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INTRODUCTION & METHODOLOGY

• Patient Survey
• Employee Survey

• Focus Group

•Management Interviews



Objectives

• Employee Confidence

• Employee Satisfaction

• Improved Customer Service

• Patient Satisfaction



Focus of Project

• To provide current staff the tools 
and information needed to perform 
their job to the highest level.

• To provide new employees a 
comprehensive orientation and 
structured training schedule prior 
to patient engagement.  



Needs to Address

• Comprehensive Training 
Tools

• Position Specific On-
boarding process for new 
employees

• Easier access to 
information for 
departments and sites



•New Employee Orientation Packet

•Orientation & Training Schedule

• Goody Bags
• New Holiday

Actions Implemented



Actions Implemented

•Assign Department Mentor

•Update Front Office Manual

•Roll out Sharepoint
•Department Welcome Lunch



Testing & Refinement

• Obtain Feedback on 
updated Front Office 
Manual

• Resurvey Front Office 
Staff

• Survey New Employees



Results to Date
• Front Office Staff 
Surveys

➢Encouraged with the 
direction of changes 
being implemented

➢Would like Additional 
Training on SharePoint 
Team Site 

• New Employee On-
Boarding Surveys

➢Appreciative of support 
system within the 
departments

➢Would like more 
personalized training 
based on experience



Lessons Learned

• Incorporating staff input into 
the decision making process 

• Importance of Transparency 
with Staff

• Staff Confidence is a Direct 
Link to a positive Patient 
Experience 



Assets
We would like to thank the following People for their 

assistance during the development of our project

• Maria Kington – Site Manager

• Megan Anderson – Front Office Team Lead

• Virginia Hardy – Insurance Verification Specialist

• Melissa Gregson – Outreach & Enrollment Specialist

• Nrv Computing

• All Front Office Staff

• Michelle Brauns - CEO



Questions & Answers


