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Focus
• Goal 4 of our current 

strategic plan is to “strive for 
exceptional customer service 
with internal and external 
clients.” 

• Item 4.2.4. under this goal is 
specifically to “improve the 
waiting room experience for 
all target customers.” The 
focus of this project was to 
do precisely that. 

• We aspired to enhance the 
patient experience at our 
health centers by making 
improvements to both the 
waiting rooms and patient 
restrooms.



TEAM

Taylor Garrett – Outreach Coordinator

Katy Latimer – Advancement Assistant

Nadia Pitter – Medical Respite Case Manager

Emily Tetalman – Behavioral Health Clinician

Latara Whitfield – Dental Assistant



Need
• From our personal 

experiences and 
observations we felt the 
waiting rooms and patient 
restrooms could be a way to 
enhance patient experience. 

• We conducted research on 
the impact of waiting rooms 
and found the waiting room 
to be an essential part of 
patient care. 



Research

• Back in 2011, Dr. Ryan Howes, 
clinical psychologist, wrote on the 
website for Psychology Today, 
“Providing a safe, comfortable 
waiting room is part of good 
ethics, good client care and good 
business.” (Howes, 2011)

• The American Osteopathic 
Association in 2014 stated waiting 
rooms can affect patient health. 
(Schierhorn, 2014)



Research

• Dr. Marie Hartwell-Walker, 
psychologist and LFMT, is a 
regular contributor to the 
website Psych Central. She 
recommends waiting rooms have 
as much natural light as possible 
and suggests using plants, end 
tables, and lamps to help create a 
sense of “personal space.” Having 
current reading material available 
and having space and materials 
to keep children occupied helps 
reduce anxiety. Having benches 
available accommodates larger 
size clients and adults who need 
the extra space to attend to 
children. (Hartwell-Walker, 2016)



Research
• In 2005, Gallup 

published a summary 
of a study that 
researched patient 
ratings of their 
experience in 
physician offices. 
“Atmosphere and 
attractiveness of 
office” was one of 
the top 7 
characteristics that 
influenced whether a 
patient rated the 
office as average or 
best. (Blizzard, 2005)
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OBJECTIVE

Our objective was to ensure a waiting experience that better reflects the high-
quality level of health care that patients receive at DPHS and to make patients feel 
more comfortable in what can be a very stressful situation (visiting the doctor).



ASSETS
• We engaged with many staff in the assessment of needs in the development of this 

project. 

• We received guidance from Kysha Washington, Case Management Services 
Coordinator, who heads “Goal 4” of our strategic plan. We attended a patient 
advisory committee meeting. Although no patients were present, we were able to 
get good insight from our co-workers, particularly those who work at the front 
desk/central registration who observe the patients in the waiting room first hand. 

• Isha Toledo, Front Desk Operations Coordinator, worked with us to determine if our 
ideas could be executed in consideration of the staff required for upkeep and the 
specific needs of our patient population. 

• Dan Holt, Facilities and Safety Coordinator, helped us assess what could physically 
be done in the space we have. 

• Maureen Neal, COO of Advancement, helped us develop the budget which was 
then approved by Daily Planet Health Services CEO, Beth Merchent.



ACTION STRATEGIES

We took two primary strategies for determining the best ways to improve the 
patient experience:

• Explore best practices that have been executed at other health centers.

• Talk with patients and staff about what our patients liked or did not like.



TEAM DEVELOPMENT

• We had regular meetings throughout the development and implementation of 
this project. We put a lot of meaningful thought into choosing a project that we 
felt would truly help further our organization. 

• We participated in the trainings and webinars offered by VCHA. 

• We also had the opportunity to present our project at a management meeting.



TESTING AND REFINEMENT

Throughout this project we had to be flexible to suggestions from management as 
well as financial restrictions. Our initial thoughts were not exactly what were 
implemented because of this.



RESULTS TO DATE
• The primary results of this project have been identifying a list of potential 

improvements for our guest waiting experience. 

• Of course, change takes time and so we are not able to execute all of the 
improvements on our list right away. 

• We are implementing what we can now and will continue to make 
improvements as we can.



Results to Date

So far we have:

• Installed signage with guest Wi-Fi 
information

• Provided toiletry packs to be kept 
at the front desk, with signage in 
the bathrooms indicating that 
patients can ask either front desk 
staff or a medical assistant if they 
need one.

• Approved to order a cup 
dispenser next to our water 
fountains.

• Approved to order a supplies 
station including face masks, 
hand sanitizer, and tissues.



RESULTS TO DATE

Some of our more immediate next steps include:

• Installing a changing table in the restroom at our SHC (which sees many more 
families with children).

• Having plants throughout the facility.

• Having a charging station installed.

• Having a professional decorator come to assess the bathrooms.



LESSONS LEARNED

• Initially we felt that our primary boundary would be getting the budget 
approved. 

• However, we found was this project ended up being more about getting buy-in 
from management and other staff than anticipated. However, one huge asset 
of getting staff “on board” and involved with the project as opposed to just an 
“ok” is that they contributed ideas and resources that we did not have on our 
own.



SUCCESS STORY

• As mentioned, we had a more difficult time getting “buy-in” and approval for 
improvements. 

• One of our biggest successes was when we went over our proposal and budget 
with our CEO and got the green light for some of our suggestions.





NEXT STEPS
• Continue following up with items management is currently exploring such as 

installing more electrical outlets, a charging station, and plants. 

• Monitor how often are clients asking for toiletry supplies and if the front desk 
staff are able to easily and quickly provide them.

• Coordinate with various staff members to ensure completion of items already 
approved such as the changing table. 


