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Customer Satisfaction 
Introduction: 

The Chief Executive Officer of Bright Road Health Care System wants to improve patient care survey 
results in the urgent care facilities within the Health Care System. The perceived quality of service is the 
lowest rated area on the survey. As a Change and Process Management consultant, you will work with 
the Director of Quality Improvement of the Health Care System to analyze the current structure, 
process, and outcomes of the urgent care facilities. Based on the information you gather, you will 
provide current quality improvement data and make a recommendation for improvements. 

Characters: 

1. James Melbourne, Director of Urgent Care Facilities 
2. Thomas Rogers, Director of Quality Improvement 
3. Jason Bartman, Nurse Administrator of Urgent Care Facilities 
4. Charlie Moore, Director of Medical Records 
5. Tanya Morales, Student's Mentor 

 
Locations: 

1. Student’s Office 
2. Hospital Conference Room 
3. Hospital Courtyard 
4. Tanya's Office 
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Scene	1:	A	Quality	Problem	
In this scene, the Student meets with their mentor figure, Tanya, and shares concerns about a new 
assignment to assess quality care issues in the Urgent Care facilities of Bright Road.     

Location Student's Office 
Scene setup Tanya is across the desk from the student. 
On-screen characters Tanya Morales 
Off-screen characters 
 

None 
 

On-screen text:  You've asked consulting lead, Tanya Morales, to meet you in your office... 

TANYA Hey, what’s going on? You seem a little stressed today. 

Student must click correct option to proceed. 

STUDENT OPTION 1 

(INCORRECT) 

The CEO of Bright Road isn’t too happy about surveys that show low patient 
satisfaction in Urgent Care. I’m supposed to get to the bottom of it and then 
make recommendations for changes. 

STUDENT OPTION 2 

(CORRECT) 

Mind if I pick your brain about customer service management? 

TANYA RESPONSE 1 You are a Change and Process Management consultant, right? Don’t let the CEO 
title intimidate you, you’ll do fine. 

Response 1 kicks the Student back to options. 

TANYA RESPONSE 2 It’s been picked over pretty heavily through the years, I've been doing this for 
almost 15 years now! But I might have something that’s worth jotting down. 

Response 2 allows the Student to move on. 

On-screen text: Writing down notes as you go will help you when you make your recommendation to 
the CEO. 

STUDENT  So, how do you typically measure quality? 

TANYA  It's all scientific nowadays. We use customer surveys, on site or online, to gather 
most of our information. Of course, we still do get the occasional angry patient 
who gives our staff plenty of feedback on the spot. That also gets written into 
reports. 
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Student can choose either option to continue. 

STUDENT OPTION 1 How do you manage quality improvement across facilities? 

STUDENT OPTION 2 How do you make sure quality is consistent? 

TANYA RESPONSE Typically you use a system called Continuous Quality Improvement, or CQI, in 
health care organizations. It streamlines administration, reduces lengths of stay 
for patients, and boosts both clinical outcome improvement and patient 
satisfaction. 

Student can click on either option to proceed. 

STUDENT OPTION 1 Yes, I was reading today that Bright Road uses CQI. For some reason, it’s not 
helping as much in the Urgent Care facilities. Any thoughts as to why? 

STUDENT OPTION 2 CQI. Isn’t that a more integrative approach to quality management, with 
emphasis on continually improving through all functions of the organization? 

TANYA RESPONSE 1 It could be a number of things. As you know, CQI requires that quality 
permeates everything. It’s not just in the services or goods you deliver, but 
every aspect of the organization, from the business office to the janitorial staff, 
to the building maintenance. It also requires top management buy-in, allowing 
for the proper training and rewards to make sure quality is a part of daily life. 
And, it’s ongoing. 

TANYA RESPONSE 2 Yes, you’re right. It’s not just in the services or goods you deliver, but every 
aspect of the organization, from the business office to the janitorial staff, to the 
building maintenance. It also requires top management buy-in, allowing for the 
proper training and rewards to make sure quality is a part of daily life. And, it’s 
ongoing. 

STUDENT  And it’s all driven by the customer, right? 

TANYA  Yes. Whether it’s internal customers, like the nurses who use the pharmacy as 
customers, or external, like the patients who use your Urgent Care. Quality needs to be 
continually improved at all levels, and from the customer’s viewpoint. 

STUDENT           Thanks for the insight, Tanya. This gives me a good starting point for my investigation. 

TANYA                Great. If you need any help, just let me know! 
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Scene	2:	Discussion	with	Urgent	Care	Director 

The student meets with James Melbourne to discuss the survey results, the top issues at hand, and who 
the Student can talk to next to gather information for their recommendation.    

Location Hospital Conference Room 
Scene setup James sits across the conference table from the Student.  
On-screen characters James Melbourne 
Off-screen characters None. 
 
On-screen text:  Your first meeting is with James Melbourne, Director of Urgent Care facilities... 

JAMES As you can imagine, I’ve had a lot of scrutiny and some criticism after the most 
recent survey results came in. I’m glad they brought you in to help. It’s been so 
hectic, it’s hard to come up for air and take a look at how to improve things. 

Student can click on either of the options to continue. 

STUDENT OPTION 1 Having an outside perspective is a plus. 

STUDENT OPTION 2 A fresh perspective helps, too. 

JAMES Yes, exactly. As much as we say we’re about continuous quality improvement, 
we can get stagnant sometimes in areas we don’t even realize. So, where should 
we dig in? 

Student must click all three options to continue. 

STUDENT OPTION 1 I’d like to go over the results of the customer satisfaction survey. 

STUDENT OPTION 2 Can we talk about Bright Road’s approach to quality assurance as it relates to 
CQI? 

STUDENT OPTION 3 What are your biggest concerns when it comes to quality? 

JAMES RESPONSE 1 Of course. I’ve narrowed the responses down to four key areas, or, as I’m calling 
them, the 4 C's:  Cost, Communication, Correctness and Care Outcomes. I’ve 
actually got it on a slide, here, for you to see. 

NOTE: The 4 Cs Asset is projected on the screen at the end of the table: Cost, Communication, 
Correctness, Care Outcomes. 

JAMES RESPONSE 2 I’m not too familiar with CQI. I do know that we follow the Donabedian model 
that says quality can be best managed when we look at the three areas of 
Structure, Process and Outcomes.   
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JAMES RESPONSE 3 It’s tricky, because the issues are interrelated. Naturally, patient safety is my top 
concern. Remember the Institute of Medicine’s report in 1999 that said more 
people die from medical errors each year than car accidents and breast cancer? 
And how medication errors alone kill more people each year than workplace 
injuries? This is where the C for Correctness comes in: we need to make sure 
that the medicine, procedures and tests we implement are correct. That they’re 
not only necessary, but also not harmful for the patient. 

Student must click all three options to continue on. 

STUDENT OPTION 1 Can you talk more about the first two C’s, Cost and Communication? 

STUDENT OPTION 2 What about Care Outcomes? Can you explain what this means? 

STUDENT OPTION 3 Which area of the Donabedian model do you think I should focus more time on: 
Structure, Process or Outcome? 

JAMES RESPONSE 1 Sure.  Rising healthcare costs, as you know, are a major concern in general. At 
our Urgent Care facilities, that’s a common patient complaint. Even those with 
insurance say that the procedures are too costly.  

 As far as communication, we don’t do a good job of providing adequate 
information to the patients while they’re being treated and when they leave, so 
they can make informed decisions about their care. They feel rushed or 
pressured into treatment plans that they don’t necessarily understand. This 
plays into another area of communication that we scored poorly on: bedside 
manner. 

JAMES RESPONSE 2 Care Outcomes refer to the final outcome of a patient’s visit. Were they 
satisfied? Did their health status improve? Did other complications, illnesses or 
injuries arise during their visit? No facility is perfect, but there are standards we 
are apparently falling short of in this area, too. 

JAMES RESPONSE 3 It used to be that Structure was the key focal point of quality improvement. 
People thought, if you had the right facilities, equipment, the most qualified 
doctors and nurses, you would have the best quality of care. While these things 
are still critical for our success, we’re learning that Outcome is currently a major 
focus and patient satisfaction is part of that. Patients want to feel like they are 
respected, cared for, and treated with dignity. So it’s safe to say that Outcome 
should be your main focus.   



Health Care Delivery          
Navigate 2 Scenario: Customer Satisfaction  
 
  

April 6, 2018 
6 

STUDENT I’m planning on meeting with Thomas Rogers, your Director of Quality 
Improvement at Bright Road. Are there any others you think I should meet 
with?   

JAMES You should definitely speak with Jason Bartman, the Nurse Administrator of our 
urgent care facilities. And, I’d take some time to get Charlie Moore’s input, too. 
He’s the Director of Medical Records at Bright Road. 

Student must click correct option to continue. 

STUDENT OPTION 1 

(INCORRECT) 

Thanks. I will. What about the CEO?   

STUDENT OPTION 2 

(INCORRECT) 

We’ve talked a lot about generalities. Can you give me some specific data that I 
can use to justify changes and improvements? 

STUDENT OPTION 3 

(CORRECT) 

Are there any other areas, like accessibility, that we need to look into? 

JAMES RESPONSE 1 You know, it’s probably best to save that conversation until the end, as our CEO 
is going to want to talk about solutions more than problems.  

 Let’s do this. Once you’re through gathering and analyzing the information you 
collect in your meetings, you can email me your best recommendation for 
changes.   

Response 1 kicks the Student back to options. 

JAMES RESPONSE 2 Let me see if I can email you some facts and figures later. 

Response 2 kicks the Student back to options. 

JAMES RESPONSE 3 Right. Accessibility definitely falls under our concerns with cost, but recently, 
due to staffing decreases, we’ve also had to reduce our hours. We’re closing at 
10 p.m. instead of midnight during the week and I think this has upset some 
patients.  

 The whole point of Urgent Care is for people to have access to medical care for 
issues that are too urgent to wait for regular doctors’ office hours, but not 
severe enough to warrant a trip to the emergency room. Cutting back these 
hours was an unfortunate necessity, but we just can’t stretch our staff any 
further until we hire more qualified nurses. 
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Response 3 allows the Student to proceed. 

STUDENT I’m sure Jason Bartman will have some insight into that. Thanks for meeting with me, I 
look forward to giving you a good recommendation soon. 

JAMES  No problem. And, look for an email from me later today or tomorrow morning with 
those details you asked for. 

 

Scene	3:	Call	with	Quality	Improvement	Director		

Next, the student has a web meeting with the Director of Quality Improvement for Bright Road. They 
discuss the specifics that James sends over at the beginning of the meeting. Thomas believes that 
Structure needs to be improved more than Process.    

Location  Student's Office 
Scene setup  Student views web meeting on the computer on their desk 
On-screen characters None 
Off-screen characters Thomas Rogers  
 

On-screen text:  Back in your office for an online meeting with the Director of Quality Improvement, 
Thomas Rogers . . . 

NOTE: View shows a full-screen close-up of computer and a web call opens up. It's an audio call, but 
Thomas' "avatar" image is visible onscreen. 

THOMAS  Hi there! I was going through the email that James just sent, and I thought we could use 
that as a guide to our talk. Here, let me share my screen so we can review it together.   

STUDENT Okay, that sounds great. 

NOTE: View shows "screenshare" of Thomas' screen in web call, which in turn shows the email from 
James. 

Email from James Hi, here’s a list I copied out of a customer satisfaction report summary, to give 
you some examples of specific areas of quality concern: 

Wait Time – 65% Extremely Dissatisfied, 30% Less Than Satisfied, 5% Satisfied, 0% 
Moderately to Extremely Satisfied 

Treatment by Staff – 30% Extremely Dissatisfied, 20% Less Than Satisfied, 35% 
Satisfied, 10% Moderately Satisfied, 5% Extremely Satisfied 
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Health Needs Met --  20% Extremely Dissatisfied, 20% Less Than Satisfied, 40% 
Satisfied, 20% Moderately Satisfied, 0% Extremely Satisfied 

These are our biggest areas of concern. If there's anything else you need, please 
let me know.  

Thank you! 
Jim 
 
James Melbourne 
Director of Urgent Care Facilities 
Bright Road Health System 

 

Student can click on any option to proceed. But student must visit all branches before continuing on. 

STUDENT OPTION 1 [BRANCHING 1] Okay, let’s talk about the survey results for Wait Time.  

STUDENT OPTION 2 [BRANCHING 2] What do you think about the survey results for Treatment by  
   Staff? There’s a high dissatisfaction rate there. 

STUDENT OPTION 3 [BRANCHING 3] What are the causes for the poor survey results in the area of  
   Health Needs Met? 

THOMAS RESPONSE 1 Perfect place to start. What would you like to know? 

Response 1 allows the Student to proceed to Branching 1 Options. 

THOMAS RESPONSE 2 Yes. You can see why our CEO is concerned, can’t you? 

Response 2 allows the Student to proceed to Branching 2 Options. 

THOMAS RESPONSE 3 It’s difficult to sum up. A good place to start, I think, is how we define success in 
this area. 

Response 3 allows the Student to proceed to Branching 3 Options. 

BRANCHING 1  

Student must select correct option in order to proceed. 

B1: STUDENT OPTION 1 

(INCORRECT) 

 

What is the current process for reducing patient wait time when they walk 
through the door? 
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B1: STUDENT OPTION 2 

(CORRECT) 

What do you think should be done to improve wait time? 

B1: THOMAS RESPONSE 1 Our current goal is to call patients back within twenty minutes of their 
sign-in. Even if we don’t have an exam room open for them in back, 
we’ll take them in the vitals room and have a nurse take their vital signs; 
you know, pulse, weight, blood pressure.  This gets our patients out of 
the waiting room and helps them feel like they’re being taken care of 
sooner. The problem is, we don’t always hit that twenty minute mark, 
and, even when we do, patients can end up waiting in the vitals room 
for a long time if an exam room isn’t free. 

Response 1 kicks the Student back to Branching 1 options. 

B1: THOMAS RESPONSE 2 I think we need a two-fold solution. First, we need more examination 
rooms, plain and simple. Some of our rooms can easily be split into two 
- they’re so big, and that’s just wasted space. Second, we need a better 
medical record system. If we went fully electronic, we’d see nurses and 
doctors having more time to spend with patients, and this would move 
things along more quickly. 

 Some also think that adding more staff will make a difference. 

Response takes student back to main branching options (or continues scene if all three branches have 
been completed). 

BRANCHING 2 

Student can choose either option to proceed.  

B2: STUDENT OPTION 1 Yes, how can this be improved? 

B2: STUDENT OPTION 2 I would be concerned if I was the CEO. I would also think about getting 
rid of some staff. It can’t be everyone causing these poor reviews. 

B2: THOMAS RESPONSE 1 & 2 Actually, there may be a bad apple or two, but those are usually weeded 
out at the facility level. I think we need more training on how to manage 
time and still provide excellent interpersonal care to patients. A little 
care and compassion can go a long way.  

 The converse is true too, unfortunately. I remember a Mrs. Birk who 
said she had to wait 45 minutes to be seen for a very painful sprained 
ankle. Then, when the nurse finally got to her, he rushed her down the 
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hall and didn’t even help her onto the exam table. That’s just 
unacceptable. 

Response takes student back to main branching options (or continues scene if all three branches have 
been completed). 

BRANCHING 3 

Student must select correct option to proceed.  

B3: STUDENT OPTION 1 

(CORRECT) 

Where can changes be made in this area to improve the low scores? 

 

B3: STUDENT OPTION 2  

(INCORRECT) 

How do you define success when it comes to meeting your patients’ health 
needs? 

B3: THOMAS RESPONSE 1  Communication is key. Giving doctors more time to discuss the patient’s 
condition with them, as well as information to provide for patient 
review. This will adjust their expectations. And, improving our patient 
record system, like I mentioned earlier, will result in less errors, such as 
the wrong medication being dispensed. When a person has an adverse 
reaction to treatment due to an error, it's a very bad mark on a facility. 

Response 1 allows the student to proceed. 

B3: THOMAS RESPONSE 2 We are customer driven, so it is less about the level of care we feel we 
should provide, and more about how well they perceive they are being 
cared for. I hope that make sense. 

 If we have increased the likelihood of the best possible health outcome 
for a patient through compassionate, efficient and accurate care, we’ve 
succeeded on the primary level. But if the patient doesn’t agree, then 
we still have a big problem. 

Response 2 kicks student back to Branching 3 options. 

END OF BRANCHING. 

Student can choose either option. 

STUDENT OPTION 1 What about better equipment? Will this improve diagnosis? 

STUDENT OPTION 2 What about hiring more qualified staff members? 
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THOMAS RESPONSE I don’t think it’s that simple. I’d like to see interpersonal training for our current 
staff. In urgent care, we don’t deal with major diagnoses, generally. I’d rather 
see the money spent on adding more exam rooms and developing an electronic 
medical records system. 

STUDENT This is great information, Thomas. I really appreciate it. 

THOMAS I appreciate your efforts, too. I look forward to seeing what you come up with! 

 

Scene	4:	Discussion	with	Nurse	Admin  

The student interviews Nurse Administrator of Urgent Care Facilities, Jason Bartman, in this scene. Jason 
believes that more nurses, not more training is needed, as well as better processes and systems to make 
more time for quality care of patients.  
 
Location  Hospital Courtyard 
Scene setup  Jason stands, holding a cup of coffee. Student faces her. 
On-screen characters Jason Bartman  
Off-screen characters None 
 
On-screen text: Next, you meet with Jason Bartman, Nurse Admin for Urgent Care. Remember to take 
notes, so you can use them for writing your recommendation later! 
 
JASON  Thanks for fitting this in on my lunch time. It's nice out here, huh? 

STUDENT  Yes, it's nice to get a breath of fresh air. So, how long have you been at Bright Road? 

JASON 15 years, but not always at this office.  I travel a lot between Urgent Care facilities 
anyway. 

Student must click correct option to continue. 

STUDENT OPTION 1 

(INCORRECT) 

How long have you been Nurse Administrator? 

 

STUDENT OPTION 2 
(INCORRECT) 

So, have you seen a lot of changes through the years? 

STUDENT OPTION 3 

(CORRECT) 

What do you think about the results of the recent patient satisfaction 
survey? 
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JASON RESPONSE 1 I’ll have been Nurse Admin for 10 years this November, hard to believe. 

Response 1 kicks the Student back to options. 

JASON RESPONSE 2 Yes, and generally it's been positive. Upper management is finally realizing that 
it’s not just about having the biggest building. We need enough staff in place, 
and the right processes and systems, to support better patient care. But 
recently, with rising costs being such a huge factor, I think they’ve panicked and 
started cutting budgets in the wrong places. 

Response 2 kicks the Student back to options. 

JASON RESPONSE 3 Honestly, I was a little surprised. I didn’t think it was that bad. Look, I know my 
nurses are stressed. They’re understaffed, and no one seems to understand 
that. Plus, we get a lot of young doctors rotating through our facilities and, 
frankly, they’re not experienced enough to handle a lot of our cases in a timely 
manner. 

Response 3 allows the Student to proceed. 

Student must click correct option to proceed. 

STUDENT OPTION 1 

(CORRECT) 

You don’t think that the staff needs to be trained better on bedside manner 
and interpersonal care? 

STUDENT OPTION 2 
(INCORRECT) 

It sounds like you want more qualified doctors in Urgent Care. Is that up to 
the Chief of Medical Staff? 

STUDENT OPTION 3 

(INCORRECT) 

So, you think hiring more nurses will help? 

JASON RESPONSE 1 I’m definitely not against training. But, what good is training a staff that’s maxed 
out physically and emotionally because of the working conditions? That’s why 
our staffing numbers are low right now. Nurses are not happy with the work 
environment, so they’re leaving. 

Response 1 allows the Student to proceed. 

JASON RESPONSE 2 It’s definitely an upper management decision, but I don’t necessarily think it’s 
about getting more experienced doctors. There are other ways to improve not 
only the efficiency of our doctors, but also the quality of treatment, too. They’re 
called clinical practice guidelines. These are plans that outline the best way to 
manage a clinical problem, and they’re based on evidence of success, or 
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consensus from the industry where firm evidence is lacking. Having these 
integrated into the process of patient care will be a great help to our doctors 
and our whole system. 

Response 2 kicks the Student back to options. 

JASON RESPONSE 3 Definitely. Having more nurses on hand at each facility will allow patients to be 
seen more quickly, reducing wait time. Also, each nurse will have more time to 
spend with each patient, to listen better, to show more compassion, and that 
will boost our patient satisfaction greatly. Plus, we’ll get to put our hours back 
to where they used to be, instead of having to close early on weekdays. 

Response 3 kicks the Student back to options. 

STUDENT Did you hear about the case where the woman with the sprained ankle was 
rushed along and treated callously? 

JASON Yes. Believe me, I’ve heard of Mrs. Birk! I don’t deny that she was treated badly, 
but this was the case of a bad employee who has since been removed. Our 
nurses know how far kindness and compassionate care goes with our patients. 
And, it’s not just about numbers or scores on a survey with us. Trust me, my 
nurses want more time to give their patients the attention they deserve.   

Student must choose all options to proceed. 

STUDENT OPTION 1 

 

You mentioned clinical practice guidelines. How are these made available to 
the doctors? 

STUDENT OPTION 2  What about errors on patient medical records causing problems with 
outcomes? Is this a serious concern? 

STUDENT OPTION 3 

 

Do you think more advanced technology will help improve the quality of 
patient care? 

JASON RESPONSE 1 Well, we could host them internally on our intranet and make them available at 
our nurses’ stations, but there’s also another more cost-effective way, I think. 
It’s called the NGC, or National Guideline Clearinghouse. It's a huge database 
that’s available online and is constantly updated, so our doctors would have 
instant access to the latest evidence-based clinical practice guidelines. 

JASON RESPONSE 2 Yes, this is a problem. Giving the nurses and doctors more time with patients 
would certainly help, but I also think we need to look at our records system. It's 
ridiculous that we’re still writing on paper charts and then having to transfer 
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those notes to the computer later. Streamlining this with a digital system will 
save us precious time. 

JASON RESPONSE 3 In the area of medical records, yes. But, I also think we’ve spent too much 
money on advanced equipment that is hardly even used and takes forever to 
pay off. So, we’re keeping patients away with our high prices and then, if we do 
get them in the door, we’re not treating them well because we’re understaffed.   

 In my opinion, we need to shift our whole philosophy from a technology-
infatuated one to a patient-focused one like Beth Israel Hospital in Boston, or 
Cedars-Sinai Hospital in Los Angeles. 

Student can choose either option to proceed. 

STUDENT OPTION 1 Can you tell me a little more about Beth Israel and Cedars-Sinai? 

STUDENT OPTION 2 I’m not familiar with what happened in those hospitals. Can you elaborate? 

JASON Well, they didn’t follow the crowd in putting patient care in the hands of 
technology. They kept it where it belonged, in the hands of people. They have 
organizational designs that give nurses a meaningful role in the care and 
treatment of patients, and not a design that says they’re only good for menial 
tasks.  

 Nurses are given more time with patients and more accountability, too. They 
bring about tremendous results this way. Cedars-Sinai, for example, has 
customer satisfaction ratings as high as 95% year after year because of this 
philosophy. 

STUDENT That’s impressive. I will make sure your voice is heard on these points, Jason. 
You’ve got my attention, that’s for sure. 

JASON Good. I hope our CEO will listen this time. We can be among the best, I know we 
can, and then we’ll be attracting more highly qualified nurses, not pushing them 
away. Let me know if you need anything else! 
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Scene	5:	Email	from	Medical	Records	Director  

Next, the student receives an email from Charlie Moore, Director of Medical Records. The email 
addresses patients’ bill of rights, feelings of identity loss, and how a better records system can help. 
Student gets a text from Tanya at the end of the scene.  

Location  Student’s Office 
Scene setup  Close-up view of computer on student's desk 
On-screen characters  None 
Off-screen characters  None 
 
On-screen text:  Back at your office you receive an email from Charlie Moore, Director of Medical 
Records... 

Email from Charlie From:  Charlie Moore 
Subject:  Re: Improved Records System 
 
Good afternoon,   
 
I received your email asking about the possible benefits of an improved medical 
records system. I'm glad to hear that others are finally considering my advice 
about these much needed updates!  
 
As you know, our patients have rights - we even give them a copy of their own bill 
of rights every time they visit. For the most part, I think those rights are protected 
well, especially the ones about access to professional care, and to privacy. The big 
problem I see is how we’re meeting HIPAA’s 2004 requirement to make the 
patient’s medical records accessible at any time during their visit, so they can 
make the most informed decision possible on their treatment. 
 
To address this issue, I would implement a fully electronic health records system, 
or EHR. Entering patient stats and information into an exam room terminal or 
with a mobile device would make the information available for review 
immediately. This will not only help doctors do their work more efficiently, but it 
will also make it easier to provide patients with immediate access to their records. 
 
Another benefit of an EHR system is reducing medical errors. Sometimes dosages 
or other details on a patient’s chart are misread due to bad handwriting. If you 
only have to enter in a number once, you reduce the chances of doing it 
incorrectly. Plus, there are software controls that will prompt the nurse or doctor 
when a code is entered wrong. 
 
As far as possible drawbacks, cost is always the biggest obstacle. And it’s not just 
the EHR software, it's also the hardware and the legal and security considerations. 
It’s a considerable investment. But the Fed is giving health systems incentives and 
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offsetting the cost of going electronic, as I’m sure you know.  
 
Another challenge is that learning a new records system will put some strain on 
the staff, especially the nurses. 
 
Hope this was helpful. Let me know if you need anything else! 
 
Best, 
Charlie Moore 
Director of Medical Records 
 
p.s. I would just like to add that I'd like to see our Urgent Care facilities sharing 
knowledge with each other more frequently and in a more efficient way. For 
example, once a diagnosis code is entered into the patient’s electronic medical 
record, a list of best treatment plans could open in an adjacent window, or notes 
from other doctors on what’s worked best. Something like that. 
 

 

On-screen text:  You get a text from Tanya... 

NOTE: Student sees their phone appear with the following message from Tanya, once they click on the 
flashing icon to view the text. 

TEXT FROM TANYA Can we meet in my office? Just want to touch base on how things are going. 

STUDENT TEXT RESPONSE Sure! See you soon. 
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Scene	6:	Analysis	with	Mentor	

In this scene, the Student meets with Tanya to review the information they’ve discovered.  Tanya will 
ask questions to help the Student analyze and prepare for writing a recommendation. 

Location Tanya's Office 
Scene setup The student sits across the desk from Tanya 
On-screen characters Tanya Morales 
Off-screen characters None 
 
On-screen text: You meet in Tanya's office to review what you’ve learned . . . 

TANYA So, how did it go this week? Are you ready to make your recommendation to 
the CEO on how to improve the quality of patient care at Urgent Care facilities? 

STUDENT It went well, but I’m not quite ready. I was hoping you could help me sort 
through what I learned. 

TANYA Sure thing. What do you need help with?   

These all lead to branching, the only branch that is required is Branch 3.  Upon completion of Branch 3, 
go to END OF BRANCHING. 

STUDENT OPTION 1 [BRANCHING 1] The Director or Urgent Care facilities is pretty concerned.  He 
narrowed the issues to Four C’s:  Cost, Communication, Correctness and Care 
Outcomes. 

STUDENT OPTION 2 [BRANCHING 2] I’m getting two different types of suggestions from Bright 
Road’s Director of Quality and their Nurse Admin for Urgent Care. 

STUDENT OPTION 3  [BRANCHING 3] This seems to be a tug of war. 

BRANCHING 1 

TANYA RESPONSE B1 Out of those, which do you think are the biggest problems? 

Student must select correct option to continue.  

B1 STUDENT OPTION 1 

(INCORRECT) 

Care Outcomes and Communications. Patients aren’t getting enough quality 
communication and it’s affecting how they perceive their care. 

B1 STUDENT OPTION 2 

(INCORRECT) 

Rising costs are a big concern. That’s why I’m not sure adding more rooms or 
a new electronic medical records system is such a good idea. It will only add 
to the costs. 
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B1 STUDENT OPTION 3 

(CORRECT) 

The issue of medical errors is a serious one that falls under both outcomes 
and correctness. 

TANYA RESPONSE 1 That seems to make sense. You should look at what will allow your doctors and 
nurses more time for quality interaction with patients. 

Response 1 kicks the Student back to Branching 1 options. 

TANYA RESPONSE 2 Of course, you have to look at the long-term benefits, too. These may be costly 
investments now, but if it means patients are happier and bringing in more 
business, it will definitely pay off in the long run.   

Response 2 kicks the Student back to Branching 1 options. 

TANYA RESPONSE 3 That’s understandable. I’m sure there are technology advances to help with 
that. 

Response 3 takes student back to main branching options (or continues scene if all three branches have 
been completed). 

BRANCHING 2 

TANYA RESPONSE B2 How do they line-up? Any areas they agree on? 

Student must select correct option to continue.  

B2 STUDENT OPTION 1 

(CORRECT) 

One thinks more exam rooms will solve the wait time problem. The other 
thinks we need more nurses and more resources for doctors to use in 
treating patients. 

B2 STUDENT OPTION 2 

(INCORRECT) 

They agree that a better electronic health records system will help current 
staff have more quality time for patients. And the Director of Medical 
Records agrees with them. 

TANYA RESPONSE 1 Is there any reason why you can’t recommend both a renovation and adding 
more qualified staff? I know you’re concerned about these changes affecting 
the cost levels, but like I mentioned earlier, if you’re increasing your market 
share, then that cost can be spread out among a larger number of customers. 

Response 1 takes student back to main branching options (or continues scene if all three branches have 
been completed). 
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TANYA RESPONSE 2 So, it sounds like you have a general consensus on that one. However, I know 
it’s a complicated issue due to security and cost factors. 

Response 2 kicks the Student back to Branching 2 options. 

BRANCHING 3 

TANYA RESPONSE B3 Is there a happy medium between improving technology and still keeping the 
human factor? 

Student must select correct option to continue.  

B3 STUDENT OPTION 1 

(INCORRECT) 

I think we can make some technology improvements, but put the main focus 
on staff and process improvement. 

B3 STUDENT OPTION 2 

(CORRECT) 

The nurse admin suggested a shift in philosophy toward giving nurses more 
responsibility and accountability. That’s a big change to core values and may 
not be my place to suggest. 

B3 STUDENT OPTION 3 

(INCORRECT) 

I found out that an internet-based database is available to help doctors with 
treatment plans. Of course, they still have to use their best judgment and 
good bedside manner. 

TANYA RESPONSE 1 That sounds like a good framework to start with. Personally, I’d rather trust my 
life to a caring, knowledgeable nurse or doctor, not a machine. 

Response 1 kicks the Student back to Branching 3 options. 

TANYA RESPONSE 2 I wouldn’t say that. You can definitely report what you learned. Though the final 
   decision is up to the CEO and the Board.  

   I know that when a company gets some disappointing customer satisfaction  
   results, it definitely serves as a wake-up call. They may be more willing to make  
   fundamental changes, in order to avoid further problems. 

Response 2 takes student back to main branching options (or continues scene if all three branches have 
been completed). 

TANYA RESPONSE 3 Right, but the better informed their decisions are, the better the level of care, I 
would think. It sounds like this resource could go hand-in-hand with the 
electronic health records system you mentioned.  
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 It’s always nice when you can add more benefits to a suggestion such as adding 
computer hardware. This helps to balance out the cost.   

Response 3 kicks the Student back to Branching 3 options. 

STUDENT Tanya, I appreciate your help in sorting through this.  

TANYA Of course! Good luck with your recommendation. I look forward to hearing how 
they receive it. Take care! 

 

Scene	7:	Assessment	

A 10-question assessment is presented to the student.  

It's time to check your knowledge. Answer the following 10 questions to show what you know about 
health care delivery. Good luck! 

The student answers the questions and then sees the assessment results. 

Assessment Results 

Here are your results. Click Save Results if you are satisfied with the outcome. Or you can click Try Again 
if you want to try and improve your score. 

NOTE: The student can retry the assessment by clicking the Try Again button, or can continue to final 
scene by clicking the Continue button.	
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Scene	8:	Making	Your	Recommendation 

In this scene, the student will craft an email to the CEO of Bright Road, with a recommendation. The 
recommendation will include each aspect of the analysis, as gathered from the staff.  

Location Student’s Office 
Scene setup Student is sitting at their desk. 
On-screen characters None 
Off-screen characters None 
 

On-screen text: Type your recommendation below.  Don’t forget to use any notes you’ve taken 
throughout your interviews.  Be sure to back up your recommendation with the analysis of the 
information gained from the staff.  Click Send when you are ready to submit your recommendation. 
 

To: Janice Williams, Bright Road CEO [janice.williams@brightroad.com] 

Re: Improving Quality at Bright Road Urgent Care Facilities 

Body of 
Email: 

NOTE: Student will be able to fill in their recommendation here. 

 

 

 

 

  

NOTE: The student will be given an option to “Send” the email after writing it. After the student submits 
the email, the computer screen fades to the previous view of the student’s office. 

On-screen text: Congratulations! Your recommendation to the CEO has been sent! 

 

THE END 


