Indian Health Service 

Oral Health Program Guide


Assessing and Meeting the Needs and Expectations of Customers
The results of a survey assessing Indian Health Service (IHS) patient needs and expectations, which was initiated at the Tribal Consultation Meeting in Albuquerque, NM, in December of 1994, were consistent with previous consumer satisfaction studies. Patients expect the following: 
1. Short waiting time to get an appointment and short time waiting to be seen at the appointment

2. Quality care

3. Access to services from providers who are caring, competent, and respectful of the patient and the patient’s traditions

In the survey patients also identified the following needs for Indian health programs:

4. Integration of prevention and community outreach into the health programs

5. Recognition of the role of traditional healing practices

6. Training of more American Indian/Alaska Native (AI/AN) providers from their communities to serve their people

Perhaps the most significant finding from the 1994 consumer survey was a patient satisfaction rate of 83% (“very satisfied” or “somewhat satisfied”) for all disciplines, including dental. In the 1988–1990 International Collaborative Study of Oral Health Outcomes (ICS-II), the proportion of patients who were “satisfied” or “very satisfied” with access was 69% at one IHS site and 74% at the other IHS site. Satisfaction with the quality of care was 91% and 95% at the two sites. Finally, satisfaction with the patient-provider relationship at these sites was 79% and 8%, respectively.  
While these satisfaction rates are an indication that Indian health programs are perceived by most patients as meeting their needs, there is room for improvement in any healthcare system having more than 10% “somewhat unsatisfied” or “very unsatisfied” patients.  
The findings in these surveys suggest that dental programs should address patient needs and expectations relative to access to services, to the patient/provider relationship, and to cultural sensitivity and access to traditional healing. Finally, dental programs should assess patient satisfaction on a regular basis. Information on how to develop and implement a patient satisfaction survey is contained in Chapter 7 of this manual.
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