[AGENCY LOGO OR LETTERHEAD]
January 24, 2013
MEMO: AN IMPORTANT REMINDER TO ALL CAREGIVERS
Several months ago, we announced that [AGENCY NAME] contracted with Home Care Pulse to conduct regular satisfaction phone interviews with our caregivers and our clients. We truly appreciate your participation in this program so far! Your feedback has helped us make [AGENCY NAME] a better employer and home care provider.

We would like to share some of our agency’s achievements over the last several months with Home Care Pulse:
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The majority of our caregivers and clients have participated in this program already

· Our agency became Home Care Pulse Certified™, setting us apart as one of the only quality-certified providers in the area

· Our combined client satisfaction rate improved from [XX%] during the first month of this program to our current satisfaction rate of [XX%]
· We have received an additional [XX] client referrals through this Quality Management Program
· We recognized [XX] caregivers for their outstanding service

· We addressed several important concerns from caregivers to improve the workplace
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We earned national recognition as a Best of Home Care® provider in these categories: Overall Quality of Service, Caregiver’s Work Ethic, Caregiver’s Timeliness, Caregiver’s Training & Knowledge, Caregiver’s Compassion, Caregiver’s Appropriate Appearance, Confidence in Agency Management, Effective Communication from Agency, Agency’s Response to Problems, Receiving the Service as Promised, Recommends Agency to Others, Coordination of Caregiver’s Schedule, and Overall Combined Average
We could not have achieved these things without you. Thank you! And with your support, we will continue to improve and grow.

As a reminder, Home Care Pulse will continue to conduct anonymous satisfaction phone interviews (approximately every 6 months) with you. We encourage you to participate to help us become the best employer and home care provider we can be!

Please take a look at the attached “Frequently Asked Questions” to learn more about Home Care Pulse and our Quality Management Program. If you have any other questions, please do not hesitate to contact us. We truly appreciate your willingness to participate in these satisfaction phone interviews, and we look forward to receiving your feedback!
[CONTACT NAME]

[CONTACT TITLE]

[AGENCY NAME]

[PHONE NUMBER]
Frequently Asked Questions

At [AGENCY NAME], we are deeply committed to our clients and especially, you, our caregivers. To better understand your needs and concerns, we have contracted with Home Care Pulse, a professional, third-party satisfaction research firm, to conduct periodic phone interviews with you. Your feedback will be 100% anonymous, and so this is an opportunity for you to give open, honest feedback to our agency management! 

Home Care Pulse will also conduct satisfaction phone interviews with our clients. We will receive this feedback – along with anonymous feedback from you, our caregivers – in a Monthly Quality Report, which will help us identify issues and make improvements. Your feedback will be an essential component of our overall Quality Management Program, helping us better serve you and our clients.  
Who is Home Care Pulse?
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Home Care Pulse is the top research and quality assurance firm for home care. Home Care Pulse conducts all phone interviews in-house to maintain the highest standards of professionalism, and they meet both state and federal confidentiality laws. 
How often will Home Care Pulse call? 

Home Care Pulse will call on behalf of [AGENCY NAME] approximately every 6 months to conduct a brief satisfaction interview with you. The call will come from (208) 656-6219.
What will the interview be like?

The interview lasts 5-10 minutes. A Satisfaction Research Associate from Home Care Pulse will ask you to rate our agency on several categories on a scale of 1-10, and invite you to share any comments you have about your job as a caregiver or the agency.  

What will you do with my feedback?

Your feedback will be 100% anonymous to us and will not be shared with anyone else. We will receive your feedback in our Monthly Quality Report, along with feedback from other clients and caregivers. A rating of “10” tells us that you are fully satisfied with your employment, while an 8 or less tells us that we need to make improvements. Your comments will help us understand what specific improvements we need to make, so please be as open as possible!
Who can I call if I have questions?

If you missed a call from Home Care Pulse and want to return it, or have any questions for Home Care Pulse, you can reach their in-house Satisfaction Research Center in Rexburg, Idaho at (208) 656-6219 from 8AM - 5PM Mountain Standard Time. You can also contact [AGENCY NAME] at [PHONE NUMBER]. 

