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RECOMMENDATIONS 

 
Overall, the (client name) did very well, as the majority of the 50 patients provided high ratings 

for the front desk staff, case managers, operations and overall center. However, there’s always 

room for improvement, and things to keep in mind as (client) continues to provide care to 

patients. 

 

The following actions are recommended to improve patient care and service based on the 

results of the survey: 

 

 Some patients are unhappy with the high turnover rate of staff. By informing patients of 

the changes through a letter, telephone call or personal interaction, the patient may be 

more accepting and understanding. Making patients feel a part of the process can help 

reduce the negative feel. Be sure to communicate who is leaving and what the changes 

mean to the patient. 

 

 Ensure the staff is communicating the policy and procedures when someone requests 

the release of medical records. It’s important to remind the person requesting medical 

information of the amount of time it takes to release that information, so they have a 

set expectation. 

 

 If staff is running late, it’s important to acknowledge the patient’s been waiting by 

updating the patient on his or her appointment. By acknowledging that the patient’s 

been waiting and showing an appreciation for their patience will help reduce or 

eliminate tension.  

 

 Remind patients of the call back policy, explaining that the staff will return the call 

within _____ hours. Not only should this be communicated through the website, but 

other touch points as well. These touch points may include, but are not limited to: on-

hold message, in the waiting room, through front desk staff when they’re on the phone 

with patients, etc. 

 

 To help communicate the status of a case manager, set up a visible schedule at the front 

desk that shows who’s in or out of the office (or even running a little late). This 

immediately alerts the patient; therefore he/she can decide if they’d like to stay, leave 

or even reschedule an appointment.   


