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            Welcome to the Toolkit


Providing patient-centered, culturally and linguistically appropriate care is a core tenet of the Title X Program. Ensuring a positive reproductive health care experience supports patients to obtain the care they need. This toolkit offers practical guidance that family planning clinics can use to improve patient experience, with consideration given to staff, time, and financial constraints.
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Since patient experience goes beyond customer service—it includes clinic systems, interactions between patients and staff, and the clinic environment—this toolkit includes sections to help providers improve across all aspects of patient experience. The resources in this toolkit can be used in any order. The toolkit is organized into the following sections:
	Assess patient experience
	Improve clinic systems
	Improve patient interactions
	Improve the clinic environment
	Improve staff experience and engagement




          

  
      



          

  
                        

                    

                

            

            


    

  

  
    
          
                    
                
                    
                        
                            
                                Why is Patient Experience Important?
                            
                        

                    

                    
                        
                            
      
                
          
      
              Reproductive health services are personal and sensitive by nature; therefore, it is essential that family planning clinics pay special attention to how patients1 experience their care. In 2001, the Institute of Medicine named patient-centeredness as one of six health care quality priorities for the U.S. health care system.2 Since then, health care providers, programs, and insurers have increasingly cultivated patient experience as a central element of health care quality, codifying it into policies and practices, and tying it to compensation structures. 
	Patient-centered care is respectful of, and responsive to, individual patient preferences, needs, and values.

 
Furthermore, Title X agencies must ensure that people broadly representative of the community have an opportunity to participate in the development, implementation, and evaluation of the project. Involving patients and community stakeholders in assessing and improving how patients experience care is one opportunity to obtain this participation.
Patient-centered care improves health outcomes and equity
Health equity is when all persons have the opportunity to attain their full health potential and no one is disadvantaged from achieving this potential because of social position or other socially determined circumstances. Research demonstrates that delivering patient-centered care leads to greater engagement in patient self-care,3 better health outcomes,4 increased patient retention, and health equity.5,6,7
There is a long history of unethical practices—including unethical research practices—in reproductive health care, such as those used in the U.S. Public Health Service Tuskegee Syphilis Study and the Puerto Rico Pill Trials, forced sterilizations, and coercion to use certain methods to limit childbearing.8,9 The burden of these practices has disproportionately affected people of color. The legacy of brutal treatment of enslaved Black women continues to impact their relationship with the health care system.10 Patients continue to experience differential reproductive health services based on their race, gender, sexuality, and socioeconomic status.11,12  A patient-centered approach is one that takes into account the history of coercion and ongoing inequities, encourages reflection on the role of providers in breaking the cycle of inequity, and identifies and implements ways to provide care that all patients experience as appropriate, high quality, and equitable.
Positive patient experience improves staff satisfaction and engagement
Staff experience and patient experience are interrelated. Interviews with health care staff indicate that staff who feel heard are more likely to be motivated and receptive to feedback, which in turn leads to improved care delivery; that being involved in quality improvement around patient-centeredness is motivating to staff; and that improving patient experience can directly improve staff experience.13
Satisfied employees intend to stay in their jobs longer.14 Research shows that organizations successfully reduce staff turnover and increase employee productivity when they invest in employee well-being by strategically improving workplace conditions that are the root causes of stress.15,16,17


          

  
      



          

  
                        

                    

                

            

            


    

  

  
    
          
                    
                
                    
                        
                            
                                Assess Patient Experience
                            
                        

                    

                    
                        
                            
      
                
          
      
              The first step in any improvement initiative is to use available data to assess the baseline (or starting point) and identify opportunities for improvement. This involves collecting data from existing patients, to understand their current experience; potential patients, to understand barriers to care and preferences; as well as staff, who observe first-hand how patients access and engage in their health care every day. 
	Understanding patient satisfaction is part of understanding patient experience—but it isn’t the whole picture. Whereas patient satisfaction data tells you the degree to which patients feel satisfied (for example, with their wait time), patient experience data tells you what happened to them (for example, they waited 7 minutes before being checked in). Both types of data are important. If you collect only patient satisfaction data, you might learn that patients are not happy with the wait time but not how long the wait time is. Likewise, if you collect only patient experience data, you might learn that the average wait time is 16 minutes but not if that wait time is acceptable to the patients or leaves them feeling frustrated. To get a holistic view, consider collecting both patient satisfaction and patient experience data.



               
Gather patient experience data


          

  
      



                
           	
             Action Steps
           	
             Supportive Resources
           


                	
          
            Routinely collect and review patient satisfaction survey data. Use any survey that works for your agency. Include space for comments.


      
      	
          
      
              

    
        
            

            
                
Patient Satisfaction Survey
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Tips for Collecting Patient Satisfaction Survey Data
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            Determine what additional information you need to collect from patients and potential patients—especially under-resourced and historically marginalized communities—to fully understand their experience. 


      
      	
          
      
              

    
        
            

            
                
Understanding the Patient Experience: How to Select a Data Collection Method
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Community Participation, Education, and Project Promotion Plan: Objectives, Activities, and Worksheet
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            Ask staff to share their observations about patient experience. 


      
      	
          
      
              

    
        
            

            
                
Patient Experience Organizational Assessment
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            Regularly conduct a community needs assessment to identify populations with unmet need for family planning services and the barriers that prevent them from accessing these services. 
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Use data to identify opportunities for improvement 
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             Supportive Resources
           


                	
          
            Develop a plan for how to improve patient experience in your clinic. As changes are implemented, update and refine the plan.


      
      	
          
      
              

    
        
            

            
                
Planning to Improve the Patient Experience: Staff Meeting Package
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Patient Experience Improvement Plan
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            Use a quality improvement approach to monitor which implementation strategies are working and where continued improvement is needed.


      
      	
          
      
              

    
        
            

            
                
Quality Improvement Case Study: Haven Health Clinic Video
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              Consider the ways in which the clinic’s systems impact a patient’s experience, from when they make an appointment to when they are at the clinic and moving through their visit. Points at which a patient may get confused or frustrated are good opportunities for improvement.


          

  
      



                
          
      
               
Increase appointment accessibility
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            Consider implementing a system for patients to make and manage appointments online and receive reminders by text. To get started, see examples of platforms used by federally-qualified health centers.


      
      	
          
      
              

    
        
            

            
                
Text Reminder Consent Form
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            Evaluate whether clinic hours meet the needs of patients. For example, are there after-school hours for adolescents and after-work or weekend hours for professionals?


      
      	
          
          
          
      

  	
          
            Reduce barriers to access by avoiding unnecessary delays in patient care such as asking a patient to return for a follow-up visit when there is no medical reason for them to wait. 


      
      	
          
      
              

    
        
            

            
                
Same-Visit Contraception: A Toolkit for Family Planning Providers

                

            

            View
            

        

    





          

  
          
          
      

  	
          
            Consider adopting open access scheduling. Patients are more likely to keep appointments made the same day. 


      
      	
          
          
          
      








      



                
          
      
               
Streamline clinic flow 
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            Observe patients as they move through their visit to identify where they experience confusion, frustration, or other negative experiences. 


      
      	
          
      
              

    
        
            

            
                
Patient Visit Tracking Sheet
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            Assess clinic flow and identify opportunities for improvement.
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            Identify ways to minimize wait time, which is a common complaint of patients.
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              A positive patient experience involves multiple elements, but the most important factor is the quality of staff interactions with patients. Whether in-person or virtual, interactions are what patients most remember about their visits.


          

  
      



                
          
      
               
Ensure staff capacity to approach patients with sensitivity, respect, and cultural humility 
	Adolescent-friendly health services are services that are accessible, acceptable, equitable, appropriate and effective for adolescents.
Culturally and linguistically appropriate services are respectful of and responsive to the health beliefs, practices and needs of diverse patients.
Inclusive means that all people are fully included and can actively participate in and benefit from family planning.
Trauma-informed means realizing the widespread impact of trauma and understanding potential paths for recovery; recognizing the signs and symptoms of trauma; and responding by fully integrating knowledge about trauma into policies, procedures, and practices, and seeking to actively resist re-traumatization.
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            Learn about the history of racism and abuse in reproductive and sexual health.


      
      	
          
      
              

    
        
            

            
                
Structures & Self: Advancing Equity and Justice eLearning
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            Approach patients with cultural humility and apply strategies to mitigate the impact of personal biases.


      
      	
          
      
              

    
        
            

            
                
Cultural Competency and Humility in Family Planning Care: Embracing Culture eLearning
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            Provide family planning services that are:
	Adolescent-friendly
	Inclusive of individuals who belong to under-resourced communities, such as Black, Latino, and Indigenous and Native American persons, Asian Americans and Pacific Islanders and other persons of color; members of religious minorities; lesbian, gay, bisexual, transgender, and queer (LGBTQ+) persons; persons with disabilities; persons who live in rural areas; and persons otherwise adversely affected by persistent poverty or inequality
	Trauma-informed



      
      	
          
      
              

    
        
            

            
                
Providing Trauma-Informed Care in Family Planning Clinics Webinar
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Gender Appropriate Language: Practical Skill Development Webinar
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Promoting Youth-Friendly Environments in Family Planning Clinics Webinar
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            Apply principles of customer service in interactions with patients. 


      
      	
          
      
              

    
        
            

            
                
Skills for Improving Family Planning Visits: Staff Meeting Package
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            Adhere to National Standards for Culturally and Linguistically Appropriate Services, including: 
	Offer no-cost language assistance.
	Inform all individuals of the availability of language assistance.
	Ensure the competence of individuals providing language assistance.
	Provide easy-to-understand materials and signage in the languages commonly used by the populations in the service area.
 



      
      	
          
      
              

    
        
            

            
                
National Standards for Culturally and Linguistically Appropriate Services (CLAS) in Health and Health Care
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Language Access 101: Creating Inclusive Clinics Webinar
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Working Effectively with Medical Interpreters eLearning
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            Use the Patient-Centered Contraceptive Counseling (PCCC) measure to monitor the quality of contraceptive counseling.


      
      	
          
      
              

    
        
            

            
                
Person-Centered Contraceptive Counseling (PCCC) Measure
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Ensure virtual visits provide patients with a positive experience
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             Supportive Resources
           


                	
          
            Review virtual visit flow to identify potential pain points for patients. 
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            View
            

        

    





          

  
          
          
      

  	
          
            Ensure patients have a clear understanding of telehealth, its benefits and risks, as well as measures to protect confidentiality.


      
      	
          
      
              

    
        
            

            
                
Telehealth Services Informed Consent Samples
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            Employ appropriate telehealth etiquette. 


      
      	
          
      
              

    
        
            

            
                
Telehealth Etiquette for Family Planning Visits
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            Ensure patients have access to interpretation services during virtual visits.


      
      	
          
          
          
      

  	
          
            Assess how patients experience telehealth visits.


      
      	
          
      
              

    
        
            

            
                
Patient Satisfaction Survey for a Telehealth Visit
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Encuesta de satisfacción del paciente con una cita de telesalud
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Ensure written materials are patient-centered, inclusive, and appropriate
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            Ensure all materials are medically accurate and appropriate for the intended recipients. Title X agencies are required to have an Advisory Committee review and approve all informational and educational (I&E) materials prior to their distribution. 


      
      	
          
      
              

    
        
            

            
                
Information and Education (I&E) Materials Review for Title X Agencies Webinar
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            Post a patient bill of rights in a public area of the clinic, such as the waiting room.


      
      	
          
      
              

    
        
            

            
                
Sample Patient Bill of Rights
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              It is important to provide an attractive, professional environment—both physical and virtual—that makes patients feel welcome, comfortable, respected, and valued. Patients need to feel that they are in a safe space so that they are comfortable giving staff the information necessary to receive quality care. To fully understand how the clinic environment makes patients feel, ask individuals unaffiliated with the clinic who provide a fresh perspective, such as youth, to assess the space and offer suggestions for improvement.
 
Assess and improve the clinic’s physical and virtual environment
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            Ensure the clinical care environment (physical or virtual) protects patient privacy and confidentiality. 


      
      	
          
      
              

    
        
            

            
                
Tips for Maintaining Patient Privacy and Confidentiality

                

            

            View
            

        

    





          

  
          
          
      

  	
          
            Identify opportunities to improve the physical clinic space. Consider engaging the community in efforts to make enhancements, such as through volunteers, partnerships with schools or other community-based organizations, or local business donations. 


      
      	
          
      
              

    
        
            

            
                
Clinic Environment Assessment
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            Enhance the clinic’s website and searchability. Make a list of which changes are within the clinic’s control and which need outside support (e.g., through the organization’s web services team).
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                                Improve Staff Experience and Engagement
                            
                        

                    

                    
                        
                            
      
                
          
      
              It’s important to recognize the large role that staff have in how patients experience care. It is the warmth, friendliness, and care shown by staff that keeps many patients coming back to a family planning clinic. This dedication should be acknowledged and elevated so that staff see the value they provide to patients and are motivated to continue their important work. 
 
Assess and enhance staff experience and engagement
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            Routinely (e.g., annually) assess staff experience and satisfaction to identify opportunities for improvement. 


      
      	
          
      
              

    
        
            

            
                
Staff Satisfaction Survey
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            Engage staff in patient experience improvement efforts. Any clinic staff that interact with patients have a role in improving patient experience.


      
      	
          
          
          
      

  	
          
            Foster communication across clinic staff at all levels. Consider a regular huddle or meeting in which staff can raise concerns, discuss challenges, and collaborate on solutions.


      
      	
          
          
          
      

  	
          
            Acknowledge staff that provide excellent care. For example, consider sharing comments from patients received verbally or on patient satisfaction surveys as part of staff meetings.


      
      	
          
      
              

    
        
            

            
                
Staff Certificate of Recognition
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