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The winter holidays are behind us now and we’re in the long stretch till spring.  It’s back to business as usual for the Library and its customers – which means an incredibly busy time for all.
AKO Training Sessions
Challenged by AKO?  You may want to attend one of the informal AKO Q&A sessions offered by the IMD staff to learn more about using AKO.  

Each session is 2 hours long.  You can stay for 5 minutes while your questions are answered or stay for 2 hours and listen to the entire presentation. The "basics" of AKO are usually covered since many of the people attending know very little about AKO.  It can be a challenging system so the Q&A sessions are helpful.

The sessions are free and do not require advance registration.  They are held the 2nd and 4th Tuesday of every month from 1200 to 1400 in Skyline 6 Room 592.  

Ask.com
Ever wonder if you could get a definition of a word really fast? And be able to do it online without having to hunt through the dictionary?  Well, you can.  Ask.com has a dictionary feature that will find your word and give you its definition and pronunciation.  The feature is one of several it offers from its site, www.Ask.com.  Just choose the Dictionary option and type in your word.  You can enter multi part terms such as health care or health economics and not have to put quotation marks around them to make sure they are interpreted correctly.  But, an unfortunate drawback you need to be aware of is it does not suggest alternative spellings if you mistype the term.
Local Library Databases

One source of information that is often overlooked by many individuals is the local public library.  In addition to being a source of leisure reading they offer many useful resources that can be used by anyone with a library card.  One of those resources is the online databases the public library makes available.  They can be organized by subject – business, health, or genealogy, for example, or by database name. Frequently access to the databases is available remotely – you don’t have to visit the library to use the databases unless there is a licensing agreement that prohibits remote access to a particular database. To access the databases remotely you need to enter your library card number.  If you need to get a library card you usually need to be a county resident but some public libraries – for a fee – may extend borrowing and database searching privileges to non-residents.  
Patient Satisfaction - Bibliography of Resources Available at AFML
Patient/consumer satisfaction is not a new concept.  It has been of interest to hospitals for some time and is still an important factor in health care delivery.  Health insurance premiums are continually increasing and people expect more for the money spent on health care.  The list of satisfaction issues covers not only time spent in the hospital but includes all waiting times from call queues, getting the actual appointment, time spent waiting in exam rooms, and satisfaction obtained from time spent with the health care provider.  The AFML has been collecting titles covering these issues and following is a list of titles starting in the 1990s in its collection on the topic of patient/consumer satisfaction. 

America's best hospitals / the editors of U.S. News & World Report; with the National Opinion Research Center at the University of Chicago.  New York, NY:  John Wiley & Sons; 1996.

Call Number: REF WX 22 AA1 A58 1996

Annual report of the national CAHPS benchmarking database 2000: what consumers say about the quality of their health plans and medical care.  Rockville, MD:  Agency for Healthcare Research and Quality; 2001.

Call Number: W 84 W522 2001

Barry, Robert; Murcko, Amy; Brubaker, Clifford.  The six sigma book for healthcare: improving outcomes by reducing errors.  Chicago, IL:  Health Administration Press; 2002.

Call Number: WB 100 B281 2002

Brown, Stephen W.; [et al.].  Patient satisfaction pays: quality service for practice success.  Gaithersburg, MD:  Aspen Publishers; 1993.

Call Number: W 85 P29883 1993

Consumers' guide to health plans.  Washington. DC:  Center for Study of Services; 1995.

Call Number: W 275 AA1 C758 1995

Consumers’ guide to top doctors.  Washington. DC:  Center for Study of Services; 2002.

Call Number:  REF W 22 AA1 C758 2002

Consumer reports.  Yonkers, NY: Consumers Union of America; June 1942-.

Monthly periodical covering consumer satisfaction with various products.  Health products and issues are mentioned in various issues.

Call Number: W1 CO755K

Cook, John P.  Assessment of Customer Satisfaction Between a Family Practice and Outpatient Clinic 95th Combat Support Hospital Heidelberg, Germany.  Ft. Belvoir, VA:  Defense Technical Information Center; April 1994.  

Call Number: W 85 C771a 1994

Ehrlich, Betsi Harris.  Transactional Six Sigma and Lean Servicing: leveraging manufacturing concepts to achieve world class service.  Boca Ratan, FL:  St Lucie Press; 2002.

Call Number: HD 9980.5 .E35 2002

George, Michael L.  Lean Six Sigma for service: how to use lean speed and Six Sigma quality to improve services and transactions.  New York; London:  McGraw Hill; 2003.

Call Number: HD 9980.5 G348L 2003

Gerteis, Margaret; [et al.], editors.  Through the patient's eyes: understanding and promoting patient-centered care.  San Francisco, CA:  Jossey-Bass; 1993.

Call Number: W 84.7 T531 1993

Guide to patient satisfaction survey instruments.  2nd ed.  Washington, DC:  Atlantic Information Services; [1998].

Call Number: W 85 G946 1998

Hall, Tonya A.  Patient satisfaction: A visual analysis using Trellis Graphics.  [masters thesis]: [United States]: Naval Postgraduate School Monterey, CA; 1998.

Call Number: W 85 H179p 1998

Hays, Ron D.  The Outpatient Satisfaction Questionnaire (OSQ-37): executive summary. Santa Monica, CA:  Rand Corp.; 1995.

Call Number: W 84 H425o 1995

Health Care Advisory Board.  Hardwiring for service excellence: hospital strategies for breakthrough improvements in patient satisfaction.  Washington, DC:  Health Care Advisory Board; 1999.

Call Number: W 85 H267 1999

HEDIS.  Washington, DC:  National Committee for Quality Assurance; 2000-.

Call Number: REF W 130 H454 2007

Krowinski, William J.; Steiber, Steven R.  Measuring and managing patient satisfaction.  2nd ed. Chicago, IL:  American Hospital Publishing, Inc.; 1996.

Call Number: W 85 K93m 1996

Leander, William J.; Shortridge Jr., Dennis L; Watson, Phyllis M.   Patients first: experiences of a patient-focused pioneer.  Chicago, IL:  Health Administration Press; 1996.

Call Number: WX 158.5 L437p 1996

Leebov, Wendy; Scott, Gail; Olson, Lolma.  Achieving impressive customer service: 7 strategies for the health care manager.  Chicago, IL: American Hospital Publishing, Inc.; 1998.

Call Number: W 85 L482 1998

Leebov, Wendy; Scott, Gail.  Service quality improvement: the customer satisfaction strategy for health care.  Chicago, IL:  American Hospital Publishing, Inc.; 1994.

Call Number: W 84.1 L482s 1994

Lee, Fred.  If Disney ran your hospital: 91/2 things you would do differently.  Bozeman, MT:  Second River Healthcare Press; 2004.

Call Number: WX 158.5 L477i 2004

Lubalin, James.  Design of a survey to monitor consumers' access to care, use of health services, health outcomes, and patient satisfaction: final report / submitted to Office of Program Development, Agency for Health Care Policy and Research, Dept. of Health and Human Services ; prepared by Research Triangle Institute, James Lubalin ... [et al.] ; with the assistance of Barri Burrus ... [et al.].  Rockville, MD:  The Office; [1995].

Call Number: W 84 AA1 D45 1995

MacStravic, Robin E. Scott.  Beyond patient satisfaction: building patient loyalty.  Ann Arbor, MI:  Health Administration Press; 1991.

Call Number: W 85 M175b 1991

McDonagh, Kathryn J., editor.  Patient-centered hospital care: reform from within. Ann Arbor, MI:  Health Administration Press; 1993. 

Call Number: WX 150 P9275 1993

Medicare beneficiary Satisfaction: 1994.  Washington, DC:  Department of Health and Human Services; 1995.

Call Number: HD 7102.U4 M38 1995

Moise, Henrie.  Physician-patient relations: a guide to improving satisfaction.  Chicago, IL: American Medical Association; 1999.

Call Number: W 62 M714p 1999

Morales, Leo Sergio.  Assessing patient experiences with healthcare in multi-cultural setting.  Santa Monica, CA:  Rand Graduate School; 2001.

Call Number: WA 30 M828a 2001

Melville, Beth, editor; Nash, David B., introduction.  Health care report cards, 1998-99: profiles of all major report cards, performance reports, shopping guides, and consumer satisfaction surveys.  Washington, DC:  Atlantic Information Services, Inc.; 1997.

Call Number: W 85 H434 1998

Nelson, Anne-Marie; [et al.].  Improving patient satisfaction now: how to earn patient and payer loyalty.  Gaithersburg, MD:  Aspen Publishers; 1997.

Call Number: W 85 I34 1997

O'Malley, John F. Healthcare marketing, sales, and service: an executive companion.  Chicago, IL:  Health Administration Press; 2001.

Call Number: W 132 AA1 O54h 2001

Patient satisfaction & outcomes management: in physician practices.  Atlanta, GA:  American Health Consultants; Vol. 1, 1995-.

Monthly periodical published by American Health Consultants.

Call Number: W1 PA965B

Pollack, Maxine; Kouris, Jean.  Smart practices: success in a changing environment.  Chicago, IL:  American Medical Association; 1999.

Call Number: W 80 P771s 1999

Press, Irwin. Patient satisfaction: defining, measuring, and improving the experience of care.  Chicago, IL: Health Administration Press; 2002.  

Call Number: W 85 P935p 2002

Rosenthal, Marilynn M.; Sutcliffe, Kathleen M., editors.   Medical error: what do we know? what do we do?  San Francisco, CA:  Jossey-Bass; 2002.

Call Number: WB 100 M48673 2002

Saxton, James W.; Leaman, Thomas L.  Managed care success:  reducing risk while increasing patient satisfaction.  Gaithersburg, MD:  Aspen Publishers; 1998.

Call Number: W 130 AA1 S27m 1998

Scheck, Ann Carol.  Access, satisfaction and technological cost effectiveness in health care: abstract, executive summary and final report of dissertation.  [final report of dissertation]:  Harvard School of Public Health; 1995. 

Call Number: PB96-145420

Shelton, Patrick J.  Measuring and improving patient satisfaction.  Gaithersburg, MD:  Aspen Publishers; 2000.

Call Number: W 85 S545m 2000

Sloss, Elizabeth M.; Hosek, Susan D.  Evaluation of the CHAMPUS reform initiative.  Santa Monica, CA:  Rand; 1993-.

Call Number: W 275 AA1 S62e 1993

Spath, Patrice L., editor.  Provider report cards: a guide for promoting health care quality to the public.  Chicago, IL:  AHA Press; 1999.

Call Number: W 84.3 P969 1999

Strasser, Stephen; Davis, Rose Marie.  Measuring patient satisfaction for improved patient services.  Ann Arbor, MI:  Health Administration Press; 1991.

Call Number: W 84 S89m 1991

Sure-fire strategies for putting patient satisfaction to work for you: to improve quality of care, shorten LOS, cut costs, win managed care contracts.  Atlanta, GA:  American Health Consultants; 1995.

Call Number: W 85 S961 1995

Woodcock, Elizabeth W.  Mastering patient flow: more ideas to increase efficiency and earnings.  Englewood, CO:  Medical Group Management Association; 2003.

Call Number: W 80 W886m 2003
Bottom of Form

Have a comment?  Suggestion?  Send a message to afml@tma.osd.mil or use the Feedback button at the library Website - www.tricare.osd.mil/afml  
Armed Forces Medical Library

Web:  www.tricare.osd.mil/afml  E-mail:  afml@tma.osd.mil  
5109 Leesburg Pike, Room 670

 Phone:  703-681-8028 (Main Desk)
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