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Scenario 
Delta Health was one of three large health 





time and it can help you to serve your clients [patients] better in the long term” [4]. 
In a bustling primary care practice, the presence of a few secret shoppers would not 
materially change the quality or timeliness of care. 
 
The critique that such methods introduce deception into the patient-doctor encounter 
discounts the importance of assuring clinical excellence,



qualified to comment on this aspect of the medical experience [8-10]. The fourth 
goal is problematic. Clinical decision making is a complex process that cannot be 
fully evaluated with a checklist. Physicians should be expected to approach each 
patient in a professional manner—and can thus be evaluated at this level—but 
assessment of the treatment plan is beyond the scope of a one-size-fits-all exercise. 
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