, etc. I would answer if I had a dental implant, had been sick and called for an appointment and that type. Also, I answer from Atrius Health for surveys on the providers they cover. If I had a problem I would be on the phone prior to a survey arriving explaining what was not done up to a good standard.




		







		

		by Richard D – 3:02 PM on 1/6/2025
	1 Like

	1.) Always answer them. Like to voice my compliments and/or complaints. 2.) Don't recall having difficulty answering questions: sometimes they are not applicable to my visit/appointment. 3.) Convince me that my answers will really be taken seriously.







		 
	

		by Kirstin L – 10:42 PM on 1/7/2025
	

	Richard, Thank you for participating! I work with Natsumi and will be helping out with this research activity. How would you recommend survey authors convey that your answers will be taken seriously? Thanks for your time!




		







		 
	

		by Richard D – 12:03 PM on 1/8/2025
	

	no easy answer; maybe explain what has changed/improved (for the customer) as a result of survey answers.




		







		

		by Kathleen S – 3:26 PM on 1/6/2025
	2 Likes

	1. I do tend to answer these surveys because I think that it is important for healthcare providers to get feedback about what they are doing. I am especially appreciative when a provider takes the time to listen and respond to my concerns and I try to make a point of responding to let them know how important that is to me. I might not respond if I have merely gone in for a vaccine. 2. It is more difficult to give negative feedback because I fear that it might have a negative impact on my relationship with that provider. In one case, I waited 40 minutes for my appointment and no one in the office explained or apologized until I saw the doctor (He did apologize.). I did tell him that I can understand that there might be emergencies that cause delays but that it would be helpful if someone would explain and apologize while the patient is waiting. Also, sometimes the surveys ask about "procedures" when I have only had an annual checkup. I find that annoying. 3. I would ask if the patient was seen on time and how delays were handled. Were the patient's concerns addressed? Were all of the patient's questions answered? Was the next step in treatment clear? If tests were ordered or a prescription written, was it clear why this was necessary? Did the provider spend an adequate amount of time with the patient in order to understand the issue and explain it to the patient? And, finally, I would ask whether the patient would see this provider again if the need arose. If a patient wouldn't return, then something went wrong at the appointment!







		 
	

		by Natsumi H – 6:59 PM on 1/7/2025
	

	Hi Kathleen, Thank you so much for your response! Could you share more about the type of feedback you'd like to provide to your doctor/provider? How would you like to be assured that your feedback was heard and received?




		







		 
	

		by Kathleen S – 7:40 AM on 1/8/2025
	2 Likes

	I am lucky in that most of my doctor/provider experiences have been positive. So, often I just want to acknowledge what went well. I think that positive reinforcement helps all of us. So, for instance, in the past I have commented on how kind a staff member was when I was in pain. There are little things that would make the patient experience more comfortable that don't feel important enough to spend time on during an appointment. For instance, I would love to suggest to my dermatologist that she add mirrors and hooks in changing rooms. If I had a big problem, I would not rely on a survey to communicate my concerns, so I don't feel a burning desire to be assured that my feedback was heard. I assume that the surveys are sent in good faith. But, if mirrors appeared in my doctor's changing rooms, that would be great feedback!




		







		

		by Michael S – 3:33 PM on 1/6/2025
	

	1) I do. Hopefully it will improve things. 2a) Never have had any difficulty answering. 2b) If lengthy, I have time constraints and have difficulty typing lengthy answers on my mobile phone. 3) I'd simply ask: what did I believe to be the objective of the visit, was the objective met, and if not, why.







		 
	

		by Kirstin L – 10:39 PM on 1/7/2025
	

	Michael, Thank you for participating! I work with Natsumi and will be helping out with this research activity. You mentioned lengthy responses are difficult on a mobile phone. Do you have any thoughts about the ease or difficulty of surveys in other formats (for example, mail, voice calls, etc.)? Thanks for your time!




		







		 
	

		by Michael S – 7:55 AM on 1/8/2025
	

	I think voice calls would be easiest. Emails would still involve typing on a mobile phone, so surveys requiring lengthy responses would still be difficult.




		







		

		by Dean H – 4:21 PM on 1/6/2025
	

	1. I do answer my surveys as I believe it is important to provide feedback, both good and bad. I answer all the questions honestly, again good or bad. 2. I have not had a time where the questions were difficult to answer. 3. I think a question should be, did the doctor answer and explain the answers to your questions.







		 
	

		by Natsumi H – 6:49 PM on 1/6/2025
	

	Hi Dean, Thank you for sharing your thoughts! What motivates you to respond to these surveys?




		







		 
	

		by Dean H – 8:35 AM on 1/7/2025
	1 Like

	I feel it is necessary to be a participant in my healthcare and it's evaluation. If you are not happy or are happy with your providers they should be made aware. If you don't tell them how will they know. Although it may not make a difference in the big picture of healthcare if enough people give feedback I feel it is beneficial to the patients.




		







		

		by Debbie L – 4:59 PM on 1/6/2025
	1 Like

	1. I always answer them. If it was a good experience, I want the caregiver to get proper credit. If it was bad, I want the administration to know that there's a problem that needs to be dealt with. If it's really bad, I complain up and down the administrative line of responsibility. 2. No, but sometimes things can be ambiguous - the provider says there's a problem and refers me to someone else, which then becomes a whole new problem. In general, I answer the questions accurately and honestly. 3. That's tricky. Many patients (not me) find the whole medical/administrative establishment to be opaque and intimidating, so they nod and smile and say everything is OK. You can't tell whether the patient understands anything, particularly if there's a language barrier, and you don't know whether they automatically agree with the authority even as they know they won't do anything of the sort. If they're from an authoritarian country where dissent can be dangerous or deadly, they get trained early to say only what the voice of power wants to hear.







		 
	

		by Kirstin L – 10:35 PM on 1/7/2025
	

	Debbie, Thank you for participating! I work with Natsumi and will be helping out with this research activity. Can you clarify which things can be ambiguous (referring to your second point). How can patient experience surveys be less ambiguous? Thanks for your time!




		







		 
	

		by Debbie L – 10:38 PM on 1/8/2025
	1 Like

	Sometimes there's a question that doesn't have a useful answer, such as, "Were there delays before seeing your provider." It's significant if the clinic deliberately overbooks and causes delays, but it's meaningless if the delay is caused by a contractor's truck parked in front of the driveway. Life is very complicated and simple yes/no questionaries don't reflect the many causes and choices that can control an action.




		







		

		by Susan O – 5:00 PM on 1/6/2025
	1 Like

	1.  I sometimes, not always answer them.  If they come in a text message, I find it frustrating to respond to several questions. I do much better with an email for          typing purposes.  I will take time if I am particularly unhappy with the doctor or an office visit. 2.  I find it tedious when I have to log with username and password to complete the survey.  I have to ponder whether it is wise to share my true feelings and would this affect my care. 3.  Questions would be.... Did you receive a friendly and helpful greeting?  Did you have a long wait time for your appointment?  Was the doctor approachable and      listen to your concerns?  Did he/she explain in detail for you to understand?  Would you recommend this physician again?  if so why and if not please explain      why?  Were you satisfied with the time the doctor gave you?  Did you feel the appointment was rushed?  Did you have difficulty getting an appointment?







		 
	

		by Natsumi H – 11:27 AM on 1/7/2025
	

	Hi Susan, Thank you for sharing! What type of survey format do you prefer, if given the choice? What is most important to you when providing feedback to the organization?




		







		 
	

		by Susan O – 1:00 PM on 1/7/2025
	1 Like

	Hi Natsumi, I prefer an email survey.  It's much easier than responding in a text message. Most important to me is if my problem is solved and questions answered.




		







		 
	

		by Natsumi H – 7:22 PM on 1/7/2025
	

	Amazing! Thank you so much for your response! You mentioned that logging into an account and leaving feedback through your account makes you feel apprehensive. How can the survey experience be made more comfortable and intuitive to increase the likelihood of you completing it?




		







		 
	

		by Susan O – 10:06 AM on 1/8/2025
	

	I think my response was misinterpreted.  I would prefer leaving feedback on my laptop rather than responding in a text message.  I would like some recognition that my response was read and acted on if necessary.




		







		 
	

		by Kirstin L – 9:47 PM on 1/8/2025
	

	Susan, Thank you for participating! I work with Natsumi and will be helping out with this research activity. I am understanding that you prefer to answer survey questions on your laptop, but may have some misgivings about surveys that require you to login and identify yourself. Thanks for explaining. From your last comment, can you offer some suggestions or examples from past experience that make you feel confident that your patient experience survey responses were read and acted on?




		







		 
	

		by Susan O – 9:21 AM on 1/9/2025
	

	Hi Kirstin, I have no recollection of receiving any feedback from medical surveys.  I have received coupons for participating in a survey for shopping or products purchased.  With that said, there should be a mechanism in place that responds to your reply rather than just a "thank you for  your participation"  on completion of the survey.




		







		

		by JOHN C – 5:02 PM on 1/6/2025
	2 Likes

	[Highlighted] 1. Yes, I tend to respond to the surveys to recognize the good service typically provided, and also, when it isn't what is expected, I reply so that the provider is aware of what is not working as expected. 2. Occasionally it is difficult to respond when the survey is written to only provide positive responses, or when there isn't any area for comment to clarify ratings. I do respond accurately and honestly to the surveys. 3. Too many of these surveys are poorly written and don't ask the right questions. For example, too often, they might ask how timely something was but not ask if the patient (me) was treated with respect. Few ask if the room is warm enough or if anyone asks if there is anything else they need. The overall experience is critical, from the ability to get to the location, parking, waiting room, exam room, doctor, and how I felt during and after the appointment.







		 
	

		by Natsumi H – 2:14 PM on 1/7/2025
	

	Hi John, Thank you for sharing! Tell us more about the positive experience that you've had that compelled you to leave a feedback! Additionally, what type of questions would you like to be asked and in what type of circumstances, and why?




		







		 
	

		by JOHN C – 2:45 PM on 1/7/2025
	

	I tend to reply since I have been in the Service Management business and understand the value of surveys (when appropriately utilized). Employees need to be recognized when they do their jobs and coached when they don't meet the expected level of service. Surveys are one tool (often overutilized and poorly designed) to understand customer experience. I feel it is our responsibility as customers to provide feedback so the service provider understands what is working well (and reinforces these behaviors) and identifies areas not meeting customer needs.sa Too often, it is bureaucratic procedures that prohibit people from doing the job they need to do, and sometimes regulatory requirements can impact the services. As for questions I would like to see asked, more a balance of objective and subjective, and not just transactional, e.g., how long before ..., which are important, but questions related to how the person was treated, how they felt, etc. Luckily, my experiences with Fenway Health and BIDMC have all been good (10+ years), but there have been times with I have commented on how I felt I was rushed...




		







		

		by Debra N – 5:29 PM on 1/6/2025
	1 Like

	Yes, because it is a good way to know if the patience is having adequate treatments from all the patient care team.







		 
	

		by Natsumi H – 11:10 AM on 1/7/2025
	

	Hi Debra, Thank you for sharing! Could you share with us a bit more on what would make you more likely take the survey?




		







		

		by Arthur S – 10:06 PM on 1/6/2025
	1 Like

	I rarely answer them  I am not sure they are really necessary. I never have a hard time answering them I would not suggest any question to ask







		 
	

		by Natsumi H – 6:49 PM on 1/7/2025
	

	Hi Arthur, Thank you for sharing! Could you share more about why you feel these surveys are not necessary? How can these surveys be improved to make you more likely to complete them?




		







		 
	

		by Arthur S – 10:38 AM on 1/9/2025
	

	I am not sure how these are really used by those who review them.  In the majority of cases I would usually be giving positive responses.  If I did have a negative experience I might respond but again I am not sure how they are used. I guess if the survey was shorter with more direct questions I might respond.




		







		

		by Richard C – 10:41 PM on 1/6/2025
	1 Like

	Yes. I respond almost always as the providers emphasize the importance of responses and I tend to agree. My experiences are usually on the positive side so that makes it fairly easy to respond. I believe that the survey questions I receive are comprehensive and well thought out and there’s really not much about them that I would change.







		 
	

		by Natsumi H – 2:07 PM on 1/7/2025
	

	Hi Richard, Thank you for sharing! What are some positive experiences that you've had in the past that you felt compelled to share? Additionally, would you be open to completing the survey if you had a neutral experience?




		







		

		by Juliet T – 1:11 AM on 1/7/2025
	2 Likes

	1. I usually will respond to surveys to try to give feedback.  However, occasionally I don't respond because of time constraints.  I look at the surveys as not a top priority when I'm lacking time. 2. Sometimes the questions don't pertain to me, yet I am forced to put in an answer.  Having the ability to say does not apply would be helpful.  I do like it when there are options to provide additional information. 3. As mentioned above, I think it is helpful to have some optional areas to provide additional information.  This is the perfect place to for people to write about positive, negative or neutral experiences.  In October/November I had two appointments with different medical providers.  One of them I believe provided excellent service, and I was able to provide information in the feedback survey on this.  The other appointment did not go so well, yet I don't think I was able to provide additional information on this ... and I wanted to.







		 
	

		by Natsumi H – 11:14 AM on 1/7/2025
	

	Hi Julliet, Thank you for sharing! What would be an ideal length of a survey for you and, what would motivate you to take the survey? Additionally, what are some past examples of experiences you consider really good or really bad that you would want to share in your feedback?




		







		 
	

		by Juliet T – 8:02 PM on 1/8/2025
	1 Like

	In terms of an ideal length survey - I think it should be a survey that takes 1 to 3 minutes with option of being able to add additional information in a freeform.  So when I say 1 to 3 minutes - I am thinking no more than 12 multiple choice questions. An example of a really good experience is when the medical provider knew me as a patient, reviewed current medical test results compared to previous years.  She engaged me in the conversation and also made sure all my questions were answered and that I understood the results. An example of a bad experience, is that the medical provider rushed through the appointment and seemed to be aggravated by my asking questions.  They are also insisting on a knee replacement without me being able to look at other options and a second opinion.  I won't be going back there.




		







		

		by Ed P – 3:05 PM on 1/7/2025
	2 Likes

	I always try to answer the “patient experience surveys”. I look on it as the least I can do. If I am traveling or in the middle of a family crisis, I put them off and sometimes forget to go back. The questions asked should have "N/A" or "Did not Apply to me", as a choice. I don't have a hard time answering the questions although in many cases it is repetitive and could be consolidated better. Most family people I have spoken to about surveys say they don't fill out any surveys out of mistrust and/or time required. As for surveys in general, people (me included) are being overwhelmed, Everything I buy on Amazon, Home Depot, Wal Mart, etc. wants a survey. I even got one from Staples for pencils I boughts - what can you say about a pencil? I would probably add " Do you feel your provider spent enough time with you?" and "Do you feel you are getting better or worse with your current level of medical care?".







		 
	

		by Kirstin L – 10:24 PM on 1/7/2025
	

	Hello Ed, Thank you for participating! I work with Natsumi and will be helping out with this research activity. I'm curious, can you think of anything that would help the family members you mentioned feel that patient experience surveys are more trustworthy? or more worth their time? You also mention that surveys can become repetitive. What is the maximum number of questions you would like to answer about a patient experience? Thank you for your time!




		







		 
	

		by Ed P – 8:30 AM on 1/8/2025
	1 Like

	Hello Kirstin, I do not nag family & close friends on the topic of medical provider surveys (or any surveys), but I have told some that providing survey requests for medical services received was important feedback. Apparently, the fear of being scammed by giving out any information in a survey has discouraged many people from responding to surveys. We live in a time where answering the phone from unknown (sometimes even known 'spooked') numbers is hazardous.  Giving out any information to 'strangers' via phone, web sites, e-mail, texts, or paper mailing, has curbed our ability to communicate honestly & effectively. It's not even safe anymore to mail out a check (check washing) or lend your phone momentarily to a stranger in need (steal $$ through your Venmo or similar APP). Now with A.I. anyone can be impersonated. I'd look on the government & phone companies to do something, but it's basically all on us, the recipients, to take on all risks. Since so much of our information has been compromised and is 'out there', scammers only need few pieces of our information here & there to fill in the blanks and steal our identity/wipe us out financially. Also, as mentioned, we are overwhelmed by survey requests. As far as Medical Surveys are concerned, I'd suggest giving them to patients in the waiting room based on previous visits. I cannot argue with the time issue either, some of these surveys take a long time and seem to go on & on. I recently spent over an hour, spread out over 2 days, on a Subaru survey from a recent purchase, only to find out they're sending me similar ones every month. Needless to say, I now delete any Subaru request for surveys. I would say that no more than 5 questions total are needed.  Again, make them short (but creates a data entry issue for the provider & the identity of the individual is compromised). For me personally, I do not mind that my identity is known on the medical surveys I fill out.




		







		 
	

		by Susan O – 10:00 AM on 1/8/2025
	

	Your response to Kristen was interesting and thought provoking.




		







		

		by Marie F – 3:11 PM on 1/7/2025
	1 Like

	I rarely get surveys after medical appointment. I will always get confirmations about upcoming appointments but not surveys.  If I were to get one I usually will not respond unless I had a very good or lousy experience. I would rather have the dr ask me how I am as apposed to them going by a generic questionnaire







		 
	

		by Natsumi H – 6:45 PM on 1/7/2025
	

	Hi Marie, Thank you for sharing! Could you tell us more about why you feel more inclined to complete the surveys after a positive or negative experience? Would you also be open to completing the survey if the experience was neutral? What are some examples of moments in the past that have prompted you to share your feedback through the survey?




		







		 
	

		by Marie F – 6:00 PM on 1/8/2025
	

	I rarely get survey on med visits. But if I had a positive or negative experience I guess I’d respond to give feedback to not only help the practice but hopefully help the practitioner. If experience was neutral I don’t honestly know it I’d respond. Emails have gotten so intrusive that I just delete as usual.




		







		

		by Kent K – 3:43 PM on 1/7/2025
	1 Like

	1. I tend to answer them for two reasons. One is for survey credit and the other is in hope of someone on the receiving end being able to make something better by hearing such feedback. I take time to respond if there I have the time and it looks applicable to me. I will pass if I'm busy with something more pressing or if it doesn't look applicable to me. 2. I might have a hard time if the visit involved multiple parties (PA, Dr., lab tech, etc.) But I usually just do my best to be informative. I really have no sensitivity to personal situations so it us usually easy to be open and honest. I also have faith that privacy is protected. 3. I might ask to identify the primary provider to focus interaction on the right subject.







		 
	

		by Natsumi H – 6:42 PM on 1/7/2025
	

	Here's an edited version of your message: Hi Kent, Thank you for sharing! Who do you hope is receiving your feedback, and what would make you feel that your feedback is being heard and considered? What types of questions would you like to be asked?




		







		 
	

		by Kent K – 11:01 AM on 1/8/2025
	1 Like

	Hi Natsumi, I would hope that representatives and providers and insurance companies would be recipients. And of course, I expect that the Medicare Idea Exchange folks would hear and be the conduit to those that should hear because I trust that is the goal of the organization. I would feel encouraged that my feedback is heard if we heard back as to what, if anything resulted from our responses to the surveys. I don't know of anything else I would like to be asked. Thanks, Kent




		







		 
	

		by Natsumi H – 2:36 PM on 1/8/2025
	

	Hi Kent, Thank you for sharing! This is all really interesting! How would you like to be informed that your feedback has been heard, and what type of communication would you prefer to receive the results through?




		







		 
	

		by Kent K – 3:05 PM on 1/10/2025
	

	Maybe as an add-on to messages from the same helpdesk@cspace.com that invites us to participate in a new survey?




		







		

		by Sandra M – 3:49 PM on 1/7/2025
	1 Like

	1.  I do answer them because it is important for the medical facility to now how we as patients are treated.  I happen to have a great PCP and I really like giving her the credit she deserves.  If I have a negative experience with a doctor, nurse, technician, etc.  I think it is important to let the facility now what happened and how I felt.  I try to do it with out being nasty however. 2.  No I have never had a hard time answering any of the questions. 3.  I'm not sure I would change anything about the surveys I have received.







		 
	

		by Natsumi H – 6:12 PM on 1/7/2025
	

	Hi Sandra, Thank you so much for sharing! Could you tell us more about what motivates you to participate in the surveys? Additionally, could you share some examples of when you had a great, neutral, or bad experience that prompted you to complete the surveys and provide feedback? Thank you!




		







		

		by Kathy C – 5:00 PM on 1/7/2025
	2 Likes

	I am pleased to respond to patient surveys so I can share my positive and/or negative experiences about providers.  I am especially happy to report on a positive appointment, where a provider was able to answer questions about a health situation and offer helpful suggestions.  I sometimes choose not to report a negative response because of the situation that I experienced.  I do not want to be identified as someone who gave a negative response, even though I know it is important to respond and highly unlikely that I could be identified.  I would be certain to have open ended questions, not yes, no, etc. so patients have the opportunity to share their real feelings.







		 
	

		by Natsumi H – 6:41 PM on 1/7/2025
	

	Hi Kathy, Thank you for sharing! Could you tell us why you feel less inclined to share negative feedback? What would make you feel more comfortable sharing your honest feedback during these surveys? Additionally, were there any neutral experiences where you still chose to share your feedback?




		







		

		by Barbara B – 5:17 PM on 1/7/2025
	2 Likes

	I am honest in my responses because I believe that the purpose of the survey is to get feedback both positive and negative.Sometimes it is difficult to respond to questions because of the wording. For example the questions may require a black or white( positive or negative) response without room for more information.







		 
	

		by Natsumi H – 5:40 PM on 1/7/2025
	

	Hi Barbara, Thank you for sharing! How would you prefer the questions to be worded to make the survey experience easier? Additionally, you mentioned that you like to provide feedback for both positive and negative experiences. Could you share some examples of these moments? Have you also left feedback for any neutral experiences? Thank you!




		







		 
	

		by Barbara B – 5:03 PM on 1/8/2025
	

	If the survey included the prompt to explain further you response that would be helpful. Example of positive feedback would be a nurse or therapist who provided personalized care and sensitivity. Negative example: if I rang for aide or nurse and had to wait over 5 minutes for someone to at least check on what I needed. For neutral experiences I would fill out survey with just over half way (scale of 1-19 would be 5 or 6)




		







		

		by David C – 5:22 PM on 1/7/2025
	3 Likes

	It is hard to answer the questions because they are too focused on individuals and not the overall experience. I would ask about the state of the facility, are there enough staff, the attitude of the staff and fellow patients. The overall experience is important in building confidence in the care.







		 
	

		by Natsumi H – 5:32 PM on 1/7/2025
	

	Hi David, Thank you so much for your response! Could you share more examples of questions you'd like to be asked that could provide the provider with more insight into your visit? Additionally, could you share an example of a time when you felt prompted to complete a survey and leave feedback for your doctor or provider? Thank you!




		







		 
	

		by David C – 6:47 PM on 1/7/2025
	1 Like

	Every time I visit a doctor, PA, lab etc., I am sent a questionnaire. Given life experience, I tend to answer questionnaires regarding people because I know part of their performance review and potentially compensation depends on the responses.




		







		

		by Arthur S – 5:27 PM on 1/7/2025
	2 Likes

	I feberally do nit answer surveys sent by mail, email, or phone. I can never be sure they are from the place they say they are from. And they seem designed by marketing people and not be people   interested in my well being. If they came from a person I knew  and not from  a bot, I might be more inclined to reply. Truth is, I never reply.







		 
	

		by Natsumi H – 6:10 PM on 1/7/2025
	

	Hi Arthur, Thank you for sharing! Could you share more about how the surveys could be worded to feel less automated? What would make you more likely to participate?




		







		 
	

		by Arthur S – 4:48 PM on 1/8/2025
	2 Likes

	Probably no escaping Al to put people back in the loop.I think a simple question like would you recommend us to your friends would tell them alot. Also, something about what will be done wirh the information provided would make it feel more like a relationship than a marketing ploy.




		







		

		by Debra N – 6:00 PM on 1/7/2025
	1 Like

	Need to ask questions, sometimes the patient need to know more about their condition than just a few minutes of any patient care team time.







		 
	

		by Natsumi H – 6:32 PM on 1/7/2025
	

	Hi Debra, Thank you for sharing! Could you share more about the types of questions you'd like to be asked?




		







		

		by Coral G – 6:18 PM on 1/7/2025
	1 Like

	There were no follow up questions submitted for me. In response to David's comments, I often see questions about the facility, etc. included.  I like these questions, since they show that they are looking for responses for the total environment.







		 
	

		by Kirstin L – 10:10 PM on 1/7/2025
	

	Thanks Coral! That's great to know.




		







		

		by Peter v – 7:34 PM on 1/7/2025
	

	1. I answer most of the time these patient experience surveys and "hope" that my response(s)will assist in improving the healthcare service not only for me but also others. It is also a good tool to convey the "good, the bad and the ugly" of the staff. 2. Do not have or had a hard time responding to a survey. The provider sends the e-mail to hopefully seek feedback (good, bad or indifferent) about their organization, their service. 3. Did the provider spend enough time with you, did all your questions were answered in a "non-rush way"? Did the provider make your feel comfortable?







		 
	

		by Kirstin L – 10:02 PM on 1/7/2025
	

	Hello Peter, Thank you for participating! I work with Natsumi and will be helping out with this research activity. I'd like to learn a little more from you about how patient experience surveys can get a picture of your entire experience. Can you tell me more about how you would like surveys to gather feedback on the providers and their support staff? Which support roles should be included? Thank you for your time!




		







		 
	

		by Peter v – 10:07 PM on 1/8/2025
	1 Like

	Hello Kirstin, Going to a doctors office a patient is exposed to a variety of staff members. Thinking about my last visit to my PCP, the counter person where you have to confirm that you arrived/checking your insurance, the counter person at the PCP, than a nurse who checks your blood/weight and checking again your medicines (which I already have to confirm prior to my visit on the app!!!), than the PCP and lastly if needed the lab or another nurse for a potential shot. Having said the above, all functions should be part of a survey/patient feedback.




		







		

		by Peter C – 7:44 AM on 1/8/2025
	2 Likes

	I really like all of my current doctors primarily because they are all open to my questions and typically answer them.   When I'm finished with my appointments I'm typically satisfied with any of my health topics.  If I think of something later, I utilize email and get a timely response. So when it comes to surveys, I am a regular reviewer and usually a 4 or 5 star (out of 5) reviewer.  I also try to leave a comment on why I scored my visit the way I did.







		 
	

		by Natsumi H – 9:53 AM on 1/8/2025
	

	Hi Peter, Thank you for sharing! Could you share with us a bit more on why you feel more likely to complete the survey? And what type of questions would you like to be asked? Thank you!




		







		

		by David B – 8:51 AM on 1/8/2025
	1 Like

	I do tend to answer patient surveys. I believe that they could be helpful (if) they are actually reviewed and analyzed, however I have become more cynical lately because I rarely receive any follow up correspondence when I am given the option to ask for it. I do not have a hared time answering any of the questions because I believe that the particular group asking really would like to know how I feel. I would ask how I felt I was treated (was my time respected, was I treated as a person and not a number...etc.) as I feel that I am the customer and these medical professionals (with all due respect) are working for ME.







		 
	

		by Susan O – 9:25 AM on 1/8/2025
	1 Like

	I agree with you about becoming cynical lately.  I have never received a follow-up correspondence especially if anything written was negative. It makes one wonder if my response is really read and reacted on.




		







		 
	

		by Natsumi H – 9:50 AM on 1/8/2025
	

	Hi Susan, Thank you for sharing! Could you share more on this and how you would like providers to demonstrate that they've received and are considering your feedback in the future?




		







		 
	

		by Susan O – 10:26 AM on 1/8/2025
	2 Likes

	[Highlighted] Reading other responses has me giving this more thought.  I believe that the surveys are automatically sent.  Where does it go or who does it go to after the survey is filled out?   If my response is read, there should be some mechanism to receive a response that the survey has been read and there should be some follow up with a "thank you" if positive or a call back or a response if it is negative.




		







		 
	

		by Natsumi H – 9:36 AM on 1/8/2025
	

	Hi David, Thank you for sharing! Could you share with us why you feel this way about surveys, and how they could improve to make you feel heard and valued?




		







		 
	

		by David B – 3:56 PM on 1/8/2025
	1 Like

	I feel this way because I am seldom contacted when I ask for follow up, which leads me to believe my comments are not valued. I would feel more valued if when I ask to give further input I was contacted to do so.




		







		

		by Kathy C – 9:13 AM on 1/8/2025
	1 Like

	I have shared negative responses at times, when I thought it would be useful information to the provider.  I would share if I encountered a neutral experience, I just can't think of any time like that in recent times.







		 
	

		by Natsumi H – 9:58 AM on 1/8/2025
	

	Hi Kathy, Thank you for sharing! Could you also tell us what you consider a positive, neutral, or negative experience, and what factors influence this? Thank you!




		







		

		by Peter C – 10:58 AM on 1/8/2025
	1 Like

	In my prior life working, my companies always valued feedback from our customers.   We would review all comments and ratings to assist us in determining what we did well and what needed to be improved.   To that end, I try to provide that same feedback from my current consumer end.   I'm am also of the mindset, that I'm always tryng to do better and help others do better as well.   Unless you tell people what you would like to see done better, they probably won't know what needs to be improved.   I equate it to voting in elections.   If you don't vote, you are not making your opinion known and can't expect improvements. I liked to be asked if the doctor addressed all my concerns and listened to me.  An important question to me also is how easy and quickly you could get an appointment and if you felt rushed during the appointment.  I also like to be asked about the condition of the facility.   I think clean places are always  better and a reflection of how the facility is managed.    Finally, I like to be asked if I felt valued and respected by everyone who I had contatct with during my visit.







		 
	

		by Natsumi H – 12:40 PM on 1/8/2025
	

	Hi Peter, Thank you so much for sharing! Could you share any past experiences where you provided feedback in these surveys? What motivated you to share your thoughts?




		







		

		by Kathy C – 11:13 AM on 1/8/2025
	1 Like

	A positive experience is when I am listened to during an appointment and receive advice on my questions about my health, even if the news is not positive the information is appreciated.  I negative experience occurs if I am rushed during an appointment or when I do not receive what I consider helpful information.  Neutral to me means that it might have been a successful appointment but I did not necessarily receive information that is helpful.







		 
	

		by Natsumi H – 12:39 PM on 1/8/2025
	

	Thank you so much for sharing!




		







		

		by David B – 12:07 PM on 1/8/2025
	2 Likes

	I feel this way because I am seldom contacted when I ask for follow up, which leads me to believe my comments are not valued. I would feel more valued if when I ask to give further input I was contacted to do so.







		 
	

		by Natsumi H – 11:28 AM on 1/9/2025
	

	Hi David, Thank you for sharing! How would you prefer to be contacted for any follow-up on your input? Additionally, how would you like to be assured that your feedback is being heard and considered?




		







		 
	

		by David B – 5:50 PM on 1/9/2025
	

	I would prefer to be contacted by email and I would like to receive an email indicating that my feedback has been received and is being considered. thank you for your response! David B




		







		

		by Debra N – 5:01 PM on 1/8/2025
	1 Like

	I never had a hard time answering any patient experience questions. Hopefully the input helps the patient care team do a better job, with whatever needed to be done with the patient care.







		 
	

		by Natsumi H – 11:29 AM on 1/9/2025
	

	Hi Debra, Thank you for sharing! How would you like to be assured that your feedback is being heard and considered?




		







		

		by Saralee M – 7:08 AM on 1/9/2025
	1 Like

	I usually answer the questions that I receive by a telephone call.  My answers are usually very positive.  My doctors are very punctual.  I rarely have to wait.  There isn’t anything I would add to the questions they ask.  They seem to cover everything that is important.







		 
	

		by Natsumi H – 11:39 AM on 1/9/2025
	

	Hi Saralee, Thank you for sharing! Do you typically leave feedback only when contacted via phone call? What has your experience been like when completing online surveys?




		







		 
	

		by Saralee M – 3:13 PM on 1/9/2025
	

	I only get telephone calls.  My doctors are at Mass General and I usually get a call after my appointments.  I haven’t gotten any online surveys.




		







		

		by Beth L – 5:13 PM on 1/9/2025
	2 Likes

	3. Did you leave the appointment with the sense that your questions had been answered? Did you understand the advice or instructions your doctor had given you? Did you feel free to call or email with any follow-up questions?







		

		by Carolyn G – 5:33 PM on 1/9/2025
	

	I’m not sure that any real action is taken in response survey answers. If somebody submits a particularly scathing review it is easy to write them off as a problem patient/a head case. If somebody writes positives, that is reinforcing for the provider and finds its way into on line advertising/testimonials. It’s an art form to submit a comment that presents itself as constructive criticism “opportunity for improvement”







		

		by Michael E – 5:42 PM on 1/9/2025
	1 Like

	Surveys are not scientific There is too much bias because the people that respond are so few that the general temperament oof a given situation leaves out all those who don’t respond!







		 
	

		by Bette E – 5:58 PM on 1/9/2025
	

	I agree with you. In addition to the bias you mention, even regarding those who do respond, the answers are subject to how each person is thinking/feeling at the time they fill out the form -- which can easily change -- and to each person's ability to recall events accurately. Memory studies have shown that people's recall is often quite faulty, even when they're in good physical condition.




		







		

		by Barbara B – 5:48 PM on 1/9/2025
	

	I usually answer surveys because I believe they are a valuable resource for the doctors or facility. I make it a point to mention positive and negative specific examples. If I didn’t feel that I could respond honestly I would not fill out the survey. I especially like the opportunity to express gratitude to caregivers who have done more than the minimum, have been supportive and have made me feel like a person, not mere,y a name and date of birth







		

		by David B – 5:52 PM on 1/9/2025
	1 Like

	I do tend to answer patient surveys. I believe that they could be helpful (if) they are actually reviewed and analyzed, however I have become more cynical lately because I rarely receive any follow up correspondence when I am given the option to ask for it. I do not have a hared time answering any of the questions because I believe that the particular group asking really would like to know how I feel. I would ask how I felt I was treated (was my time respected, was I treated as a person and not a number...etc.) as I feel that I am the customer and these medical professionals (with all due respect) are working for ME. Comments (2)







		 
	

		by Natsumi H – 1:28 PM on 1/10/2025
	

	Hi David, Thank you for sharing! Could you share more about how you'd like to be shown that your feedback has been received and understood?




		







		 
	

		by David B – 4:49 PM on 1/12/2025
	

	By receiving an email restating my feedback in the words of the person (or machine) that I responded to indicating that it  has been understood.




		







		

		by Susan O – 7:30 PM on 1/9/2025
	1 Like

	I have read the comments from other members. Everyone had some very interesting responses making me pause and reflect on my own view points.  With that said, I would love to know what you will do with all our input. This has been a very interesting exchange. I am left with the question whether to respond or not to future surveys.







		

		by Richard C – 8:27 PM on 1/9/2025
	1 Like

	Although I’d prefer to not answer these surveys I generally do, but only after having been pestered several times. If my visit experience was highly positive, I’m quite willing, perhaps even eager, to complete the survey. Otherwise less so because I’m reluctant to cast the provider and his or her staff in a negative light. In fact, I can’t recall a time when responding to a survey that I’ve been highly critical of a provider. Maybe I’m just reluctant to be a “hard marker” but I tend to give others the benefit of the doubt. I believe that health care providers are in really challenging positions and truly try to do the best for their patients.







		

		by Marie F – 5:09 AM on 1/10/2025
	1 Like

	In answer to the follow up question to me - when I do respond to medical surveys negative or positive it’s because I want to show appreciation of a job well done or make the powers to be aware of a problem. As to surveys that if I get that I don’t respond to. I basically have nothing to say negatively or positively therefore why waste my time. Furthermore I spend a lot of $$ for medical coverage and feel I have no one to answer to besides the medical team that helps me but myself!







		

		by Debra N – 5:39 AM on 1/10/2025
	1 Like

	No I never had a hard with my opinions, try to answer truthfully to the best of my experience with my patient care.







		

		by Saralee M – 6:54 PM on 1/11/2025
	

	I always answer the surveys regarding my medical appointments.  I am very honest in answering the surveys.  I have several doctors with different specialties.  I am very fortunate that they are always on time and it is always a good experience.  The questions are easy to answer.  They just want to be sure that their patients experience professional, courteous experience in a timely manor.  The only thing that keeps me from completing the questioners is if I am involved in another activity at the same time.
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