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How to assess the doctor-patient
alliance and improve it with
precise and evidence-based tools
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ABSTRACT

The Patient Feedback (PF) system is a semi-automated web-based performance
improvement system that enables real-time monitoring of patient ratings of therapeutic
alliance, treatment satisfaction, and health outcomes. It was first developed and tested
in outpatient substance abuse treatment clinics across the USA. In general, the clinicians
in these clinics had very positive treatment satisfaction and alliance ratings throughout
the study. A one-year follow-up revealed that all clinics continue d to use the PF system
with good results. This presentation describes the development of the PF system and the
possibilities for extending it to dental clinics in Italy.

Keywords: Feedback, Patient satisfaction, Online system, Performance improvement

REFERENCES

1) Forman, R., Crits-Christoph, P., Kaynak, fi., Worley, M., Hantula, D. A., Kulaga, A.,
et al. (2007). A feasibility study of a web-based performance improvement system for
substance abuse treatment providers. Journal of Substance Abuse Treatment, 33(4),
363-371.

2) Hantula, D. A. (2011). What performance management needs is a good theory: A
behavioral perspective. Industrial and Organizational Psychology: Perspectives on
Science and Practice, 4(2), 194-197.

20



THE AUTHOR

Journal of Applied Radical Behavior Analysis

Donald Hantula (Ph.D., University of Notre Dame) is
Associate Professor of Psychology and Director of the
Decision Laboratory at Temple University, Associate Editor of
the Journal of Organizational Behavior Management and
Editor of The Behavior Analyst. His research includes
behavior analysis, behavioral economics, human decision
making in dynamic environments and technological
applications. He has previously held positions as Visiting
Scientist and Program Director for Decision, Risk, and
Management Sciences at the National Science Foundation, in
Occupational Health Promotion (Johns Hopkins Med School),

Human Resource Management (King's College) and Management Information Systems
(St. Joseph's University) and visiting scholar at University of Nevada - Reno. His
research has appeared in American Psychologist, IEEE Transactions, JABA, JOBM,
JAP, OB&HDP and his most recent book is Consumer Behavior Analysis: (A)Rational
Approach to Consumer Choice (with Victoria Wells).

21



