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It should be noted that, although, 4,891 respondents participated in this survey, respondents were free to answer whichever question(s) they desired. Thus, 4,891 responses are not necessarily given for each question. In comparing the survey administration in November and December of 2014 to the most recent, the number of responses increased from 4,654 or at a rate of 5.1%.

A total of 4,665 respondents completed this question (226 skipped). Of the 4,665 respondents, the majority (887 or 19%) were between the ages of 0-17 years of age. The 45-54 age range recorded 831 responses, while the 25-34 age range collected 821 responses. There was an increase in the number of responses for each age range except for the 18-24 and 35-44 age ranges. Overall, there was a 3.6% increase in the number of responses to this question over the previous survey administration.


A total of 4,603 out of 4,891 respondents answered the gender survey question. Males recorded 1,549 responses, and females recorded 3,054 (66%) of the responses. A total of 288 survey respondents opted to skip this question. There was a 3.4% increase in the number of responses to this question over the previous survey administration, and a 6.7% increase in the number of female responses.

The chart above indicates the FFH site in which the respondents visited. All 4,891 survey respondents answered this question. Nearly 37% of respondents visited the GSC for medical services, and 50% of respondents visited the GSC for medical or dental services. The number of respondents increased at five of our eight sites from the previous survey administration.



The chart above is representative of the respondents experience with FFH staff, receiving care, and wait time. Eight different survey questions were asked. For each of the survey question, a rating of “Excellent” or “Very Good” was given by the majority of respondents. The three most highly-rated categories include the convenience of the office location, the hours in which the office is open, and how quickly an appointment could be scheduled. The category that received the least amount of “Excellent” and “Very Good” ratings, “Referrals to specialists by your provider,” most likely didn’t apply to each respondent, as only 3,999 opted to answer this question.



The chart located above indicates the respondents experience with FFH staff. Six survey questions are measured in this chart. A response of “Excellent” or “Very Good” was given at least 99% of the time for five out of the six questions. The survey question, “The Nurse, Dental Hygienist, or Medical Assistant answered my questions” was given an “Excellent” or “Very Good” rating by 97% of survey respondents.

The bar chart above also measures the respondents experience with FFH staff. Seven survey questions were asked, and the results, again, were extremely positive. For each survey question, a response of “Excellent” or “Very Good” was given 99% of the time for four out of the seven questions. A rating of “Excellent” or “Very Good” was given 93% of the time when the respondent was asked if “Other staff members introduced themselves.” A rating of “Excellent” or “Very Good” was given 96% of the time when the respondent was asked if “Other staff members were able to answer their questions.”



In comparing FFH sites, it’s evident that, overall, patients had a positive experience. This was the case in previous years as well. Patients at the FFH Hannah Penn location were particularly pleased with how quickly they were able to schedule an appointment, getting through on the phone when the office is called, and the convenience of the office location.



Overall, patient experience with FFH staff is extremely positive. In the chart above, each FFH site is compared. Lewisberry and Hannah Penn had slightly higher ratings for each survey question stated above. This could be attributed to the patient flow at Hannah Penn and Lewisberry, which isn’t quite as high as other sites, leaving FFH staff with the opportunity to spend more time with a patient. Average ratings 
Patient Comments Included:
George Street Medical
· A very comfortable and clean facility, excellent services.
· I've been coming here for a very long time and would strongly recommend Family First Health.
George Street Dental
· Wonderful facility. Very positive and professional staff.
· Everyone was kind, polite, and very nice. It was a wonderful visit.
Hanover Medical
· Keep up what you’re doing, it’s great.
· None. The staff is wonderful. They make you feel like family.
Hanover Dental
· Staff worked very well with child! Thank you.
· All the staff are really good to me and always seem to make time for me.
Gettysburg Medical
· I like everyone at this establishment - everyone is very helpful, knowledgeable, & professional. I recommend it often.
· Everything was wonderful Keep doing the good work that you are doing.
Gettysburg Dental
· Everyone was super friendly and went beyond my expectations. Everyone explained thing very thoroughly. By far the best dental office I've visited! Awesome dentist too!
· I give thanks to everyone working at this health facility and the excellent services.
Lewisberry
· None. Amazing doctor's office!!
· Great doctors, friendly staff. Love it here.
Hannah Penn
· The Hannah Penn Medical Center is wonderful. The staff is friendly, and I am so happy as a patient!
· I love my doctor and will not go anywhere else.
Patient Complaints:
· We always spend a minimum of one & half hour, mostly waiting. However, all the staff are friendly, professional, and good
· Did not happen today, but it would be nice if everybody is not scheduled at the same time with the same doctors. People complain too much about it
· Shorter times or waiting times when coming in for an appointment. Last couple times here waited 1 hr.
· Fix the phone system!! Too many disconnections!!
· Handicapped parking nearby is inadequate


Suggested areas for improvement from patients:
· Increase in the number of providers
· Evening hours
· Parking situation at GSC
· Improve call wait time
· Drinking water available for patients
· Grace period for patients arriving for appointments


Your experience with FFH staff
Strongly Agree	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	3060	3010	2953	2968	2893	3046	Agree	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	1477	1495	1450	1443	1423	1386	Disagree	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	34	44	33	31	92	30	Strongly Disagree	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	9	12	14	11	26	12	Survey Question
# of 
Respondents
Your experience with FFH staff
Strongly Agree	The nurse, dental hygienist, or medical assistant answered my questions	The other staff members intoduced themselves to me	The other staff members answered my questions	The facility was comfortable, neat, and clean	My personal information was kept private	I am likely to return for follow-up care	I am likely to tell my friends and family about the health center	2933	2472	2586	3083	3085	3205	2981	Agree	The nurse, dental hygienist, or medical assistant answered my questions	The other staff members intoduced themselves to me	The other staff members answered my questions	The facility was comfortable, neat, and clean	My personal information was kept private	I am likely to return for follow-up care	I am likely to tell my friends and family about the health center	1406	1570	1556	1406	1318	1278	1386	Disagree	The nurse, dental hygienist, or medical assistant answered my questions	The other staff members intoduced themselves to me	The other staff members answered my questions	The facility was comfortable, neat, and clean	My personal information was kept private	I am likely to return for follow-up care	I am likely to tell my friends and family about the health center	40	272	133	22	19	26	70	Strongly Disagree	The nurse, dental hygienist, or medical assistant answered my questions	The other staff members intoduced themselves to me	The other staff members answered my questions	The facility was comfortable, neat, and clean	My personal information was kept private	I am likely to return for follow-up care	I am likely to tell my friends and family about the health center	16	54	23	10	8	7	17	Survey Question
# of
Respondents
Past experience with FFH staff, receiving care, and waiting
GSC Medical	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	3.33	3.25	3.46	3.46	3.26	GSC Dental	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	3.3	3.33	3.46	3.49	3.38	Hanover Medical	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	3.48	3.29	3.54	3.59	3.41	Hanover Dental	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	3.51	3.43	3.49	3.55	3.47	Gettysburg Medical	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	3.55	3.22	3.49	3.56	3.3	Gettysburg Dental	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	3.39	3.42	3.61	3.59	3.51	Hannah Penn	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	3.65	3.51	3.55	3.65	3.48	Lewisberry	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	3.22	3.36	3.46	3.48	3.35	Patient Survey Question
Average Patient 
Experience
Your experience with FFH staff
GSC Medical	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	The nurse, dental hygienist, or medical assistant answered my questions	3.6	3.58	3.6	3.59	3.58	3.62	3.6	GSC Dental	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	The nurse, dental hygienist, or medical assistant answered my questions	3.6	3.59	3.59	3.61	3.61	3.64	3.62	Hanover Medical	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	The nurse, dental hygienist, or medical assistant answered my questions	3.72	3.7	3.71	3.72	3.63	3.68	3.66	Hanover Dental	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	The nurse, dental hygienist, or medical assistant answered my questions	3.63	3.63	3.63	3.64	3.6	3.68	3.65	Gettysburg Medical	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	The nurse, dental hygienist, or medical assistant answered my questions	3.72	3.71	3.68	3.68	3.64	3.73	3.69	Gettysburg Dental	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	The nurse, dental hygienist, or medical assistant answered my questions	3.65	3.67	3.7	3.71	3.7	3.72	3.72	Hannah Penn	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	The nurse, dental hygienist, or medical assistant answered my questions	3.77	3.78	3.78	3.79	3.72	3.79	3.79	Lewisberry	My provider listened to me	My provider took enough time with me	My provider explained to me what I wanted to know	My provider gave me good advice and treatment	The nurse, dental hygienist, or medical assistant answered my questions	The nurse, dental hygienist, or medical assistant was friendly and helpful	The nurse, dental hygienist, or medical assistant answered my questions	3.8	3.79	3.78	3.78	3.73	3.76	3.77	Patient Survey Question
Average
Patient
Experience
Age Range of Respondents

0 - 17	18 - 24	25 - 34	35 - 44	45 - 54	55 - 64	65 - 74	75 and older	887	456	821	712	831	614	272	72	Age Range
# of
Respondents
Gender of Respondents


Male	Female	1549	3054	Gender
# of 
Respondents
FFH Site Visited

GSC Medical	GSC Dental	Hannah Penn	Lewisberry	Hanover Medical	Hanover Dental	Gettysburg Medical	Gettysburg Dental	1789	673	182	296	878	450	358	265	FFH Site Visited
# of
Respondents
Your past experience with FFH staff, receiving care, and waiting 
Excellent	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	Time spent in waiting room	Waiting for tests to be performed	Referrals to specialists by your provider	2555	2238	2634	2824	2211	2024	1912	2107	Very Good	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	Time spent in waiting room	Waiting for tests to be performed	Referrals to specialists by your provider	1649	1796	1776	1580	1688	1762	1725	1517	Fair	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	Time spent in waiting room	Waiting for tests to be performed	Referrals to specialists by your provider	499	582	285	308	473	648	444	335	Poor	How quickly you could get an appt.	Getting through on the phone when you called the office	Hours the office is open	Convenience of the office location	Prompt return of phone calls	Time spent in waiting room	Waiting for tests to be performed	Referrals to specialists by your provider	82	104	21	27	82	114	46	40	Survey question
# of 
Respondents
