Riverside Fire Department
2018 Customer Satisfaction Survey

Facility Respondents Queryl Query2 Query3 Query4 Query5 Query6 Query7 Query8

Altavista Rehab 1 S s 5 5 4 5 5 5
Cypress Care Center 1 4 4 5 4 5 5 4 5
Kaiser 1 4 3 4 3 4 3 4 4
Mission Care Center 1 5 S S 5 5 5 5 5
Palm Terrance 1 S 5 5 5 5 5 5 5
Riverside Community Hospital 1 4 4 4 4 4 4 4 4
Villa Health Care Center 1 5 4 5 5 5 5 5 4
The Grove 1 5 3 5 5 5 5 5 5
Valencia Gardens Health Care 1 5 q q 5 4 4 5 5
Villa Health Care Center 1 5 5 5 5 5 5 5 S
Parkview Community 1 4 4 4 L} 5 5 4 4

Totals 11 51 46 51 50 51 51 51 51
Maximum Possible 55 55 55 55 55 85 55 55
Favorable Rating 93% 83% 93% 91% 93% 93% 93% 93%
Queries:

Survey Scoring- 5= Strongly Agree, 1= Strongly Disagree
Queries 1. Our Facility is very pleased with the overall level of customer service provided by American Medical Response {AMR], ¢
2. Actions taken by AMR personnel are clearly explained to hospital staff
3. I would refer AMR Ambulance to my family or friends,
4. The overall quality of care provided by AMR Is excellent
5. AMR field crews have a clean well-groomed and professional appearance.
6. AMR field crews communicate openly and work well with facility employees to achieve a common goal.
7. Overall, AMR staff members are very responsive to our needs,
8. We would use AMR ambulance service{s) again.



AMR CUSTOMER SATISFACTION SURVEY 2018

Customer Name Pow kU 1) Comprnu vut b\‘ H u's?\-\-o\\

Employee Name I&}[SIQAQ Vumalivan Title veo Ny

Date of Visit_ (o ~L2— 1 "0 ad

Type of Facility (Circle One)

SNF Acute Care Hospice Other

1. Our facility is very pleased with the overall level of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 @ 3 2 1

2. Actions taken by AMR personnel are clearly explained to hospital staff.

Strongly Agree Apgree Neutral Disagree Strongly Disagree

5 ® 3 2 1

3. | would refer AMR ambulance to my family or friends.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 @ 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 @ 3 2 1

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree
4 3 2 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 @ 3 2 1

8. We would use AMR ambulance service(s) again

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 O 3 2 1
9. Additional Comments: 7

/

/

/




AMR CUSTOMER SATISFACTION SURVEY 2018

Customer Name _A | 00 Viste. Rolhdn
Employee Name Ghlovion LGPQ'Z_. Tle AdMiSSions D'\radv(
Date of Visit_ ©-31~ 1D 4G Phone

Type of Facility (Circle One)

(6@ Acute Care Hospice Hospital Other

1. Our facility is very pleased with the overall level of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree
@ 4 3 2 1
2. Actions taken by AMR personnel are clearly explained to hospital staff,

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

3. | would refer AMR ambulance to my family or friends.

Strongly Agree Agree Neutral Disagree Strongly Disagree

(5 4 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 @ 3 2 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree

(5 4 3 2 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree
@ 4 3 2 1

8. We would use AMR ambulance service(s) again

Strongly Agree Agree Neutral Disagree Strongly Disagree
@ 4 3 2 1
9. Additional Comments: /

’
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AMR CUSTOMER SATISFACTION SURVEY 2018

Customer Name st \'a ir {
Employee Name | Tite 2 N SuD
Date of Vst __ O~ 1= { & U Phon
Type of Facility (Circie One)

@ Acute Care Hospice Hospital Other

1. Our facility is very pleased with the overall level of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 3 2 1

2. Actions taken by AMR personnel are clearly explained to hospital staff.

Strongly Agree Agree Neutral Disagree Strongly Disagree

: © : 2 :

3. | would refer AMR ambulance to my family or friends.

Stropgly Agree Agree Neutral Disagree Strongly Disagree
b 4 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 @ 3 2 1

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree

8. We would use AMR ambulance service(s) again

Strongly Agree Agree Neutral Disagree Strongly Disagree
@ 4 3 2 1
9. Additional Comments: /

/




AMR CUSTOMER SATISFACTION SURVEY 2018

Customer Name: Kaiser Permanente
Riverside

Employee Name _Barbara Coriell Title _Director___

Date of Visit

Type of Facility (Circle One)

SNF Acute Care Hospice Hospital Other

1. Our facility is very pleased with the overall level of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 4 3 2 1
2. Actions taken by AMR personnel are clearly explained to hospital staff.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 4 3 2 1

3. | would refer AMR ambulance to my family or friends.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 4 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 4 3 2 1

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 4 3 2 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 4 8 2 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 4 3 2 1

8. We would use AMR ambulance service(s) again

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 4 3 2 1

9. Additional Comments: _This was discussed with the leadership team. We all
agree that over all we are satisfied with AMR services. We do have on
occasions issues or attitudes with some individuals which is to be expected.
There are some really great people. | do observe AMR staff on their cell
phones, blocking hallways and having attitudes when they are asked to please
remove themselves from blocking the area they get upset. They are also
observed removing linen which | am not sure why but does not happen as
frequent as in the past.
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AMR CUSTOMER SATISFACTION SURVEY 2018

Customer Name M-t:f.‘:xoh Caov@ QOy\J(Q(

Employee Name ﬁg\%_t:g;h:ba D Titte 1 ggﬁg;( QS\~ IL)M.( S@Ll

Date of Visit_ -2\~ V2 U3~ Phore

Type of Facility (Circle One)

SNF Acute Care Hospice Hospital Other

1. Qur facility is very pleased with the overall level of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree

(5) 4 3 2 1

2. Actions taken by AMR personnel are clearly explained to hospital staff.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 4 3 2 1

3. | would refer AMR ambulance to my family or friends.

Strongly Agree Agree Neutral Disagree Strongly Disagree

‘5) 4 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Apgree Neutral Disagree Strongly Disagree

@ 4 3 2 1

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree
& S 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree

8. We would use AMR ambulance service(s) again

Strongly Agree Apree Neutral Disagree Strongly Disagree
® 4 3 2 1
9. Additional Comments:OCCosianol\lL, Med: l
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AMR CUSTOMER SATISFACTION SURVEY 2018

Customer Name DC)\ W\TQ\J‘V'OICQ,
Employee Name 5‘\‘&?‘/\0\&\(’ Borbool  Tite Bociol Sofy. D fackd”
Date of Visit__ D~ — | ] \Y (5~ rhone

Type of Facility (Circle One)

@ Acute Care Hospice Hospital Other

1. Our facility is very pleased with the overall ievel of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

2. Actions taken by AMR personnel are clearly explained to hospital staff.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

3. | would refer AMR ambulance to my family or friends.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

8. We would use AMR ambulance service(s) again

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

9. Additional Comments:




AMR CUSTOMER SATISFACTION SURVEY 2018

Customer Name ?-MS%@?/ COmMMVU?'L‘/\ " lOSP “5

Employee Name Sabring, l(O\l N 5\’\ WQ  Title M@y_u&&n Nu
Date of Visit_2-25}1 — |4 M50 Phona

Type of Facility (Circle One)

SNF Acute Care Hospice @ Other

1. Our facility is very pleased with the overall level of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 @ 3 2 1

2. Actions taken by AMR personnel are clearly explained to hospital staff.

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 (4) 3 2 1

3. I would refer AMR ambulance to my family or friends.

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 (4) 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 (4) 3 2 1

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree
; ® ; , 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 @ K| 2 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 @ 3 2 1

8. We would use AMR ambulance service(s) again

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 '4) 3 2 1

9. Additional Comments: G\.V‘e_o:\' lfuur'l’—‘tnﬁ) Y‘Q/(Q,‘)‘:\Qnﬁ\/fl?
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AMR CUSTOMER SATISFACTION SURVEY 2018

CustomerName 1T he_ Garoyd—

Employee Name Monicen Fj ToX m alN! Tite LN\
DaeofVist_N—3(~ LT  {SAN  Phare

Type of Facility (Circle One)

SNF Acute Care Hospice Hospital Other

1. Our facility is very pleased with the overall level of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

2. Actions taken by AMR personnel are clearly explained to hospital staff.

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 4 (3’ 2 1

3. | would refer AMR ambulance to my family or friends.

Strongly Agree Agree Neutral Disagree Strongly Disagree

(5) 4 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Agree Neutral Disagree Strongly Disagree
@ 4 3 2 1

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree
@ 4 3 2 1

8. We would use AMR ambulance service(s) again

Strongly Agree Agree Neutral Disagree Strongly Disagree

8. Additional Comments:




AMR CUSTOMER SATISFACTION SURVEY 2018

Customer Name M_&M_Hﬂmw
Employee Name m Title Q N 5433.(\/ l@(‘

Date of Visit_ D~ l% 154D Phon

Type of Facility (Circle One)

SNF Acute Care Hospice Hospital Other

1. Qur facility is very pleased with the overall level of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

2. Actions taken by AMR personnel are clearly explained to hospital staff.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 @ 3 2 1

3. | would refer AMR ambulance to my family or friends.

Strongly Agree gree Neutral Disagree Strongly Disagree
5 4 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Agree Neutral Disagree Strongly Disagree
( 5) 4 3 2 1

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree

5 @ 3 2 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree
5 ® 3 2 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree
® 4 3 2 1

8. We would use AMR ambulance service(s) again

Strongly Agree Agree Neutral Disagree Strongly Disagree
@ 4 3 2 1
9. Additional Comments: /




AMR CUSTOMER SATISFACTION SURVEY 2018

Customer Name \/ l HC\ H Q,O\\“‘\’\ Colve_ QQ’T\'Q C
Employee Name SUI QN O, V'IQ'iV‘OL Title ng(_)yjc‘g, Nuvse —

Date of Visit__ == — | V350 Phone

Type of Facility (Circle One)

SNF Acute Care Hospice Hospital Other

1. Our facility is very pleased with the overall level of customer service provided by
American Medical Response

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

2. Actions taken by AMR personnel are clearly explained to hospital staff.

Strongly Agree Agree Neutral Disagree Strongly Disagree

(5' 4 3 2 1

3. | would refer AMR ambulance to my family or friends.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1



4. The overall quality of care provided by AMR is excellent.

Strongly Agree Agree Neutral Disagree Strongly Disagree

® s

5. AMR field crews have a clean well-groomed and professional appearance.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

6. AMR field crews communicate openly and work well with facility employees to
achieve a common goal.

Strongly Agree Agree Neutral Disagree Strongly Disagree

@) 4 ; : 1

7. Overall, AMR staff members are very responsive to our needs

Strongly Agree Agree Neutral Disagree Strongly Disagree

® 4 3 2 1

8. We would use AMR ambulance service(s) again

Strongly Agree Agree Neutral Disagree Strongly Disagree

@ 4 3 2 1

9. Additional Comments:




