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Lessons Learned

As long as support and resources are continued, an in-house survey system can improve patient
experience data collection processes in comparison to traditional methods.
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vendor to conduct these surveys, consistently Figure 1. Screen of the calling tool used by PDCC team to call
patients. Provides needed details to make calls and complete

, , surveys. This screen also allows for the management of calls, in
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Centre (PDCC), an in-house system where HRH participate.
staff would conduct patient experience surveys |
with patients shortly after discharge to improve
response rates.
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m Developed a system that utilized a team of
short-term modified HRH staff to call patients
and conduct patient experience surveys.
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efficient collection of survey responses.

Summary of Results

Figure 2. Comparing vendor survey results from April to

The new PDCC system saw great success, as it September 2018 to PDCC survey results for the same
’ time period in 2022. Through the PDCC, HRH was able to

significantly increased the volume of patients consistently bring in more survey results.
surveyed. Increased responses ensured that data
and reports produced from the results were more |
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of 1/1 more surveys per month than the vendor.
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continuous improvement efforts.
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