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Review of the Rocky Road to Patient Satisfaction at Leonard-Griggs
This is a network of physician practices situated in rural South Carolina and comprises of five sites. Two large satellite clinic and the parent site are located in Haycock County. These sites are well reputable and enjoy a warm relationship with the community. The other two sites are located in distinct neighboring counties, having just been acquired by Leonard-Griggs. The Counties lack a major metropolitan area. The societies of these counties are conventionally underserved with changing coming less easily. The dispersed population makes the establishing and marketing of the services of the satellite clinic hard. The satellite clinics are situated not more than 20 miles from the administrative office and main clinic. 
The mission of Leonard-Griggs is to provide quality, comprehensive preventive and primary healthcare services to all residents of the region, notwithstanding the patient’s insurance or financial status. The attitude of serving everyone notwithstanding their ability to pay makes Leonard-Griggs vital to the society. By availing principal healthcare services to the underinsured or unassigned patients in the region, Leonard-Griggs aids the medical staff, enhances physician recruitment and retention efforts, and decreases the general cost of healthcare in the community. In order to support the existing patient base and interest new patients to maintain revenue, Leonard-Griggs ought to continue perfecting its patient service and focus per demand of the patients. 
The employees of Leonard-Griggs are 12 providers and an assistance staff of about 60 people including billing personnel, clerical support staff, certified nursing assistants and nurses. Most of the employees have been working here since its opening. Their responsibilities don’t differ that much with the passing of time. 
In order to serve the patients better, the executive director, Sadie Ratcliff, elected to apply a patient satisfaction work in all of the five physician practices. The key aspect of this effort was data collection by means of a survey instrument. The survey would indicate patients’ opinion of providers, nursing staff, office staff, services and geographical location of the site. Mrs. Sadie informed all administrative managers of her intents during the weekly meeting and sought the help of Jessie Hartley, a summer intern, in beginning the project. The Human Resource manager was supportive of the surveys indicating they would help shape any personnel changes he might make and also indicate where the system focus should be. Hartley had the duty of delivering the surveys together with the incentives which patients had to complete on all the five sites. The incentive was that all patients would get gifts which was a notepad with the site-specific information and network logo for agreeing to either complete the survey at the checkout or taking it home. 
Hartley walked to the Shady Bluff Medical Clinic on Monday morning to collect the surveys. She explained the course of action to the employee accountable for checkout procedures, Ms. Robin- arranging return appointments and collecting payments when patients left. Since she had been working there for 17 years, she developed a specific way to perform her job and in a natural manner. She taught the patients that came to Shady seemed like nice people but had reservations on the new methods which include dispensing the patient satisfactory survey (Michael, 2015). She doesn’t recall handing it out to patients because they were too ill to attend to the survey and she found it tiresome having to explain the survey and work at the same time. Hartley explained to her that it was vital to hand out the survey to the patients while stressing on the importance of the responses. She explained to her that the survey would help the management provide a more patient-friendly, efficient organizations while her efforts will be greatly affected. However this talk dint change Ms. Robin’s mind as she felt she had no obligation to perform a task that was not included in her job description and it just made her tired. 
Hartley continued to deliver the gift notepads and surveys to the rest of the four remaining sites. The office personnel at each site were puzzled by the new procedure that were effected immediately. Mrs. Lorene, a worker at the Oak Grove site, shared her concerns. She said majority of the patients couldn’t write and read. She wondered whether friends or relatives could complete the survey for such patients. She wondered about the little kids that came for check-up that were too young to speak on their behalf. She thought the surveys were more trouble that they are worth. 
Hartley was discouraged and confused while driving to the administrative office. She wondered why the executive officer had not mentioned the implementation process of the survey to the workers in the previous staff meeting held in the previous month. She reasoned that the patient could tell tension in the actions and attitudes of the support staff that would create a damaging perception leading to negative replies to the survey. She proposed the administrator to provide guidance to the employees at a meeting with the executive officer. According to her, the low employee morale and confusion were the two restrictions to the success of implementation. A lot of procedural questions were left unreciprocated including the action to be taken once the survey returned to the clinic and if a patients could get more than one survey. In order to boost the enthusiasm of the employees, it would be advisable to make them feel like a team (Steiner, 2014).                     
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