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Veterans Rate VA Health Care High In Satisfaction Survey

WASHINGTON, D.C. – A national survey of veterans found that veterans who use the hospitals and clinics of the Department of Veterans Affairs (VA) are highly satisfied with VA health care.  It was the second year with good marks for VA in a customer satisfaction survey administered by 30 federal agencies and sponsored by the National Partnership for Reinventing Government. 

"This survey and others we’ve conducted confirm that VA is heading in the right direction as we reshape the department to further meet the needs of America’s veterans," said Under Secretary for Health, Dr. Thomas L. Garthwaite. 

The survey asked questions about veterans’ overall satisfaction with their experiences in a recent visit to a VA medical center, how those experiences matched their expectations, and how they compare with an ideal medical outpatient center.  Overall, VA’s customer satisfaction index was 78 on a 100-point scale, about the same as in last year’s survey.  

The survey, released Dec. 22, was based upon a nationally recognized model called the American Customer Satisfaction Index (ACSI), a cross-industry/government measure of customer satisfaction. 

The findings about VA health care can be compared to identical studies about the attitudes of non-veterans to vital services.  The VA satisfaction rating of 78 was seven points above the customer satisfaction score of 71 given by the general public for all sectors of business, and eight points above the score for private hospitals. 

For years, VA surveyed veterans and conducted focus groups to improve health care services for veterans.  Its re-engineering efforts have focused on planning for future demands and have stressed high standards for service by employees.  

- more -

Patient Satisfaction -- Page 2


Customer service – perceived in terms of courtesy and professionalism – was the highest of VA’s three measurement areas, an average score of 87.  ACSI considers scores above 80 to be “high.”  


On questions about patients’ likely return to VA medical centers and willingness to say positive things about VA, VA scored an 88.  


Phone interviews with a representative sample of veterans were conducted by professional interviewers overseen by the National Quality Research Center at the University of Michigan Business School and the Arthur Andersen Office of Government Services.  Surveyed patients had received outpatient care at any of VA’s 600 outpatient clinics between April 11 and May 26, 2000. 
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