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Why improve patient satisfaction? 

Improving patient satisfaction 
improves quality of care and 
improves your bottom line.p y





ROI: Increasing Profitability

The most profitable hospitals have the highest satisfaction scores on 
average.g

The least profitable hospitals have the lowest scores.

Bottom line, average hospital 
profitability increases with 
patient satisfaction.



Why Improve Patient Satisfaction? 

Value Based Purchasing!

2-5% of DRG payments withheld with Hospitals being 
awarded points to earn back their withheld payments.

Earn Attainment Points based on your current national 
percentile rank on HCAHPS measures.

Earn Improvement Points based on how your current 
national percentile rank has improved since last year.

Most conservative estimate is that VBP could cost a low 
scoring hospital with IPPS reimbursement of $55M, 
about $820,000 annuallyabout $820,000 annually



Five Stages of Data Usage

1. Deny It1. Deny It1.  Deny It1.  Deny It

2 Ignore2 Ignore ItIt2.  Ignore 2.  Ignore ItIt

3 Kill The messenger3 Kill The messenger3.  Kill The messenger3.  Kill The messenger

4.  Accept 4.  Accept 
ItIt

5.  Use5.  Use
ItItItIt ItIt



Hawaii’s HCAHPS Data: More 
Opportunities to ImproveOpportunities to Improve

Lowest state average on HCAHPS Rate Hospital 
Overall Question  O e a Quest o

Lowest state average on HCAHPS Likelihood to 
Recommend question 



How might Hawaii’s ethnic 
groups impact scoresgroups impact scores

National DataNational Data

Rating

White Black Asian

Native 
Hawaiian or 

pacific 
islander

American 
Indian or 
Alaska 
Native

No Race 
Specified

87 9 85 6 85 4 86 3 86 0 87 7

Likelihood recommending hospital

87.9 85.6 85.4 86.3 86.0 87.7

Overall Mean Score

85.2 83.3 81.8 83.3 83.7 84.1

Overall Mean Score



How might Hawaii’s ethnic 
groups impact scoresgroups impact scores

Hawaii DataHawaii Data

Rating

White Black Asian

Native 
Hawaiian 
or pacific 
islander

American 
Indian or 
Alaska 
Native

No Race 
Specified

Likelihood recommending hospital

78.44% 80.85% 71.58% 75.99% 77.27% 76.75%

Rate Hospital Overall

70.37% 75.00% 66.56% 75.41% 71.43% 69.27%



Patient Satisfaction is the result of a complex 
interactioninteraction



Key to improving this complex 
interaction is your cultureinteraction is your culture

“ Culture will eat strategy for lunch any day”

Fred LeeFred Lee

“If Disney Ran Your Hospital”



CEO

Cultural Change
CEO

& VP’s

Inertia

Performance

Tools,
Communication

& & 
Accountability

Lee, F. If Disney Ran Your Hospital. 2004 
pg. 181-195.



C-Suite creates a culture of 
improvement

Either leads efforts directly or select’s a dynamic, 
charismatic leader

Leader is coach and cheerleader

Quality improvement teams are often an important 
part of the effort

Reward and Recognition is critical



Creating a Culture of Improvement

C- Suite must be frequently visible 

– Work with staff to set goals

– Require improvement plans down to the unit level

– Hold staff accountable for gains

Celebrate frequently with staff– Celebrate frequently with staff

Celebrate improvements by unit and service 
line

Celebrate those workers mentioned positively 
by name in comments, letters & calls



Creating a Culture of Improvement

Make a point of including satisfaction Make a point of including satisfaction 
improvement effort everywhere!

– Every meeting 

I t l P bli ti– Internal Publications

– Bulletin Boards

– Intranet



A culture of improvement

Depends on Employee Satisfaction

Depends on Physician Satisfaction



Relationship Between Inpatient 
and Employee Satisfaction and Employee Satisfaction 



Relationship Between Inpatient 
and Physician Satisfaction and Physician Satisfaction 



Relationship Between Physician 
and Employee Satisfaction and Employee Satisfaction 



5 Traps that can derail culture 
change change 

1. Expecting Trainers and Committees to transform p g
the culture

2. Expecting the Service Excellence Coordinator can pect g t e Se ce ce e ce Coo d ato ca
raise and maintain satisfaction scores

3. Thinking more knowledge will close the gap3. Thinking more knowledge will close the gap

4. Letting assessment substitute for action

5. Permitting managers to stall indefinitely with 
‘How?” questions.

.



Tools for Improvement

Identification of best improvement opportunities

Best Practices for each question

Online Forum connecting with other clientsOnline Forum connecting with other clients

Custom online reports by unit, ED shift, specialty or 
service line



Tools for Improvement

Hot Comments (comments requiring 
immediate attention)

Comments Reports (all comments: provide
important qualitative information)

Training, in person and via webinars

HHIC Hawaii Users’ Group 



Improvement Opportunities

Improvement opportunities identified for each hospital p pp p
The top 3 inpatient opportunities for the state are:

1. Response to concerns/complaints 1. Response to concerns/complaints 

2. Nurses’ attitude to your requests

3. How well nurses kept you informed

Material in your package today includes best 
practices for these three areas



Improvement Tools

Learn from our Success Story Winnersy

Learn from our Compass Award Recipients

Learn from our Summit Award Recipients

ll i b f dAll stories can be found a pressganey.com



Sarasota Memorial Hospital

‘No secrets’ and ‘lead by example’ philosophy

Organizational wide plan and 90 day action 
plansplans
– Facility wide and department level

7 specific se ice teams ith ‘Se ice 7 specific service teams with ‘Service 
Champions’

Posted updates on data and goals to intranet Posted updates on data and goals to intranet 
site

Service Recovery programy p g



Measures of Success

Over a 4 year span

Inpatient scores moved from 15th to 93rd percentile

ED moved from 41st to 89th percentile

Outpatient moved from 29th to 80th percentile

Employee turnover      from 25.2% to 16.6 %

RN turnover      from 10% to 8.7%

Overall net revenue     $19.9 million



Good scores are the enemy of great 
scoresscores

The challenge is that most patients have good The challenge is that most patients have good 
things to say about their experience

Our worst scoring hospitals still have a high Our worst scoring hospitals still have a high 
percentage of patients that recommend the client

The exceptional hospitals have found out how to 
WOW 90% f h i  iWOW 90% of their patients



The Last Slide

“The People on top the 
mountain didn’t fall mountain didn t fall 
there.”

Anonymous


