
All sub-groups of IPRO 340 have worked towards a common 
                   goal:







Clinics A & B

Clinic C

Clinics D & C

Clinic B
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Objective

IPRO 340    

Our focus is on the process of 
how the clinics receive and interpret the data and 

how data can impact the clinic and staffs views of the clinics performance.  
This will aid the clinic staff in deciding what aspect of the survey 

needs to be focused on.

ACCESS Community Health Networks pursuit of the highest quality of healthcare is changing
the way the uninsured and underinsured populations of Chicago receive healthcare.  Patient

Satisfaction Surveys are used as a means of evaluation of the various clinic quarterly
performances.
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Quarterly Patient Satisfaction Improvement

IPRO 340    

- patients perceive
a new level of service

- survey data 
collected and 
compiled 
by survey staff
- data sent to 
clinic manager

- receives data
- makes clinic staff aware
of survey results

- staff is
made aware
of survey data
- goals are set
to improve
service

process

design opportunities

- education

-expression
of ideas

- sharing of data

-proper data
collection

-credibility

- 2.5% of patients are surveyed

-presentation

- cultural issues

-analysis

-interaction
with patients
-work process

- implementation of ideas
- sharing of ideas

- information

new quarter
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Patient Satisfaction Survey

IPRO 340    

1 of 2 

ACCESS COMMUNITY HEALTH NETWORK 
Caring. Committed. Connected. 

Patient Satisfaction Survey     

We would like to know how you feel about the services we provided to you TODAY.
Your responses will help us improve our services.   

All responses are kept confidential. Thank you for your time.   

Date:  _________________________________ 

Health Centers Name:  __________________________________________________ 

Doctor Seen Today:  ______________________________________________________ 

 tneitaP dehsilbatsE    )ro(    tneitaP weN :elcric esaelP

Please circle:                                        Appointment   (or)  Walk-In 

Please circle age of Patient:                           0–14     15–30    31–50    51 or older 

Number of times visited this health center? 0–3 4–6       7+ 

Have you ever filled out this survey before?   Yes    (or)    No 

How did you hear about our clinic?                   Newspaper / Article / Friends / Relatives 

 _________________________ rehtO  
 
 

IIs there anyone that you would like to recognize today for their service? 
 

Name:  ______________________________________________ 

Please circle how well you think we are doing: 
GREAT GOOD OK POOR VERY

POOR

 1. Give us a score on the length of time spent waiting to see your        
doctor/medical provider. 

            How long did you wait today?  ___________________ 
5 4 3 2 1 

 2. Give us a score on the courtesy and caring provided by your 
doctor/medical provider. 

5 4 3 2 1

 3. Give us a score on the courtesy and caring provided by your 
medical assistant/nurse. 

5 4 3 2 1 

 4. Give us a score on the courtesy and caring provided by your    
receptionist staff. 

5 4 3 2 1

 5. Give us a score on the timeliness of answering your phone call. 5 4 3 2 1 N/A

2 of 2 

What is it about our clinic that keeps you coming back? 

If any responses to this survey were scored a 2 or 1, please give us your reasons so that we can 
improve : 

What can this clinic and ACCESS Community Health Network do to obtain a score of 5’s? 

If you would like to speak to us about your experience, please leave your name and phone number 
and we will call you. 

Thank you for helping us provide you high quality health care. 
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Outcome

IPRO 340    

Quarter 1

PATIENT SATISFACTION GOAL

Quarter 3 Quarter 4

Newly Formatted 
Data Recieved

Clinic Manager

Data Distributed During 
Quarterly Meeting

Clinic Staff Has Personal
Copies & Posted in 

Break Room

Follow-up Focus Groups

Ideas and Suggestions
Recorded, Focus of Clinic Determined

Clinic Manager

Clinic Staff

Clinic Manager

Report tested ideas and Solutions
to Regional Manager

Clinic Manager

Regional Manager Shares
Ideas with Other Clinics

UNSUCCESSFUL?
Regional Manager informs 

other clinics.....

Can the Idea be Used at
Another Location?

Quarter 2

SUCCESSFUL?



Scheduling and 
appointments

Doctor-patient 
interaction

Kids activity and 
hygiene 

Educating 
kids

Waiting room 
experience User fl ow

Patient/clinic 
interface

Operation effi ciency

Wait Time

Opportunity areas



Kids - Activity & hygiene 

Design principles:

Solutions must aim towards creating a better waiting experience for the kids by engaging them in activi-

ties and games while educating them about health and hygiene

Gift making kiosk - display case of kids works

Fun interactive wall - play and learn

Different games for different wait time

Team games involving parents and kids

Sanitization kiosk for cleaning hands and toys

Dedicated play area for kids, color coded according to various wait time



Appointments and scheduling

Design principles:

Solutions must aim towards creating a transparent system which not only reduces the wait time but also 

takes care of patient’s needs while they wait

MSG from Access:

We are ready to take 

you into the exam 

room in 15 minutes. 

Please return back to 

the clinic

Access Community 

Health network - Kedzie

Sir, you still have 1 more 

hour. You can step out if you 

want to, we’ll text you when  

your turn comes.

Mobile alerts
Dedicated walk-in time and dedicated doctor for walk-ins

Wait time index - electronic or manual color coded display to inform people about their wait time 

MA station with scheduling map

Visual displays showing user fl ow diagram - which rooms are free and which ones are busy

Dad,  we are in the green 

bunny region . I guess I don’t 

have  much time to hang 

out here. I’ll  just play with 

that puzzle there.

Dont take too long. See 

that green room there - its 

empty. Doc will see you 

soon.



Waiting room experience
Design principles:

Solutions must aim towards designing a waiting room space that is warm and soothing, a space that nurtures 

and heals and a space where kids can play and learn while they wait.

Informal spaces to foster social interaction
Lounge space for the really sick

Nutrition info (health and wellness brochures), health tidbit cards

De-stress zone: Yoga TV - breath while you wait





















Please type the following sentence:









Joel Jacobson, Yoonsun Kye, Hyejin Park, Angela Robertson

current process

patient data collector

data analyst

site manager

report

clinic staff
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problems with 
quantitative data
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prototyping 
alternative methods



Joel Jacobson, Yoonsun Kye, Hyejin Park, Angela Robertson

new model
part one: immediacy

new tool

patient data collector

site manager

clinic staff

new tool

part two: over time

collected data

data collector

data analyst

site manager

clinic staff

new tool



Questions?

IPRO 340    
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