VA Central California Healthcare System

Releases 2009 Patient Satisfaction Results
Patient Satisfaction or rather a patient’s healthcare experience, made a significant change during Fiscal Year 2009.  The Veterans Health Administration began a migration to the CAHPS measurement of evaluating patient satisfaction.  VHA made this decision based on Veteran’s not having an external benchmark to measure the healthcare we provide them, the rest of the country moving to CAHPS, and The Joint Commission soon to require CAHPS in the future.

During FY 2009, VACCHCS made this migration to provide this information to our patients.  Transition proved to be challenging for our patients by changing from an Excellent to Poor evaluation system to a numeric scale of 1 (Worse Possible) to 10 (Best Possible).  Patients continued to be independently surveyed by the Synovate Corporation on a monthly basis.

VA Central California Healthcare System’s expectation is that all employees help create a culture—where excellent true patient satisfaction comes from a healthy hospital environment where patients receive treatment faster, better understand the steps involved in the treatment they receive, and recover faster.  In this way, hospital staff satisfaction also increases—by experiencing contentment with their work and with the positive feedback received from a "job well done!"

 VA Central California Healthcare System patient’s scored the facility at 82% (8, 9, 10) overall for inpatient satisfaction and at 74% (8, 9, 10) overall outpatient satisfaction.  Both scores support the goal of ensuring all patients continue to have a great experience with our facility.  Outliers from FY2009 were “Provider Wait Time and Getting Care Quickly.”  This will be a point of emphasis for FY 2010 as we will target both areas as a focal point for our customer satisfaction improvement efforts.
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