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Senior customer service, organization development, and training 
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Agenda

Á Why is Improving Patient Response Rates 
Important?

Á Proven Strategies through Practice Examples

× Fallon Clinic

× Columbia Cardiology

Á Improvement Strategies from Press Ganey

Á Q&A



What is a Response Rate?

A response rate is the number of patients who have 
completed and returned a survey compared to the total  
population of eligible:  

number of completed returned surveys

response rate =  ------------------------------------------------------------------

number of surveys mailed ïnumber of surveys not delivered



The Importance of Improving 
Response Rates

Á Higher response rates:

ï Give a more consistent sample of the population  

ï Allow you to send out fewer surveys

ï Allow you to stay within your budget constraints

ï Allow you to shift survey mailings to low response  
specialties or providers



Michael Halperin



Á Founded in 1929 by Dr. John Fallon and a team of local physicians

Á Central Massachusettsô first group practice 

Á Leaders in health care delivery innovation , transforming patient 
care paradigms, establishing a new ñgold standardò in patient care service

Á More than 250 physicians practicing in over 20 locations staffed by more 

than 1,700 employees

Á Provides comprehensive care for more than one million patient visits a 
year

Á The largest private, multi - specialty group in central 
Massachusetts

About Fallon Clinic



Á Communication

ï After Visit Summaries

ï Brochures

ï Managersô Meetings

Á Management / 
Accountability

ï Patient Shadowing Program

ï Feedback

Approaches

http://wallpapers.free-review.net/r?12


Á EPIC electronic health record

Á Opportunity to touch each 
patient every visit

Á Key elements
ï Medications

ï Upcoming visits

ï Reminder about survey

Á Opportunity for check - out 
staff to highlight

Á Can be done via:
ï Statements

ï Handouts

ï Stamp

After Visit Summary



After Visit Summary


