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I Methods  

During 2019 a convivence sample of patient satisfaction surveys was collected beginning in the end of 

October thru early January. The surveys were collected from all ELFHCC (East Liberty Family Health 

Center) sites, East Liberty, East Liberty Pediatric suite, Lincoln Lemington, Hosanna House, and Hill 

District. 

There was a total of 445 surveys collected supporting a 5% margin of error and a 95% confidence level.  

This meets the most commonly used survey standards. 

Paper surveys were handed to patients by front desk staff as they signed in and were collected by front 

desk staff when they left. 

Survey questions were for the most part identical to questions asked in the prior year to facilitate year 

to year comparison. Satisfaction questions were rated on a scale from 1-5 where 5= Excellent and 1 = 

Poor. Satisfaction categories were related to: 

▪ Ease of getting care 

▪ Waiting 

▪ Staff responsiveness 

▪ Facilities 

▪ Payment 

Year over Year Survey Response Comparison (2018 vs. 2019): 

In 2019 the number of responses Increased from the 2018 total of 381 to 445 or a 17% increase.    

Collection by Site  

A total of 445 surveys were collected at the five locations. Of the 438 responding to the site question 

patients chose East Liberty 45% (172), Lincoln Lemington 15% (56), Hosanna House 9% (36), and the Hill 

District 31% (117). 

Patient Responses by Location 2019 
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II Demographics   

Age                                                                               

Patient Responses to “What is your Age?”  

AGE GROUP %  NUMBER 

18 AND UNDER 12.50 %   50 
19-64 76.25% 305 
65 AND OLDER 11.25%   45 
TOTAL 100% 400 
   
   

Of the 400 respondents to this question 76.25% were in the 19-64 age group, 12.50% were in the 18 and 

under age group, and 11.25 % were in the 65 and older group 

  

 

 

 

 

 

 

 

 

 

Gender 

Patients Response to “Your Gender at Birth” 

Most respondents identified as female. Of 418 respondents 

to the Question ‘Your Gender at birth” 131 or 31.34% 

identified as Male and 286 or 68.42% identified as female. 

One respondent preferred not to answer 
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 Race 

  Patient Responses to “Your Race “2019 

 

Most respondents identified as African 

American. Of the 415 respondents 

59.04% (245) identified as Black/African 

American, 21.20% (88) identified as 

White (Non-Hispanic or Latino),15.18% 

(63) identified as Hispanic or Latino (all 

Races). Five identified as Asian, 1 

identified as a Pacific Islander and 1 

identified as unknown. Twelve 

respondents preferred not to answer. 

 

 

 

 

Ethnicity Patient responses to “Your Ethnicity” 

Most respondents identified as Non-Hispanic. 

Of the 356 respondents to this question 288 

or 80.9% identified as Non-Hispanic while 68 

or 19.1 % identified as Hispanic. 
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III Visit and Preferences 

Appointment Type 

 Patient Responses to “Type of Visit Today?” 2019 

Most of the 410 respondents to this 

question, 160 or 39.01%, were there for 

a scheduled follow up visit. Eighty-five or 

20.73% were there for an annual check-

up followed by 48 or 11.71% for a same 

day appointment, 41 or 10% for a dental 

visit and 38 or 9.271% for an urgent 

appointment. 

There were 23 or 5.61 % new patient 

respondents, 14nurse visits, 9 Behavioral 

visits, 7 podiatry, 4 social service, and 3 

nutrition counseling visits. 

 

 

 

 

 

 

Today’s Provider 

Patient Responses to “” Who is your Provider Today?” 

Of the 369 respondents answering the question “Who is your provider today” 81 or 20.40% answered 

Dr. Weaver, 57 or 14.36% Dr Yandel, and 48 or 12.09% Dr. Anderson. No other provider saw more than 

6%.  

The large percentage seen by Dr. Joe Weaver may be influenced by the concentration of surveys (117) 

collected at the Hill District site where Dr. Weaver was a main provider. 

Primary Provider 

Patient Responses to “Who do you Consider Your Primary Provider?” 

Of the 369 respondents to this question 68 or 18.43% choose Dr. Joe Weaver, 51 or 13.82% choose Dr. 

Anderson, 37 or 10.03% choose Dr. Yandel, 35 or9.49% choose Dr Hall and 30 or 8.13% choose Dr. Sima 

Weaver.  
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Reasons for Choosing ELFHCC 

Patients Responses to “Reasons you Choose our Health Center” 

Four hundred and twenty-nine respondents answered this question which allowed patients to choose 

multiple answers. The most frequent choice was Quality of Care with 250 or 58.28% included this in 

their reason. One hundred and fifty or 34.97% choose whole person care, followed by144 or 33.57% 

prayer, 119 or 27.74% location and the smallest number, 67 or 15.62%, choose no insurance. 

 

 

This question also included an open-ended choice 

“other” which 66 respondents answered. This is a 

word cloud of their responses. 

 

Transportation 

Patient Responses to “Transportation Today” 

Most of the 436 respondents to this question, 321 

or 73.62% came by car, followed by 66 or 15.14% 

by bus,18 or 4.13% walked, 17 or 3.90% used 

Uber/Lyft, and 8 or 1.83% came via Access. 

Fifteen filled in an open ended “other” choice 

citing getting rides from friends and relatives as 

their transportation  
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Services Used 

Patent Responses to “Services used today” 

The most common service utilized by the 423 

respondents on the day of the survey was Medical. 

Three hundred and Fifty -eight or 84.63% choose 

Medical, followed by 46 or 10.87% Dental, 12 or 

2.84% counselling, 8 or 1.89% Podiatry, and 2 or 

0.47% nutrition counselling. 

 

 

 

 

Preferred Office 

Patient responses to “What is your preferred office?” 

The East Liberty Office was the most frequently 

cited as the preferred office by the 418 

respondents with 194 or 46.41% making that 

choice. Lincoln Lemington with 104 or24.88% was 

second, The Hill District with91 or 21.77% was 

third, Hosanna House with 16 and or 3.83% was 

fourth and the East Liberty Peds Suite was 5th with 

13 or 3.11%. 

 

 

Primary Source of Care 

Responses to “Do you consider this Center your primary source of care? “        

 

Over 92 % of the 414 respondents to this question said 

yes, they do consider ELFHCC their primary source of 

care. 
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IV Experience Ratings 

There are thirty questions asking patients to rate their service on a scale of 1-5 with 1 representing 

Poor and 5 representing excellent. They are divided into 8 categories. Ease of getting care, Waiting, 

Staff -Providers, Staff-Nurses MAs DAs, Staff -All Other, Payment, Facility, and Rest of questions. 

The overall average was 4.67 which is a 0.02 increase over last year. Ratings for “my visit today” 

averaged 4.84 which is a 0.03 increase over last year.  

Scores ranged from a high of 4.87 for “Staff-Providers- Questions answered in a way I understand” 

to a low of 4.33 for “Waiting- time in waiting room. Even though this is the lowest score it is also the 

most improved score with an increase of 0.23 points. 

There are no scores below 4.33 

When comparing scores from 2019 with prior year scores the change ranged from a positive 0.23 for 

“Waiting-Time in waiting room” to a negative 0.12 for “Ease of getting care-Prompt return on calls”. 

In all 10 questions changed in a negative direction and 20 changed in a positive direction. 

Charts depicting the overall score and the change in score year over year can be found on the 

following two pages 
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V Open Ended Questions and Knowledge of Services 

Missed Appointments 

If you have had to cancel or miss an appointment in the past year, could you describe the 
circumstances? 
 
249 patients responded to this question. Below is a word cloud analysis of their answers. 
 

 

Portal 

Did you know we have an electronic patient portal where you can request appointments and ask 
your provider questions? 
 
Three hundred and eighty-one patients responded to this question and 296 or 78% knew there was a 

portal. 

 

Saturday Hours 

Did you know we have evening and Saturday hours? 
 
Three hundred and eighty-nine patients responded to this question and 219 or 56% were aware of 

Saturday and evening hours 

Like Best 

What do you like best about our Center? 
 
Three hundred and seventy-eight patients responded to this question. Below is a word cloud analysis of 

their answers. 
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Like Least 

What do you like least about our Center? 
 
Two hundred and twenty-five patients responded to this question. Below is a word cloud analysis of 
their answers. 

 
 
Suggestions 
 
Suggestions for improvement? 
 
One hundred and eighty-one patients answered this question. Below is a word cloud of their answers. 
 

 

Share 

One hundred and thirty-four patients answered this question. Below is a word cloud analysis of their 

answers. 

Is there anything else you would like to share? 
 

 

 

VI Discussion 

Year over year the East Liberty Family Health Care Center Patient satisfaction scores continue to be very 

positive and continue to improve. The team continues to meet the goal of no scores below 4. The team 

has made progress in many categories this year including 7 categories improving by 0.09 or more points. 

Four of those questions were in the category of “Waiting” which continues to be a focus for 

improvement.  
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Top 7 areas of Improvement in 2019 

 

 

The overall satisfaction score average is 4.67 and the average rating for “your visit today” is 4.84. 

Patients choose quality as the reason they use the Center more frequently than any other choice and 

have many fewer things to say about what needs to improve or what they like least than do about what 

they like. Overall, the satisfaction scores and comments indicate a very positive view of the center and 

satisfaction with care. 

 

VII Opportunities 

 

Questions with Average Scores Below 4.5 

 

There are 7 questions with an average score below 4.5. Four of these 7 questions are in the category of 

“Waiting”. Although these four questions are also the most improved, they are below the level desired. 

Two of these 7 questions Are in the category “Ease of getting care”. One is related to same day 

appointments and one to prompt return of phone calls. 

One of the 7 questions is in the category Staff: Nurses and Assisting. This question “if I leave a message 

during office hours, I get a call back the same day.” 

It is important to note that all these scores are above 4 and that continued work on these processes has 

shown improvement in the scores. 

  

 



East Liberty Family Health Care Center Patient Satisfaction Survey 2019 Summary Results and Identified 

Opportunities 

 

14 
 

Questions with Average Scores that Decreased since last Year. 

 

Ten questions had a decrease in average score since 2018. 

 Five of these questions were in the category “Ease of getting care”. The questions include ‘Prompt 

return of Calls” (0.12), “Reminds me of follow-up appointments and tests” (0.10), “Convenience of 

Center locations” (0.06), “Hours the Center is Open” (.06), “Availability of appointments” (0.03). One of 

these questions are also on the list that score below 4.5. It is “Prompt return of call”. 

The remaining five are in the categories of Staff.  Two are in the Category “Staff all other” The questions 

include “Answers your questions” ((0.01), and “Friendly and helpful” (0.01). 

Two are in the category “Staff: Nurses and assisting”. The questions include “friendly and helpful” (0.01) 

and “Answers your questions about how to manage your care” (0.02). 

One is in the category Staff: Providers and the question is “I have a say in decisions about my care” 

(0.01) 

It is important to note that all but one of these, “Prompt return of Call” has an average score above 4.5. 

It is important however to be aware of areas that may be beginning to show a trend to a lower 

satisfaction score. 

It is noted that appointments, waiting, and return of phone calls appear to need continued review and 

attention as they are included in multiple places in both the questions decreasing average scores and 

questions with average scores below 4.5 in spite of continued improvement in some of these areas. 

Overall scores are very good to excellent and should be a source of pride for the organization as the 

continued work for improvement proceeds. 

 

 

 

 

 


