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Customer Satisfaction:

There’s No Going Back

Putting the Patient First!
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Perception vs. Reality

 The customer’s perception is all that matters for patient

satisfaction.

 The customer may not always be right, but they are

always our customer.

 The delivery of each patient’s care is under observation by

many individuals (patient, family, visitors, other staff etc.),

each with a possible different perception of the care given.



How is Patient Satisfaction Measured

– Patient satisfaction survey to every patient after they are

discharged. The survey should asks:

– Skill of the nurse

– Attention to special/personal needs

– Friendliness/courteousness of the staff

– Nurses attitude toward requests

– Nurses kept you informed

– Staff worked together to care for you







The HCAHPS Survey 

• the patient’s experience of communication with 

doctors and nurses

• responsiveness of hospital staff

• pain management

• communication about medicines

• cleanliness and quietness of the hospital

• discharge information

• transition to post-hospital care and overall rating of the 

hospital. 
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Closing Thought….

“I have learned that people will forget what you

said; people will forget what you did; but

people will never forget how you made them

feel.”

Maya Angelou



THANKS FOR 
YOUR 

ATTENTION 


