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Presenter
Presentation Notes
541 users responded to survey; that’s a 20% increase over last year; increase due to targeted email marketing campaign. 
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Demographics: What is your job role?

What is your job role?
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Presenter
Presentation Notes
These are the highest respondent categories. 88% of the other category were Care Managers (44 people). The rest were: Supervisors (24% or 12 people), Managers (22% or 11 people), Social Worker, Specialist, Data Coordinator, Coordiantor, Medical Secretary, Home Care Manager, Health Home Care, Case Manager, Secretary, Medical Assistant, health, Clinical, Public Health, Management, Nurse, Tech, Director, etc., etc. , etc. Most interesting was that there were 3 patients who responded to the survey. 


ROCHESTER@ Service Satisfaction

Please rate your level of satisfaction with the
following RHIO services. If you do not use a
particular service, please select N/A. Users
could select:

* Very satisfied

 Satisfied

* Neutral

* Dissatisfied

* Very Dissatisfied

* N/A
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ROCHESTERm 2016 - 2018 Explore Satisfaction

Increase in Explore Satisfaction Over 3 Years
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ROCHESTERm 2016 - 2018 Image Exchange Satisfaction
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Transfer to PACS MyResults Delivered
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DIRECT Alerts
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ROCHESTER 2018 Description of Services

Which of the following words would you use to describe RHIO
services? Select all that apply,

96%

positive words

931 people 0
answered this o
question
Increase
from 2017
W Useful B Reliable @ Efficient OHigh Quality OGood value

® Unreliable ® Impractical M Ineffective @ Poor quality OOverpriced


Presenter
Presentation Notes
This is a 7 percent increase from last year. Individual words weren’t sig
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Which of the following words would you use to describe RHIO
services? Select all that apply.

2016

2018
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Presenter
Presentation Notes
This is a 7 percent increase from last year. Individual words weren’t sig
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ROCHESTER 2018 Customer Service

On a scale of
1-10,

respondents
gave us a9 on
the quality of
RHIO’s
customer

service
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Presentation Notes
Majority of responsers
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On a scale of
1-10,
respondents gave
us a 9on

responsiveness

to questions and

concerns about
our services
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On a scale of
1-10,

respondents

gave us a 9 on

recommending
Rochester
RHIO to
another
person




Le=iir ol 2018 Customer Service Rating

On a scale of 0-10, where 0 is the lowest rating, how would you rate the
following about the RHIO?

903 people answered

2018 2017 2016

Quality of RHIO'S Customer Service 9.09 8.86 8.82

Repsonsiveness to Concerns 9.06 8.77 8.76

Liklihood of Recommendation 9.21 9.07 8.68
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rocriester (I 2018 Contacted RHIO?

In the last 90 days, how many times have you contacted the
Rochester RHIO to report an issue?

936 people answered

3-4 times - 7.26%

Other . 3.42%
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Presenter
Presentation Notes
No significant variation on this from last year. 3% improvement in None; 3% decrease in 1-2 times category, which is good; 2 percent increase in the 3-4 times category, which is not an improvement, but not a significant change either.  2% improvement in the Other category. Net improvement: 6% improvement overall, which is good news. 
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