
“Preparing for the Westat Survey."

Describe your process for identifying specific contacts to complete the Westat survey.

We used the IPG list (51 clinics) and the primary contact of that clinic which typically is the office manager, director, or medical director depending on the particular facility or clinic group structure.  The IPG list is maintained by two primary contact representatives from Acumentra Health, who conduct regular contact with the clinics. 

Describe the outreach activities and or strategies that you have put in place to assist with completion of the survey.

As a program our staff discussed previous history of survey efforts and how to offer with assistance.  The outcome was to develop a 3-pronged approach:

1) letter provided to Westat signed by our CEO,

2) our own letter that is personalized,

3) an email newsletter from Acumentra Health called Qnews that is sent to the respective IPG as well as other providers. 

Our IPG contact staff plan to clearly communicate through our regular CLAS clinic calls and emails that we are available for questions regarding the QIO projects, the CLAS project, or questions they may have about the survey itself.

Discuss any foreseeable barriers you anticipate and what plans you have put in place to overcome them.

The primary barrier is that the clinics are busy and the CLAS project already demands some of their time, so asking for more time to complete a survey, let alone read a letter and answer a phone call, is a concern.  Our hope is that our message will be polite and professional, yet honest about identifying the importance of the survey and how they can expedite the process. We will offer our sincere help to facilitate that by answering questions, etc.
Please share any lessons learned from previous CMS satisfaction surveys. 

We did not score as high with value in the previous survey.  Having analyzed those results from the stakeholder survey we were scored lowest in providing information being worth the provider’s time and the value of the service; so a more consultative approach was designed not only for the stakeholders but the providers as well.  Over the last year the idea is to communicate to the providers who we are and what we provide, and ask them directly “Did we meet your needs or is their anything else that we can do?”  We hope this engagement along with our effort to work closer with them will improve our service and our scores.  

Discuss any resources either that you created or used from another QIO/Organization. 

This is a developing area that continues to be an area of focus.  The main effort has been when we have contact with the clinic is to ask if we’ve met their needs and/or if there is anything else that we can do to assist them.  The resource that we use has been the Qnews email newsletter that is a tool for general information sharing, but in this case we are including updates about the survey and the services that we provide.  
Anything else you would like to share?  

During our contact with the clinic staff the strategy has been to maintain a regular professional relationship that both meets the needs of the project and addresses other issues that the QIO can be of assistance with.  That has proven to be successful for the CLAS project but is also an avenue that we are using regarding the survey and the clinic having a heads up, to answer questions, and to help to underline our services to them.

