PQA Patient Satisfaction Survey WorkGroup
Final Report
(November 20, 2006)

The following document contains a list of consensus based questions and process for managing a patient satisfaction survey for patients receiving pharmacy services.

Process:

Step One:
Created an environmental scan of patient satisfaction surveys in the marketplace.  Surveys used initially included the CAHPS hospital survey, CAHPS Health Plan survey, a RAND survey, and the Larsen-Mackeigan survey tool.

The logic being that CMS and JCAHO have required patient satisfaction survey tools to be used in hospitals for requirement of participation. In addition the hospital CAHPS survey had been validated through the NQF process.

Step Two:
The workgroup felt that the environmental scan was not relevant enough to pharmacy, and that survey instruments that were more pharmacy focused and would require less validation needed to be considered.

The decision to use the Kaiser Permanente outpatient pharmacy survey instrument and the Larsen-Mackeigan survey questions was made.  This decision was made since:

1. The Larsen-Mackeigan research and survey tool was a fairly widely acknowledged instrument in the market place.

2. The Kaiser survey has been in place over 10 years and has both been analyzed for relevance and used to make business decisions for over 200 outpatient pharmacies

Step Three:
A cross-walk of the Kaiser and Larsen-Mackeigan survey was completed.  The workgroup then decided which questions should be included in the proposed survey tool. It was also decided to try and keep the total number of questions under 24 and incorporate a yes/no question structure.

It was recognized that the survey proposal needed to be paired with suggestions for distribution and further considerations by the PQA Steering Committee, which are included with this report.  These suggestions were determined by group consensus from conference calls and an environmental scan of existing processes in the market place for patient satisfaction surveys.
PQA Sample Patient Satisfaction Survey

Draft 2.0

Prescription Service Questions:
1) Do you feel that you were served promptly in this pharmacy, given the number of people being served during the time you were there? (KP#24)

a. Yes or No

2) If you waited in the pharmacy for your prescription to be filled, was the amount of time you waited acceptable to you? (re-worded KP#25)

a. Yes or No

3) If you ordered your prescription refill in advance (by phone, internet, etc.) was it ready for pick-up when you expected? (KP#31)

a. Yes or No

Medication Therapy Management Interactions:

4) Did a Pharmacist discuss your medication with you? (KP#26)

a. Yes or No or N/a (jump to #9)
5) Did the pharmacist explain things in a way that was clear and understandable?  (KP#28)

a. Yes or No
6) After speaking to the pharmacist, did you understand how to use your medication correctly?

a. Yes or No

7) After speaking with the pharmacist, did you understand the possible side effects of your medication(s)? (re-worded LK#19)

a. Yes or No

8) Was the medication advice provided to you by your pharmacist useful/helpful? (re-worded LK#9)

a. Yes or No

9) Was the pharmacist professional in his/her interactions with you? (re-worded LK#3)

a. Yes or No

10) Was the pharmacy staff professional in their interactions with you? (re-worded LK#6)
a. Yes or No 

11) If you had any additional questions about your medications or about pharmacy services, were your questions answered by the pharmacy personnel to your satisfaction? (KP#30)

a. Yes or No
Overall Pharmacy Service Experience:

12) Was the pharmacist courteous and respectful during your recent visit to the pharmacy? (KP#27 and LK#16 blended; word change from ‘helpful’ to ‘respectful’)

a. Yes or No

13) Was the pharmacy staff’s overall level of respectfulness and courtesy during your recent visit to the pharmacy? (KP#32 and LK#16 blended, adapted to cover “pharmacy staff”, and word change noted above)

a. Yes or No

14) I am completely satisfied with the service I received at this pharmacy on my last visit.(KP#34)

a. Yes or No

15) Did the pharmacy staff meet your overall service expectations during your recent visit to the pharmacy. (re-worded KP#33)

a. Yes or No
Suggested process for distribution:
· Patient identified based on date of receipt of prescription

· Survey distributed from 3rd party by mail within 2 days of transaction

· Goal to have no less than 150 responses per pharmacy annually or other deemed significant response rate.
· Randomized approach that is ongoing year round

· Survey data analyzed by 3rd party and shared with pharmacy, with quarterly report cards

Considerations:

· Need to develop survey that is distributed in languages common to demographics in pharmacy zip code

· Need to develop base lines by pharmacy zip codes to account for cultural and regional perceptions and expectations of healthcare providers.

· Need to specifically address validation of professionalism questions. Courtesy and respect questions have historical validation in Hospital CAHPs survey.
Important Notes from the PQA Meeting on November 20, 2006:

At the PQA meeting, it was mentioned by Dr. Carolyn Clancy that AHRQ has been contracted by CMS to develop a PDP CAHPS survey instrument. AHRQ has offered to share with PQA their product/process, so that we can take this into consideration as PQA finalizes its survey instrument. With the knowledge that the CAHPS Health Plan Survey asks questions about the physician and physician office experience, there may be overlap with PQA’s proposed survey tool.

Additional work for the Patient Satisfaction initiative within PQA includes:

1. AHRQ sharing information pertaining to methodologies being used in the PDP CAHPS survey.

2. The inclusion of literacy testing of questions.

3. Validation that the PQA survey tool model, which is made up of a combination of questions from other survey sources, is relevant from a survey methodology expert’s review. 
4. Completion of the “considerations” included in the Patient Satisfaction Cluster Group report.

