[bookmark: _GoBack]As we have learned from the videos from this module, assessing our customers’ satisfaction with the experience of care is an important aspect of assuring we are meeting their needs and expectations. How do healthcare organizations (in this case, hospitals) use patient satisfaction information to market their services, strengthen their brand, and improve service delivery?
***Please see the attached file. The attached file contains real-life patient satisfaction data from the HCAHPS survey. This comparison shows three Indianapolis hospitals’ survey of patients’ experiences, retrieved from Hospital Compare (https://www.medicare.gov/hospitalcompare (Links to an external site.)). A brief description of the HCAHPS survey and the 3 hospitals chosen for this comparison is at the top of the report. For each question in the report, you will find the results for the 3 hospitals as well as the Indiana average and the National average.
Consider the data in the attached file in terms of strengths, weaknesses, opportunities and threats for these 3 hospitals, and answer the following questions.
1. Choose 1 survey question and discuss how the results for one of the hospitals represents something that could be used to promote the hospital and market their services. How does this result stand out to you as significant and positive? Why is this something that matters to patients? Do you think this positive outcome could help to increase patient loyalty, and if so, how?
2. Choose 1 survey question and discuss how the results for one of the hospitals represents an opportunity for improvement (other hospitals are performing significantly better than they are). How is this hospital performing compared with the other 2 hospitals in this area? Do you think this could negatively affect patients seeking services at this hospital? How might this negatively affect patient loyalty?
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