
CXOs Elevate the Patient Experience 
with Surveys
Improving the patient experience is a big job for healthcare organizations. Meaningful improvement takes system-wide change. It 
takes engaged clinicians and patients collaborating to improve processes, interactions and health outcomes. In fact, moving the 
patient experience from where it is today to where it needs to be is a challenge so great that more than half (58%) of all healthcare 
organizations now employ a Chief Patient Experience Officer (CXO) to lead the transformation.1
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Today, the reality is that much attention 
is given to patient satisfaction surveys 
and trying to increase satisfaction 
scores. But, CXOs know that as 
valuable as these surveys are, 
healthcare organizations must shift the 
focus from simply measuring patient 
satisfaction to actively delivering better 
patient experiences. And, the savviest 
amongst the group are expanding the 
use of patient surveys to drive this 
change quickly and cost-effectively. 

This approach makes sense because 
healthcare organizations can maximize 
technology they already have in place 
–- their automated communications 
technology–- to deliver surveys that 
engage patients between in-person visits, 
assist them with managing their health 
and help them stay on track with their 
care plans.  

To set a strategic direction for improving 
patient experiences, CXOs must first 

have a solid understanding of what 
patients want and expect. A recent 
West survey of 1,036 adults and 
317 healthcare providers in the 
U.S. revealed that quality preventive 
care, ongoing health management 
support and efforts to prevent hospital 
admissions and readmissions are 
the most essential components of a 
positive patient experience, according 
to patients. 
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As CXOs look to surveys as a tool for delivering improved experiences 
in these areas, they will be pleased to learn that patients are receptive to 
the idea of survey check-ins. Eighty-six percent of Americans are willing 
to participate in surveys from healthcare providers and are interested in 
taking many different types of surveys, including health risk assessments, 
gaps in care surveys, medication adherence surveys, remote health 
monitoring surveys and post-discharge survey check-ins.

Interest in Surveys Is 
Often Underestimated 
Patients are more willing to participate in surveys 
than providers realize.

86% of Americans will 
take a survey from a 
healthcare provider.

Patient satisfaction

Post-discharge

Health risk assessment

Remote health monitoring

Gaps in care

Medication adherence  

Patients are interested in taking the following surveys:

86%

85%

83%  
79%  
78% 
74%

Simple Survey Strategies, Big Impact 
Implementing innovative survey strategies is easy to do and delivers a 
big impact. Americans are already accustomed to taking surveys–- many 
have experience with healthcare or consumer satisfaction surveys. 
And healthcare teams that distribute satisfaction surveys or send 
appointment reminders already have the technology in place to expand 
their use of patient surveys. Here’s a handful of survey strategies that 
CXOs can implement to improve experiences in the areas that matter 
most to patients.

Patients Want Quality Preventive Care
Fifty-eight percent of patients say they want to feel like their provider cares about their health, and 63 percent believe it is 
important to feel like they are receiving the best healthcare possible. Patients often associate quality care with proactive care. 
They want providers to help prevent illnesses, not just respond to them. Here’s how CXOs can use health risk assessments and 
gaps in care surveys to improve preventive care experiences:

Health Risk Assessment Surveys
Health risk assessment surveys allow care to be personalized based on an individual’s health status and risk factors. 
For example, when a patient is due for an annual exam, staff can use the organization’s patient engagement 
technology to send an automated text message with an invitation to complete an online health risk assessment. The 
text message containing a link to the survey can include a brief explanation that lets the patient know how completing 
the health risk assessment will give the provider a snapshot of the patient’s overall health and provide the patient with 
an opportunity to discuss any health risks and corresponding preventive strategies at their upcoming exam.    

Gaps in Care Surveys
Gaps in care surveys can be used to create a list of the preventive services patients need but have not received. 
Providers can use this information to address any gaps in care so patients have a more complete preventive care 
experience. For example, a clinic could invite all patients to complete a gaps in care survey, or it could invite various 
patient subpopulations who have been categorized as “at risk” for developing a chronic illness to take the survey. 
Providers can use the survey data to determine which preventive care services patients have not yet received but 
could benefit from and encourage patients to schedule those services. 

Patients Want Ongoing Health Management Support  
Fifty-three percent of patients want their healthcare teams to offer ongoing support to help them stay on track with their care 
plans. Chronic patients are most likely to want support, with 39 percent eager to participate in online surveys or check-ins from 
healthcare providers that help them monitor chronic conditions. They want to know their healthcare team is monitoring their 
health and will intervene if issues are detected. 
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Healthcare providers know they could be doing more to support patients between visits, as fewer than four in 10 providers 
(37%) say they do a good job helping patients manage their health during the time between appointments. CXOs can address 
these needs by using medication adherence surveys and remote health monitoring survey check-ins to provide ongoing health 
management support, a strategy that goes a long way toward improving the patient experience. Here’s how:

Medication Adherence Surveys
Medication adherence surveys help healthcare teams identify the barriers that prevent patients from taking 
medications as prescribed. A survey asking patients if they have filled their prescriptions, if they are taking their 
medications as directed, and whether they are experiencing any bothersome side effects will deliver data that 
healthcare teams can use to identify and address issues. For example, if a patient hasn’t filled his prescription because 
it is too expensive, the provider may want to prescribe a generic or alternative medication. If a patient has stopped 
taking a medication due to negative side effects, the provider can adjust the dosage or prescribe a replacement 
medication.    

Remote Health Monitoring Survey Check-Ins
Remote monitoring survey check-ins can be used to monitor patients’ progress and to see if they are following 
treatment plans correctly. Providers can send monitoring surveys to individuals or groups of patients with similar 
chronic conditions. For example, a survey may ask patients to report health metrics—like weight or blood sugar—and 
answer questions about lifestyle habits. Providers can use the information from monitoring surveys to identify patients 
who are struggling and offer them additional support. 

Patients Want to Avoid Hospital Admissions, Readmissions
Forty percent of Americans with a chronic condition say they would be motivated to complete a survey if it would prevent them 
from being admitted or readmitted to the hospital. And, 72 percent of Americans who have been admitted to the hospital say a 
remote health monitoring survey would be extremely or very useful. Patients would prefer to never have to be hospitalized for 
health conditions—but if they are admitted, they certainly don’t want to be readmitted.

CXOs can use remote health monitoring surveys and post-discharge surveys to identify patients who are in danger of being 
hospitalized and take actions to prevent admissions and readmissions. Here’s how:

Remote Health Monitoring Survey Check-Ins
Patients who have been identified as being at a high risk for hospitalization can participate in remote monitoring 
survey check-ins so their healthcare teams can closely monitor for warning signs and symptoms. For example, a 
patient with congestive heart failure may be asked to regularly participate in survey check-ins that ask questions about 
weight gain, sleep patterns and swelling. If the patient’s responses meet pre-determined criteria, the healthcare team 
can intervene and work to solve issues before they escalate to a point where the patient has to be hospitalized.    

Post-Discharge Surveys Check-Ins
Post-discharge survey check-ins help hospitals and healthcare teams prevent avoidable readmissions. Hospital staff 
can send an initial post-discharge survey 24-48 hours after a patient is released, and then send additional surveys 
as needed during the next 30 days. For example, a patient may receive a survey that asks about pain and other 
symptoms immediately after leaving the hospital. Based on the patient’s response, hospital staff can contact the 
patient, schedule another survey check-in or take other necessary actions to help prevent the patient from readmitting. 

Transforming the patient experience is a big job that requires CXOs to move quickly and deliver big results. To navigate some 
quick wins for their healthcare organization, forward-thinking providers will integrate a comprehensive survey strategy with other 
initiatives to begin moving the patient experience from where it is today to where it needs to be.



58%

72%

69%

To get the best possible care.

Survey check-ins to help prevent 
hospital admissions/readmissions.

Providers to assist with 
managing health.

To know healthcare providers care 
about their health.

Remote monitoring following 
hospitalizations.

More communication from 
providers between appointments. 

Patients often feel providers are responding to illnesses, 
not preventing them. 

ONLY 12%  of providers use surveys to identify 
health risks.

Patients need help to avoid hospital admissions  
and readmissions. 

JUST 9%  of providers use surveys to monitor 
patients’ health following discharge from the hospital. 

Patients struggle and need support between visits. 

ONLY 7%  of healthcare providers use surveys to 
regularly monitor metrics that indicate how well patients 
are managing conditions. 

QUALITY 
PREVENTIVE 
CARE

ASSISTANCE 
PREVENTING 
HOSPITALIZATIONS

ONGOING 
HEALTH 
MANAGEMENT

PATIENTS WANT THE PROBLEM

63%

40%

53%

Providers Can Map Surveys to Expectations
Providers can deliver on patient expectations by using these surveys:

QUALITY PREVENTIVE CARE
 �  Health Risk Assessments
 � Gaps In Care Surveys

ONGOING HEALTH MANAGEMENT  � Medication Adherence Surveys 
 � Remote Health Monitoring Check-Ins

ASSISTANCE PREVENTING 
HOSPITALIZATIONS

 � Remote Health Monitoring Check-Ins
 � Post -Discharge Survey Check-Ins

The Key to Survey Success Is Follow-Up 
Survey follow-up helps encourage participation and improve outcomes. 

34% Follow up 
immediately. 37 %

Offer advice directly over 
the phone based on their 
survey responses. 32%

Intervene or follow up directly 
through a text message or 
online chat.  

Patients say they are 
more likely to participate 
in surveys if healthcare 
providers:

How to Create Better Healthcare 
Experiences with Surveys
Providers Are Missing Opportunities to Give Patients What They Want
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