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ASSESSMENT MEASURES EMPLOYED

1. A comprehensive survey was taken Winter quarter 2007.
· Participants were students visiting Student Health Service during the month of February 2007.
· The primary challenge was encouraging students to take the time to fill out the questionnaire.  As a result, we did not get the number of surveys we would have liked.
2. A quick, general walk out survey is assessed quarterly.

· Participants were students who had visited Student Health Service that day.  The exception to this is winter quarter when the extensive survey is available.
· The primary challenge was, again, to encourage students to take the time to fill out the survey.  
3. Yearly a chart audit is performed on providers. 

· Charts are pulled randomly by the RN’s for each provider to obtain one classification of visit written by the provider.  The classifications include: Acute, episode care; well, preventative care; and chronic, long-term care.

· SOAP notes are reviewed, height/weight and vital signs are checked for documentation, laboratory results are reviewed for documentation, the medication flow sheet is reviewed for accuracy and completeness, counseling/preventative teaching are checked for completeness, and follow-up is documented.

· This is a peer-review process.  Each provider is given another provider’s charts.  The reviewer has specific criteria to look for and state whether or not it is complete.  

· Completed QA is given to the director for analysis.  Deficiencies are noted and discussed with the provider.  Results are used in yearly performance reviews.

4. The number and type of visits are recorded daily. 

· RN’s keep track of each visit on a clipboard.  Record is made of who saw the student, what type of visit it was, whether lab tests were sent, injections given, treatment given, and/or the relative complication of the visit.

· Results are compiled by the RNs, reviewed and compared monthly by the director and shared with staff at staff meetings.

ASSESSMENT FINDINGS

Objectives and Outcomes Assessed

1. Increase in student satisfaction with receptionist staff

2. Fewer phone messages, more calls answered directly by receptionist staff

3. Ability of student to make appointments that is timely and convenient.

4. Fewer complaints about lack of courtesy by receptionist staff.

5. Students judge that the receptionist is able to respond in a timely manner.

6. Students believe the receptionists are handling their information in a confidential manner.

7. Students are not concerned about confidentiality in the waiting room.

8. Students judge the waiting period was not too long.

9. Students are satisfied with the way the nurse listened to their concerns.

10. Instructions given by the nurse are clear.

11. Students feel respected by the nurse.

12. Appropriate provider referrals are made.

13. Information, given by the nurse, helps the student care for themselves.

14. Treatment received from the nurse is of high quality.

15. The student believes the provider understood her/his health concerns.

16. Providers include students in health decisions.

17. Information, given by the provider, helps the student care for themselves.

18. Medical decisions made by the provider, assessed by the student, as high quality.

19. Students judges the treatments received from the provider to be of high quality.

20. Student experiences an overall satisfaction with the health care provided by the provider.

21. The number of provider visits will increase.

22. Patient charts will be complete, consistent, and readable.

Findings:

Winter Survey:

Receptionist staff was rated 4.8 out of 5.  This is down from 4.96 out of 5 from a year ago.  RNs were rated at 4.9out of 5 compared to 4.88 in 2006  Confidentiality was rated 4.8 out of 5 compared with 4.58 for 2006.  Providers were rated at 4.9/5 compared with 4.9/5 in 2006.

Walk-out Surveys:

Fall Quarter

Receptionist satisfaction was 5/5

Amount of waiting time satisfaction was 5/5

Satisfaction with confidentiality was 4.5/5

Nursing satisfaction was 5/5.

Provider satisfaction was 5/5.

Spring Quarter:

Receptionist satisfaction was 5/5

Amount of waiting time satisfaction was 4/5

Satisfaction with confidentiality was 5/5
Nursing satisfaction was 5/5.

Provider satisfaction was 5/5.

Chart Audits demonstrated minimal deficiencies.    There were no significant omissions.

The number of provider visits was down by 531.  The number of total visits was down by 522 visits.  We continue to believe because we are a fee for service organization and charge students $50.00/visit to provider; this keeps our number of visits down.
PROGRAM IMPROVEMENTS

Confidentiality continues as an area of concern even in our new space.  Periodic staff and receptionist meetings are held to discuss problems that develop and for discussion of ways to provide better service to our students.

ASSESSMENT COMPLIANCE

No deviation from the plan.

NEW ASSESSMENT DEVELOPMENTS

Yearly the surveys are reviewed by the director and staff for additions and corrections.  Staff and the director review the survey results.  Ideas, suggestions, medical updates are constantly being discussed and applied, if determined to be beneficial
