[image: image1.png]PRIMARY CARE
DEVELOPMENT I I- _l
CORPORATION

Excellent Healthcare in Every Neighborhood




Secret Shopper Call Instructions

Secret Shopper Call Instructions

What is a Secret Shopper?

A Secret Shopper is someone who poses as a regular customer at a business that focuses on providing service like department stores, banks, restaurants and even doctors’ offices and health centers.   Companies use what the Secret Shoppers learn while posing as a customer to improve their services and to determine what is needed to increase customer satisfaction. 

In this case, the Secret Shopper is you! Remember it is a secret, so don’t tell anyone you are participating or you may not get the same results. This exercise will help you understand what your patients’ experience when they call for an appointment with their own provider. Keep in mind it is not about judging the performance of your center or your colleagues.  It is about making the patient experience better.  In order to do that, we first need to know what that experience is like.  Remember, the idea behind these calls is for you to walk in the shoes of your center’s patients – to experience exactly what patients go through while they are scheduling an appointment with their own provider at your center.

Getting Started

The goal of these calls is to ask for and receive an appointment “as soon as possible” (today or tomorrow) with your own provider.  If you are given an appointment weeks away, ask if there is any way to get one sooner with your provider.

If you are concerned that the person answering the phone will recognize your voice, enlist the help of someone who can make the call with you. You can make a 3-way call or use another extension so can hear, first-hand, everything that happens on the call. For this option to be most effective, spend a few minutes coaching the person who will be doing the speaking portion of the call to make sure that they will have all of the information necessary to make the appointment (i.e., patient name, medical record number (if needed), date of birth, address and telephone number, provider’s name). 
Documenting the Call
Make sure to use rich detail when documenting the call to paint a vivid picture of the experience. Use the “Secret Shopper Summary Table” on pages 5-6 to record the details of the call.  Also, we’ve provided a “Secret Shopper Summary Example” on pages 3-4 for your reference.  When completing the Summary Sheet, you’ll want to make sure to record the following:
· Date and time call began and ended
· Number of times the phone rang and how it was answered (e.g., person, automated system)
· The language you spoke on the call – if you speak a language other than English, feel free to try your scenario in that language as this will give you valuable information about the experience of non-English speaking patients

· Whether you get placed on hold or transferred from department to department
After You Get an Appointment
After you have completed the exercise, make sure you call back and cancel the appointments! You can tell the appointment maker you have changed your mind.
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Shopper Name: Barbara Smith

Time call began:
9:15am


Health Center:  Best Health Center

Time call ended:
9:38am


Service: 
Pediatrics


Language of the call:
English



Type of Appointment:
 Follow up

Total length of call:
23 mins


Day of the Week:
Tuesday

Date of Call:
3/16/07



Description and Notes

Phone rings
5 times

Phone picked up by (select one)

 FORMCHECKBOX 
Auto Attendant

 FORMCHECKBOX 
Person 

 FORMCHECKBOX 
Placed on hold - Length of time on hold
 4 mins

	Health Center:


	Good morning Best, can I help you?

	Caller:


	Good morning, I need to make an appointment.

	Health Center:


	Hold (Put on hold with no warning – held for 4 minutes). 

(When the person came back to the phone they began where the conversation left off)

Can I have your card number and doctor’s name?

	Caller:


	Oh, sure. My card number is 123456 and my doctor’s name is Santiago. I really need something soon. 

(I can hear typing on the keyboard in the background)

	Health Center:


	I have an appointment on March 29th – Do you want it?

	Caller:


	March 29th? Do you have anything sooner? My son was kicked out of school today because of a ring worm infection and I need him back in school. You don’t have anything sooner? nothing? 

	Health Center:


	(Sighs) Hold on (The phone starts ringing again (6x) and someone else answers the phone)

Triage, Ms. C. speaking

	Caller:


	Hi, Good Morning, I need to make an appointment for my son 

	Health Center:


	I’m going to transfer you to Peds so you can make an appointment

	Caller:


	Okay (phone starts to ring again – this time the phone rings 4 times)

	Health Center:


	This is Peds Ms. S. speaking

	Caller:


	Hi, I need to make an appointment for my son. He’s been taken out of school for ring worm infection; I need an appointment as soon as possible for him. They gave me March 29th but that’s too long to have him out of school.

	Health Center:


	Okay, well – who is your doctor?

	Caller:


	Santiago

	Health Center:


	Let me see…okay, he’s here tomorrow – can you make it in at 12pm?

	Caller:


	Yes, yes we can! Thank you so much.

	Health Center:


	You’re welcome. We’ll see you tomorrow. Remember to bring his insurance card. If anything changes and you can’t make the appointment, please give us a call at 555-569-4123.

	Caller:


	I will. Thank you. See you tomorrow.


Secret Shopper Summary Table
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Shopper Name:



Time call began:




Health Center:  



Time call ended:




Service: 




Language of the call:




Type of Appointment:



Total length of call:




Day of the Week:



Date of Call:





Description and Notes

Phone rings

times

Phone picked up by (select one)

 FORMCHECKBOX 
Auto Attendant

 FORMCHECKBOX 
Person 

 FORMCHECKBOX 
Placed on hold - Length of time on hold


	Health Center:
	

	Caller:
	

	Health Center:
	

	Caller:


	

	Health Center:
	

	Caller:


	

	Health Center:


	

	Caller:
	

	Health Center:
	

	Caller:
	

	Health Center:
	

	Caller:
	

	Health Center:
	

	Caller:
	

	Health Center:
	

	Caller:
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