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Analyze results from customer satisfaction surveys  

using SurveyMonkey reports. The postcard survey got 20 

responses. The website survey got 5 responses  (2 in  

August/ 2 in July/ 1 October) The IPad survey got 23  

responses. The people who asked to be contacted from the 

survey results were called back on 10/22/19. Only 2  

people of the 5 people answered. 19 postcards were  

handed back and only 1 was received through mail. 62 

postcards were passed out. Only 20 cards were received 

back which is a 32% response rate.  

 

 

BACKGROUND INFORMATION  

Customer focus is a key part of the agency Performance 

Management system. To evaluate the effectiveness and  

efficiency of the agencies work, it is essential to identify 

customers and stakeholders (internal/external). The  

agency needs a process to capture and analyze customer 

feedback in order to address the expectations of various 

public health customers. A process must be identified to 

document results and actions taken based on the  

collection, analysis, and conclusions drawn from  

feedback from customer groups.  

 

ASSEMBLE THE TEAM 

The Quality Improvement (QI) Committee has  

representatives from all divisions within the Health  

District. Because customer satisfaction is a key part of the 

Health District, it was decided that the internal QI  

Committee members tackle the customer satisfaction  

project. 

Create/Streamline survey postcards and website.  

Communicate with staff; share questions and ask for  

feedback.  

 

  

 

Distribute postcards. Collect postcards. Bridget 

entered data from surveys into SurveyMonkey as  

received. Demo using the iPad for surveys in the 

office; using alternate staff members. The IPAD 

was used at the busy times 3 separate areas  

within nursing, finance and environmental  

offices. 100 survey postcards were printed and  

given out to each division in bundles of 25 and  

labeled to know which divisions postcards came 

back. The new “take our survey” button on  

PCHD’s website and email was changed to  

increase more visibility for customers.  

PLAN 

DO STUDY 

ACT 
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Outcomes-Daily: Review returned postcards, provide  

follow-up as needed.  

Outcomes-Monthly: QI Team meets monthly to review; 

SWOT analysis and create action plan as needed.  

Results will be shared to all staff and Board of Health.  

Results will be used to identify staff trainings within the 

Workforce Development Committee.  

IPADS will be added to 3 of the divisions. We will  

continue to use the postcard. Changes will be made to the 

postcards and online surveys as needed.  


