Employee and Patient
Satisfaction

Elaine Hopkins

Hopkins Associates Training &
Consulting, LLC



Background + why it matters

The Centers for Medicare and Medicaid Ser vi c
(CMS) effort to Ilink Me di c arpayment with
Incentives for doctors and hospitals to provide better

care, both rewards and penalizes as a result of Values
Based Purchasing .
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Improved since the program began. However, even
some hospitals that have gotten better are still losing
money because they are not scoring as well as others or
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Source Kaiser Health News

Conway is CMS Deputy Administrator for
Innovation & Quality , and Chief Medical Officer



How 1t:works

A Medicare reduces payment rates to all hospitals
ASets the money aside in a 0
A Every hospital gets something back

0 Less than half recouped as much as they forfeited
o Potential bonuses and penalties were higher in year 2 than year 1

A To assess quality, Medicare considers:
o how hospital scores compare to each other

o how much each hospital improved from 2 years prior compared to
other hospitalsdo I mprovement rates.
determine ranking and subsequently the bonuses and penalties.

A Measures how frequently hospital follows basic
clinical standards of care; mortality rates; and how
patients felt they were treated.



How Iti1s- measured

A Survey used : Hospitall Consumer:Assessmenh ofHealthcare-Providersiers
& Systems or The HCAHPS Hospital Survey aka: Hospital CAHPS® or
Hospital CAHPS®

A http://www.medicare.gov/hospitalcompare/search.html should be In
your ofavoriteso i f it 1 sndt already

A The Fiscal Year 2015 Hospital|taiec-Based! PurchasingProgramm
(Hospital VBP) adjstuls tpsals’hoansreintd tanded On ffpeay ment s b
perfasmance e in foun domainss:
o Clinical Process of Care 20%
o Patient Experience of Care 30%
o Outcomes 30%
0

Efficiency 20%


http://www.medicare.gov/hospitalcompare/search.html

30% of score based on
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Patient Experience of Care Measures
Me?;ure Measure Description ('fcer:rg\:;nrggﬁte fﬁ?ggﬁé?d) Benchmark

Communication with Nurses 75.18% 84.70%
Communication with Doctors 79.42% 88.95%
Responsiveness of Hospital Staff 61.82% 77.69%
Pain Management 68.75% 77.90%

HCAHPS | Communication About Medicines 59.28% 70.42%
CE:IneVailrn(:rri:tand Quietness of Hospital 62.80% 77 64%
Discharge Information 81.93% 89.09%
Overall Rating of Hospital 66.02% 82.52%

Final Achievement Thresholds & Benchmarks for the Fiscal Year 2013
Hospital Value -Based Purchasing Program Measures

Source: Centers for Medicare & Medicaid Services



Medicare.gov
Hospitall Compare

A Tells you everything you need to know about how the 8
aspects of hospital quality which patients evaluate are
measured.

A Example: Responsiveness of hospital staff

Shown as percentage of patients who reported that hospital
staffwere 0 Al way s 6 r ¢odhgionaesls. Vhis means the
patient was helped quickly when he or she used the call
button or needed help in  getting to the bathroom or using a
bedpan .

AYou dondt have to wait for the
I € S uyou G monitor with your own assessments.



From: Cleveland Clinic <survey@pressganeysurveys.com>

Date: March 20, 2015 at 3:43:37 PM EDT Cleveland Clinic

TOZ' internal follow -up
Subject IIMD wants your feedback!

ReplyTo: Cleveland Clinic <survey@pressganeysurveys.com> survey requeSt

peariililiy (emailed) Oa

4

You recently visited Cleveland Clinic, and we need your feedback. Please take a few mir  * ®
answer a brief survey and share your thoughts about your recent visitjjj | i} SsVD.

Your input will help us to understand what we do well and what wedmbetter. If you have
NEOSAOBSR GKA& SYIFIAf NBIFNRAYI I OKAfRQA

To ensure confidentiality, this survey is administered by an independentplairy, Press

Ganey Associates, Inc. Your participatioh lelp us to improve the quality of care that we

provide to you, your family, friends, and neighbors.

https://esurvey.pressganey.com/LandingPage.aspx?pin=F2T4HI9D5JH4V5X6G

If clicking the above link does not take you to the survey or a verificatioerscpdease copy
qd paste the entire link into your web browser. You can also go to

Delos M. Cosgrove, M.D
Chief Executive Officer and Breéent



Cleveland Clinic

welcome to

electronic survey
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Do Jube Bopbis, o paecn o gusrdian of:

Crue guad ol Clewelarad Jnic i Lo gove evey pelient e besl ovicume end expenence You can Melp, we'd like
you g complee s SUPWSy. Tt &3ks wau fo ovadLaln vealr roetit providar ISz B a Cievelznd Clinde fasibiny
o a3n bell us wlhiad we i right, ane whal we can oo Dether.
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note of your

pars of & cenfidental reseanidt segistry Deitg used Lo imprcye
chons incuwde MPormation storage on & passwerd-protected server
the DiFloe of Patient Ewporionce. Stskzolion s3tIngs and oomemonts
g, Howesyer, th Tormralon will b2 oomplately enonvimcls oond B
answers and
if f(‘li havs any conexnsrquestiors abous yeur cane, plesse call 00223 273 oad the azerotor will direc
comments, they ==
. I wour hzve any questions ahouk tus survey, please ~ad BG-615-b002,
will become part oo
of a confidential
research registry Chit Exacative Offcer anc
. Presdert
being used to
Improve patient
satisfaction. o
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Quality,Measurables

A Accuracy -- error free, no mistakes
A Timeliness -- meet deadline, hour, date
A Responsiveness -- how quickly you respond

A Level of patient/family satisfaction 0 survey
(consumer)/(customer)



Six In Two

Communication Responsiveness
. With nurses 5. Of hospital staff

. With doctors 6. With pain management
. About medication +

7. Clean and Quiet
. About discharge 8. Overall Satisfaction



Importance of Good ‘
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Hospital Guest Relations Report
-~ p o NOVI71907 | ioer e iwnin |
Developments, Innuyvasions and Resvurces By and For Fract cing Prilessionalg—————
Volume 2, Numzer 11
November. 1387
Insida this lasue. , .
| Managing Evens andTisks Ml Rosoha liiornaly
- Throngh Good Commumiontkon i { Alas Pationt Comolaints =6
 Haspitaity Progran . Physidlan Sepleias How to Toeh
: Figlations o Physiclma L0 i,
::ZNQ'.v: oest_ﬁéf.aﬁcns Efor 5 it On—=3ehavior. Inentions
Bassddon Five "Dom Valups®. - Iatiiete Comrinn Couresy .. |
Guest Relations, Communication
Enhance Risk Management Efforts
In « Fospital selling, there “2 a direct correlasion helween communication problems and the
nmher 6f complaints ov lawsuils that are filed, awnrding to Peggy Nukamura, cireclor o risk
masagement st Sarter Heslth System in Sacramento, Calil The same paticui-bised techniques
e used in gueel relalions can help u hospital veduce Lhe nurber of lawsuits snd improve is risgk

manegement.

Comamunicarioa problema ave polential aonrces of acger for patients acd ther familics,
Kakamura explains. 7 a etall pursm ean estab.ish pad sommaniealion wsth tae palient anc the
family, much of the auper Lhsd arigos wlhen s problam does veeur ean be dofuved.

Acliun should be taken au the moment Lhat & problem cecurs, Nakamaea soye. AS that
uinl, slafTyensitivity w Lhe problem s heiphtencd. Also, puving stention 1o a problem when it
hwppens “takes a patient net feel snivolsted.” 1f a patiens is left in the dark about a situction,
he may Lara 0 an attosney for answers.

Guest Rel ations newsl etter fro
(When DRGs began & Infection Control WAS CQI )



100% of the Message

The sender
does NOT
control the

message

m Words

B Non Verbals

W Listener's
Perspective




Time forra Reality, Check

Perceived Influence Actual Impact on the
mission/patient

Executive Front Line
Leadership Workers

Front Line Workers Executive Leadershig

Where should your training efforts (and $) be
spent to achieve the behaviors you want?



A model you: can take to
the bank

Workforce -wide
training

Policies that
’ \ foster

engagement
j Senior
Leadership

commitment

Outstanding Patient
Experience of Care



Workforce Wide Training

Every employee impacts patients
Teach them
AWhere they fitin t he hospital 6s mi
AGoals of Patient Satisfaction efforts
ARelationship skills - empathy
AHow to be part of a team
AHow to analyze work
Because
AGive empowerment and Get accountability
AEven basket ball practice is a team meeting



Training Results
Two Stories

A Mayo Clinic Story

A Finance Department

Commits 1 FTE

A Serves like a business
manageer

A OfficesinBx« HealthrArea o

A Assistswiith referrals
(recruitment)i)

A Responds toohilling&2.
financiabquestions withisamene
care=physician respondsdo fo
medicabquestionsns

(Accuracy & Responsiveness)

A Call Center Story

AScheduling

slots 24/7 Call Center

A Majarity,womenr;rmothers=of of
school lagecchildrénzandryaungenger

8 7

A  Goals:: Adequateieoverage;ge,
retaimtrained staff;ff,
accommodate:childhild-caresneedsis

A  Gaveztéamrparametersflex|ex-
shifts ok) List best hawrss & waultd
ruilm myyliié=hiourss. Teanm setf
schedulée=&taccommadaied alld all

(Timeliness & Empowered Team)



Policies that Foster
Engagement

Employee-engagementdoescot meamean
empdyacyheindsa. pf paenreosnseém t does no
employee satisfactionorEngagedemployeésyces
actuatly\carerabouttheinwork anddneirtheir

campanoy.y.

www.Kkevinkruse.com

Policies that Engaged Satisfied

Empower Workforce Patient



http://www.kevinkruse.com/

ldeal Climate: Gallup Q12e

1. | havethe materials and equipment | need to do my wigtht.

2. At work, | have the opportunity to do what | do best eviay.

3. | know what is expected of me atork.

4. In the last seven days, | have received recognaigeraise for goodvork.
5. My supervisor or the person | report to seems to care about mpeasan.
6. There is someone at work who encouragesdayelopment.

7. In the last six months, someone at work has talked to me abopitagsess.
8. At work, my opinions seem toount.

9. The mission/purpose of ngompanymakes me feel my jois important.
10.My associates (fellow employees) are committed to dqunaity work.

11.1 have a best friend avork.

12.This last year, | have had opportunities to learn grav.

Gallup Question | Productivity | Retention | Profitability | Customer
Satisfaction

Mat. & Equipment + +
Opportunity + + +
Expected + +
Recognition + +
Supv. cares - +
Encourag®evelop -

Progress +

My Opinions +

Mission/job + +
Commit Quality +

Best Friend + +
Learn&grow +

Two books related to this study : First Break all the Rules, Buckingham & Coffman
& Now Discover Your Strengths, Buckingham & Clifton



OTMmehpeoblem

with employee
satisfaction is:thatit sets
the bartoodow .. 0

0 Wi t hemployee engagement , youdre never goc
get the kind of wultimate patient
for. ... Many people make the mistake of confusing

oempl oyee engagement 6 with tryi ncg
satisfied or even happy. This confusion causes healthcare

leaders to underinvest their time and $ in engagement

Initiatives thinking engagement is a nice to have rather

than an enabler of their most important goal s. 0



