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T he Historg of Patient Satisfaction

* 1740 ~ayoung ladg of Ficardg receives “no
satisfaction” in sccking mul’ciplc MDD medical
assistance*

* 1756 — consultations = satisfaction**

* 1776 ~ satisfaction assessment
mcthodologics bcgin to emerge

*[Frinciplcs and Practice of Dental Surgerg. 1 740)
**[A Handbook of Obstctric Opcrations, 175 6]
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Notes on Nursing

[lorence /V/gﬁt/hga/c, 1860

. 5ti" the [nest Pook on Nursingl

. Urgcs us to imagine ourselves as the patient
“must feel” when cxPosch to “overheard
conversation, whispcrcd conferences”

o “APPrchcnsion, unccrtain]g, waiting,
cxPcctation, feardo a Paticnt more harm
than any exertion”
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T he Nightingalc I Hect

~irst to define the “Art of Nursing”

nstructs US to:

— “sit within the patient’s view”

— “show no signs of hurrg”

— “give comPlcte attention”

— “never sPea‘(...suddenly”

— assure Paticnts are “undisturbed at night”

—respect “the effect of beautiful o jects, a variety
of colors on the mind” and on “the odg, too”
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T he Historg of Patient Satisfaction

* 1860~ 1900: HosPital Images dramaticaﬂg
changes from a Place to die to a Piac:e to heal

* 1919: Demajo (linic founded with top
“Prioritg is the Pat‘icnt’s satisfaction...”

* 1927: Feabo&g, MD “the good Physician
“lavishes time, symPathg and understanc}ing”

e 1948: Pental Practice established “in a
Friencﬂg and relaxed environment with an
emPhasis on Patcntsatlisféct?brf’
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T he Historg of Patient Satisfaction

e 1968: \Western Ontario (University Nursing
f:ac:ulty ]:)Cgin to stucig Pat'icntsatisfactlbn in
the Sanatorium HosPital

* 1976: T AF S established for Patient and

relations Pro{:essionais involved in Patient
satisfaction customer/guest relations & quaiitg

* 1979: [rwin FPress, PhD stress imPortanc:e of
survey methodology when establishing Patient
satisfaction programs
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T he Historg of Patient Satisfaction

* 1984 Fr‘ess dcvcloPs survey to measure
Patient satisfaction

e 1985: [ress partners with Kod Gancg to
hclP imProvc healthcare through Paticnt
satisfaction measurement

* 1985~ 199%: [Jundreds ojr‘]:aticnt
satisfaction articles Pub]ishcd

* 1994 Clinton’s health care P]an proposes
the use of Paticnt satisfaction surveys to
measure hos]:)ita] Pcrpormancc
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T he Historg of Patient Satisfaction

* 1999: Mago Clinical data demonstrates the
that Patient satisfaction soars with haPPicr
cmplogccs

e 2002: MutilPlc studies demonstrate that

nursing satisfaction has a signi{:icant effect on
Paticnt satisfaction with nursing care

* 2007; Ccntcr‘r‘or Medicare & Medicaid

Studics [CMS]dcvc]oPs HCAHFS -
Hos]:)ital (_onsumer Assessment of [Jealth

Froviders and Sgstcms Survcg
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T he Historg of Patient Satisfaction

e 2007: CMS releases Kc]:ort to Congrcss: Flan

to imﬁlcmcnt Medicare [os ltal\/aluc Pased

FPurc asing Frogram [V F]

e 2008: HC F becomes Part of qua]itg data

reporting required b Sto uality for th |
FC O9l]ng]:>act‘?c:1’ccrré mmct—-«b Dt o :

e 201 1: announ that th V FFro ram
O des O AP Lo uness that the VDI Freg

as‘cct uPdatc.




Value Pase Furchasing ]m]:)act

. Fagmcn’cs to be Withheld from HosPi’cals
Bascd on Clinical & 5atis{:action Metrics

70% clinical and 30% satisfaction

. Hospitals will “earn back” part of withheld
Pagmcnts based on Dchormancc

- Commcnccs Octobcr I,2012
° Fagmcnt Aﬁzcctcd: FFY 2013

Now You K now Why the |nterest in
HCAHFS
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HCAHFS
The 27~qucstion “(yame Changcr”

e Provides accurate ‘a]:)]:)]cs to ap bles? metrics
Hospitals see how thcg stack up against one another

. Kcsults are tied to qualitg and clinical outcomes
Determines how often somcthing happcncc]

e (Sives consumers an casy way to compare hospitals

Nccc] onlg to log on to

—
e
nasam—w

IF nables payfor-performance [Value Pased
Furcl'rasinPg]H P

Results cvcntua"y drive full Medicare payment
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http://www.hospitalcompare.hhs.gov/�

/ndust/y f: ocus Todaﬂ

. 5/001% ht centered on cfcﬁm}vg cxact{y what

“axcellent service” means!!

. Tafgct' now becomes “to exceed the pa tient’s
expecta tions” so that we create:

— Loya/ty

— (Generate excitement among statf

— /mprovc clinical outcomes

— F reserve and grow the bottom-line

— /ncrca.sc market share

— 5cpara te “our” /lospita/ from the compe tition

We Strive to "Dc/{g/:t” our Fatients & I amilies!
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Vendors (_ome to the Rescue!

. Quintf}tudcr

. Ga"uP

e Press Gancg

« NCKR Ficker

. Customcr]:ocus, ]nc

* Marketing Research Services, Inc
. Traininchchnologics, ]nc.

. A\/ATAK]ntcmationa]

o Shaw Resources

e ..andthe list goes on...
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[ lements of Qualitg

Clinician Defined Qualitg:

o |nfection Kate
. AsPirin and beta blockers
=

¢ | arls

- Ac verse Drug Evcnts
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[ lements of Qualitg

Fatient Defined Qualitg
° Kcs&;:ct

as | treated with courtesy and respect?
. Frivacg
Was my ersonal information and Privacy taken into
consideration?

e |nformation
Was | kePt well-informed? Was my Familg Kept informed?
- 1_:_:__m ath Yy
Eid anyone show concern for me and my situation? When
something went wrong, did | receive an aPologg?
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lmPact of Highcr Fatient
Satistaction Scores*

e Reduced FPatient Stress

— Results in fewer medical complications

o |ncreased | rustin the thsician

— Results in great com sliance
- ]ncrcascd Flaccbo iﬂ:cct

— Results in faster hcaling

*Press, T he Satisfaction Monitor, Mag/ June 2000.
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(_onsumer Pehavior*

o Satisfied customers will tell 8 Pcoplc
about their expcricncc

o (Jnsatisfied customers will tell 16 People
about their experience

Our Job : [PDetermine what it takes to exceed
our pa tients expecta tions,

then deliver!

* Goodman, (Jnderstand Customer Behavior and Complaints, 200%
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(_ustomer Service Standards -
Youve Seen | his Before!

o |f you say it, DO it!
e Dress Fromcessionauy.
o (Give your UND]V]DED attention.

o Smile, smile and smile a lot! Show teeth!
e | reat your Patient fike you want to be treated.

e Do something different or extraordinarg to set
3ourseH: aPart.
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Dorn’t Aim to 5atis{9
Aimto WOW:!

o Whichdo you Prc{:cr:

“lt’s my Plcasurc” or “No Froblcm”?

o |f someone asksC?ou if you have time do

somcthing, how do you thinkthcg might feel if
you said:

“l a/ways have time for you!”




Onc Look & You Havc

(_ommunicated!
It’s not always WHAT you say but HOW you say

— E.HC Contact

— Fosturc

— Facial E_xprcssions
Body languagc accounts for 55%
Tonc accounts for 38%
Words account for 7%

All the more reason to smile, smile, SM]L i1

ROBERT WOOD JOHNSON

UNIVERSITY HOSPITAL



Body Languagc (_ommunicates

Volumes!

Smile warmlg
Fu" up a chair, lean forward

Touch the bed - r‘emcmbcr, when you do so
you touch the Paticnt

Don’t cross your arms or Point gour‘r‘ingcr
Awvoid chccking your Phonc or pager
Donr’t have a conversation in the doorwag
Don’t ask “What do you want?”

Avoid “I xcuse me, but..”
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Sometimes ¢ Just” Listcning is the

Best Medicine!

. Activclg listcn, lean forward

e Make and maintain eye contact

e Nod with undcrs’canding

* [ ngage

i:amilg members or \isitors

® 5how cmPathg

e Assure Privacg with all information related

to you
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And, H: You Kca/{g Want To Makc
A Ditference...

e When you have concluded each visit with your
Paticnt — it does not matter what the reason —
end the conversation with:

“ /5 there anytﬁlhg / can do for ﬂOU?
[have the time.”

[ hisis | /;,7%: most Powcn[u/ statement g[ou can
and ha

make s proven to dramatically effect the
pa tient’s Pcrccptlbn of care!
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ICAMFS Domains -

. TOP Pox: Rate - Ovcral_ Hosgital Kating

Recommend - _’__jiccli ood

o Six | ouch Points”
— (Carefrom Nurses
— Care from Doctors
— HosPital F nvironment: Cleanliness & Quietness
— Rcsponsivcncss of HosPital Staft
— (Communication about Medications

— Pain Control
— Dischargc IF ducation
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° Carc from Nurses

— Most important
P

. Rcsponsivcncss of Staff

— Determined by each Paticnt encounter

. An‘gtﬁlh‘g to do with (_ommunication

— (Cannot communicate cnoughl
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E_mcrgencg Room quzcct
e Dort Discount T K Scores

- In the absence

— As I R scores move, so do inPatient
1

CA Fé scores

ofan R holo‘ing area:

— Dircct-Bcdding
— FFull CaPacitg Protocols

— Rounding bg |
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[Patient Engagcmcnt Emcrgcsl

Definition: “to hold the attention of- engross:
to induce to Participatc”

W]'\g the Ncw ?imphasis?

o Patients control their own treatment & care.

o Patients are more vocal about cxpcctations
. Faticnts are more likclg to “sl'\oP around” for the best.

. F,Sat'iﬁsﬁ'action suggests one’s Fccling toward adcquatc
calthcarc

2 Engagcmcntsuggcsts attachment and connection to
nurses, Phgsicians and the organization as a whole.
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Wl‘lat ls the OPPortunitg?

. Etjgagcmcntspcci{:icaﬂy targets staff involvement
nd active Partici]aation to shapc care outcomes

. Whg IS T:'__-_ngagcmcnt Important’?
—In agement centers the Paticnt in the middle of the
healthcare cxPericncc

— E_ngagcmcnt results in Faticnt—-Ccntcrcd (Care

— E_ngagin the ]:amil results in ]:amilg and Patient-
Ccntcrcﬁ Carc [F&%CC]

— F&FCC Stron |3 Corrclatcs to Bcttcr Clinical

QOutcomes and ighcr Fatient Satisfaction Scores
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How Do Wc E_mqjcctwcly E_n gage
Fatlcnts and Thcur Famlllcs”

. Hourlg Bedside Kounding:

— Going into the Room

— Ogering HCIP With a Smile

— Asscssing C/infca/ Farameters/Metrics
— Conducting Fositive (_onversation

I ndmg with <. /ﬁavc the time”

Conductl ng 5?11& chorts at the 56(]5/(/@
with the /> atient & F amr(g




How Do We E_mqjcctivcly E_ngagc
Faticnts and Thcir Familics?

o [ stablish “No FPass Zones” for Ca" Bc"s

I angyone walks within 3 feet of a lit call bc", thcy go into
the room and resPoncl clircct]g

. grcatc Familg & [atient Fricndlg Nursing (nit Welcome

ackets
(ustomized to clinical service

o  [Focus on “Over-(_ommunication” with Fatients and [Families
ecause:

You Can NEVER Communicate Enoug/z’
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Onc [Final Thought,.

e (ore Furposc ~ Defines W Yy We [ xist
— Disncg: “To Ma‘cc FcoP]c f" appy”
- 3M: “T o Solve Unsolvecl Froblems?”

— Nike: “Jo cxPcriencc the emotion of

comPetition & winning...”

—Wal-Mart: “T o Givc Orc]inar Folk the
(_hance to Buy the Same Things
as Rich FcoP]c”

—Your Hospital:




T hank You!

(Questions?
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