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Section 2.2 Utilize - Effective Use

Satisfaction Surveys
Client and user satisfaction surveys can help your home health agency gauge outstanding issues after implementing an electronic health record (EHR) system or other health information technology (HIT). These surveys are a means of continuing to communicate with all stakeholders. 

User Survey
A user survey demonstrates that ongoing input from users is important and helps motivate them to continue to work with the new systems. Evidence strongly suggests that the product selected is less important than how well the product gets implemented. The product doesn’t matter if users do not use the system.

1. The following survey tool mirrors the 1.1 Attitudes Assessment you may have conducted at the start of your HIT acquisition process. Distribute the following survey to all staff and those physicians who regularly refer clients to your agency. Compare results to the earlier survey. If you did not conduct an attitudes assessment, you can still gain significant benefit from distributing the survey within a few weeks or so of go live.

2. To evaluate results, identify areas of risk—areas where more responses are the opposite of what you would like to see. Identify strategies for addressing these areas. For example, if responses suggest alerts are annoying, form a team to identify which alerts are annoying and determine whether all are needed or how they might be modified to be more meaningful. If it is simply the volume, consider whether you are deploying this new means of communication too often. Identify alerts that can be grouped together, the critical alerts, and when a phone call or email may be a better means of communication.

3. Identify areas of success and celebrate! Thank respondents for making the results so positive, at least in the identified areas. Acknowledge areas that still need to be worked on.

4. The last part of the survey should focus on addressing individual needs.

Sample EHR User Survey
The purpose of this survey is to obtain feedback on our EHR system and how well it is meeting your needs. Results will be compared with the initial readiness assessment data as a benchmark and used to identify areas in need of improvement. We will periodically survey users until the system has stabilized and everyone is comfortable using it. 

Instructions
Please complete this survey and return to: ____________________ by: ______________

	Concerning our recent EHR implementation, check the column that most closely describes how you feel about each of the following statements:
	Strongly

Agree
	Agree


	Neutral


	Disagree


	Strongly

Disagree

	1.
It has increased overall efficiency.
	
	
	
	
	

	2.
Its alerts and reminders are annoying.
	
	
	
	
	

	3.
Our clients and their family members seem to accept the system.
	
	
	
	
	

	4.
After the initial learning curve, my personal productivity has returned to normal or improved.
	
	
	
	
	

	5.
It was difficult to learn to use.
	
	
	
	
	

	6.
I am not comfortable completing most of my documentation in the home with the client.
	
	
	
	
	

	7.
I am concerned that my documentation is not as complete or accurate as before.
	
	
	
	
	

	8.
I believe it has helped improve quality of care.
	
	
	
	
	

	9.
This implementation completes our goals for HIT.
	
	
	
	
	

	10.
Changes in workflow and processes have helped us improve patient safety 
	
	
	
	
	

	Rate the following concerning the HIT:
	Worse than Expected   
	Poor
	Acceptable
	Good
	Better than Expected

	a. Training
	
	
	
	
	

	b. System response time
	
	
	
	
	

	c. System dependability
	
	
	
	
	

	d. Technical support
	
	
	
	
	

	e. Ease of use
	
	
	
	
	

	Identify below changes or assistance you would like and provide any other comments
	Yes
	No
	Describe Needs

	a. Computer navigation
	
	
	

	b. Template redesign
	
	
	

	c. Changes to decision support rules
	
	
	

	d. Adjusting to computer workflow
	
	
	

	e. Other:
	
	
	


Client/Family Survey
An important indicator of overall success with HIT can be obtained from the perspective of clients and their families. You already may be conducting a standard satisfaction survey, but these surveys rarely focus specifically on the impact of HIT adoption.

This tool suggests three approaches to learning more about the impact of HIT on your clients.

1. Before and after HIT implementation studies. Identify specific timeframes for studying the differences in your standard satisfaction survey results. 

a. You might want to consider which phase of your HIT implementation to study. For instant, implementing a computerized assessment data entry system may not have as direct an impact on clients as a messaging system that alerts field personnel to a change in visit requirements.

b. Take measures before and after implementation, in close enough proximity so that intervening variables do not impact the results. If you compare distant times periods, such as the second quarter of this year and with the third quarter of last year, staff may have changed; you may have instituted other new processes other than HIT; HIT may not have been sufficiently adopted by staff that it has become the standard practice, but clients or their families have not yet come to expect its use.
c. Although you may compare your overall results or look at all measures on the survey, you may want to focus on those areas of the standard satisfaction survey that you believe would be most impacted by HIT. For example, you may want to compare questions on staff courtesy, respect, listening, and explanation. Differences in responses may indicate that staff are distracted by the HIT tools (e.g. laptop) and paying less attention to the client/not looking at the client, are more concerned about typing and are not listening as well, or are providing better explanations for clients because they can show graphs of how blood glucose fluctuates and provide education materials. Also, you may want to compare questions on medication administration and its explanation—EHRs have alerts to medication interactions; have medication lists which aid in keeping track of the client’s medications, particularly if the client in on numerous medications; and can provide patient education materials.

d. When evaluating results, both positive and negative, recognize that many variables impact the survey results, not just the HIT. Even with statistically significant improvements in client satisfaction, HIT may have had an adverse affect on clients. If results are negative, especially in focused areas, look for the root cause. The root cause may be staff issues with the HIT, processes brought about by HIT that are new to clients, or clients or their families concerns about HIT. To determine the root cause, it may be appropriate to conduct, or re-evaluate, the HIT user satisfaction survey, conduct field visits, conduct a formal process analysis using process mapping techniques from the 1.2 Workflow and Process Redesign and 2.1 Workflow and Process Improvement tools, and/or use a separate survey devoted to HIT (below). As you would with general satisfaction survey results, solicit input from staff for both cause and potential remediation.

Client/Family Satisfaction Survey Analysis Before and After HIT Adoption

	Questions

Replace with topics from your standard satisfaction survey


	Before HIT Results
	After HIT Results
	Analysis

	  1. Staff courtesy and respect
	
	
	

	  2. Staff listening
	
	
	

	  3. Staff explanation of what they are doing
	
	
	

	  4. Staff responsiveness
	
	
	

	  5. Personal privacy
	
	
	

	  6. Family involvement
	
	
	

	  7. General management
	
	
	

	  8. Staff arrival and departure timeliness
	
	
	

	  9. Medication administration and its explanation
	
	
	


2. Separate survey devoted to HIT. You can use a survey about HIT as the primary means to assess impact of HIT on clients, or as follow up to the analysis of your standard satisfaction survey. You may want to conduct a separate survey if you don’t use a standard satisfaction survey, standard surveys are not timed so you can obtain results at key times in your HIT rollout, or you would like to emphasize the importance of your HIT to your client community. 

a. In conducting your HIT client satisfaction survey, consider the communication to your clients about HIT. Just as springing HIT on your staff will likely not endear them to the HIT, the same is likely to be true to some extent for your clients. Home health agencies may find that talking up the impending HIT activities with clients and their families in advance, distributing a brochure in advance, ensuring that staff explain the new HIT to the clients or their families, and other forms of communication should be conducted (1.1 Communication Plan and 2.1 Client Communications). 

b. Conducting the HIT client satisfaction survey shortly after go live is a good idea, then periodically. Unlike the general satisfaction survey, this survey directly recognizes the new HIT and can aid in making clients feel comfortable that any changes they see are intended to benefit them. Doing it immediately can help head off unexpected consequences. Because this is not a part of your general satisfaction survey, you may not want to use a survey company to collect and tally results. Consider using a trusted community member to collect and tally the results. 

c. In evaluating results, first follow up on any negative responses or comments. If a client or family member requests follow up, do so in much the same manner as you would any privacy or other complaint. Standard procedure usually is to immediately acknowledge receipt of the question or concern and either indicate you will investigate and get back to the person within a specified number of days or provide a direct response, if feasible. A high number of negative responses to one or more questions are a red flag. 
d. Determine the root cause of negative responses, especially for those with a high number of negative responses. Any of the steps recommended above for determining root cause can be helpful. Because the results of the HIT client satisfaction survey are a little more specific than those in a general satisfaction survey, you might also consider asking staff what conditions may have prompted negative findings and solicit their suggestions for improvement. Over the course of administration of the survey, you should ideally see an increase in acceptance of the HIT. If you do not, follow up on issues.

HIT Client Satisfaction Survey

	Dear Client or Family Member,

As part of our continuous quality improvement efforts, we recently adopted new computer systems to help our staff carry out their duties to provide the best possible health care services for you or your relative. We would like to know what you think! 

Please complete this form today and give it to any staff member or mail it to the post office  box designated on the postage-paid envelope supplied. If you need help completing the form or have questions, please ask your nurse.

	1. 
My nurse explained his or her use of the computer to me.
	□ Yes
	□ No
	□ Not sure

	2. 
I believe the computer will help the home health agency be efficient.
	□ Yes
	□ No
	□ Not sure

	3. 
I believe the computer will help ensure the quality of my care.
	□ Yes
	□ No
	□ Not sure

	4. 
I believe personal information is safe in the computer.
	□ Yes
	□ No
	□ Not sure

	5.
I would like information about how I can use the computer to access my health care record.* 
	□ Yes
	□ No
	□ Not sure

	6. 
I have questions or concerns about the new computer system.*
	□ Yes
	□ No
	□ Not sure

	7. 
I would like to commend _______________________ (fill in name of person) for helping me understand the new computer system.

	8.
Comments: 



	* If you are a family member and would like to be contacted directly, please give us your name and contact information:

Name: _____________________________________________________________________

□ Day time phone #:_____________________ □ Evening phone #: _____________________


3. Anecdotal evidence. This may be the best way to spot problems early. Although your communication plan (1.1 Communication Plan) should identify important communications with clients and their families, ensuring regular communication from both staff and managers can provide reassurance to clients and staff that your organization is concerned for their wellbeing. 

For support using the toolkit

Stratis Health ( Health Information Technology Services

952-854-3306 ( info@stratishealth.org

www.stratishealth.org
[image: image3.jpg]STRATIS HEALTH HEALTH INFORMATION TECHNOLOGY TOOLKIT HOME HEALTH AGENCIES



Copyright © 2009, Margret\A Consulting, LLC. Used with permission of author.

This toolkit was funded by Aging Services of Minnesota and its subsidiary, Alliance Purchasing for use by home health agencies in Minnesota. Produced by Stratis Health.

[image: image4.jpg]ﬂ Aging Services
v of Minnesota

StratisHealt}

LEADING CHANGE = CHANGING LIVES.



   
[image: image1.jpg]StratisHealt@h’


































PAGE  
Section 2.2 Utilize - Effective Use – Satisfaction Surveys - 5

