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Scope

• Explore how patient experience data is used in 

the healthcare industry to drive fiscal 

responsibility and consumer choice.

• Understand how technology solutions can be 

used to evaluate the impact of data and how to 

use the data in organizational improvement 

efforts.



Objectives

• Identify trends in your CAHPS and Midas+ patient 

experience data.

• Leverage the value that exists in your patient 

experience data. 

• Turn your patient experience data into actionable 

items impacting your organizational improvement 

efforts.

• Extend that leverage with Juvo.



How Is Your Facility Patient Experience 

(PX) Being Measured?

• CAHPS

– H: Hospital

– CG: Clinic and Physical Groups

– HH: Home Health 

– ICH: In-center Hemodialysis

– CAHPS for ACOs

– OAS: Outpatient Ambulatory Surgery

– EDPEC: Emergency Department Patient Experience with Care

• Third-party survey vendors

• Internal surveys conducted at point of contact

• Midas+ Patient Relations data: compliments, 

complaints, grievances



PX of Care On Hospital CAHPS Survey

• Eight Dimensions for FY 2016
– Communication with Nurses

– Communication with Doctors

– Responsiveness of Hospital Staff

– Pain Management

– Communication about Medications

– Cleanliness and Quietness of Hospital Environment

– Discharge Information

– Overall Rating of Hospital

• FY 2018 adds Care Transition dimension



PX of Care Topics

• How often did nurses communicate well with patients?

• How often did doctors communicate well with patients?

• How often did patients receive help quickly from hospital staff?

• How often was patients’ pain well controlled?

• How often were the patients’ rooms and bathrooms kept clean?

• How often was the area around patients’ rooms kept quiet at 

night?

• Were patients given information about what to do during their 

recovery at home?

• How well did patients understand the type of care they would 

need after leaving the hospital?

• How do patients rate the hospital overall?

• Would patients recommend the hospital to friends and family?



PX of Care Questions

• Communication / Explanation 
– How often did nurses / doctors treat you with courtesy and respect?

– How often did nurses / doctors listen carefully to you?

– How often did nurses / doctors explain things in a way you could 

understand?

– How often did hospital staff tell you what the medicine was for?

– How often did hospital staff describe possible side effects in a way you 

could understand?

– Did hospital staff talk with you about whether you would have the help 

you needed when you left the hospital?

– Did you get information in writing about what symptoms or health 

problems to look out for after you left the hospital?

– Did you and/or your caregivers understand what you would have to do 

to take care of yourself after leaving the hospital?

– Did you know what medications you would be taking and why you 

would be taking them after leaving the hospital?



PX of Care Questions

• Environment

– How often were your room and bathroom kept clean?

– How often was the area around your room quiet at night?

• Delay

– How often did you get help as soon as you wanted after you pressed 

the call button?

– How often did you get help in getting to the bathroom or in using a 

bedpan as soon as you wanted?



PX of Care Questions

• Physician / Nurse Care
– How often was your pain well controlled?

– How often did the hospital staff do everything they could to help you 

with your pain?

– Did hospital staff consider your health care options and wishes when 

deciding what kind of care you would need after leaving the hospital?

• Overall
– What number would you use to rate this hospital during your stay?

• Recommend
– Would you recommend this hospital to your friends and family?

– While asked on the survey, this question is NOT included in the PX of 

Care domain and dimensions.

– Key indicator of your word-of-mouth impact 



Fiscal Impact

• For example, Value-Based Purchasing

– FY 2016 PX of Care carries a 25% weight in the 

Hospital Total Performance Score across the 4 domains.

• Consumer Choice

– Word of mouth

– Hospital Compare website



How Do You Measure Up?

Communication: sample Hospital Compare scores 



How Do You Measure Up?

Communication: sample Hospital Compare scores 



How Do You Measure Up?

Environment: sample Hospital Compare scores 



How Do You Measure Up?

Environment: sample Hospital Compare scores 



Let’s Talk About Facility PX Scores

In our example we saw two things:

1) At the “usually,” “sometimes,” and “no” rating 

levels we are in line with the state and national 

averages on our selected PX of Care topics. 

2) At the “always” and “yes” rating levels we are 

below the state and national averages on our 

selected PX of Care topics. 



Let’s Focus In

• Ratings level of “always” and “yes”

• Topic of communication

• Let’s start looking at what our Midas+ Patient 

Relations data can tell us about communication 

at our facility



Connecting Data: Midas+ and Surveys

• Midas Patient Relations 

– Event Type/Group/Class

• HCAHPS PX of Care topics

– Communication / Explanation

– Delay

– Environment

– Physician / Nurse Care

– Overall

• Internal point of contact surveys

– Leadership Rounding 

– Mobile surveys 



Requests For Your PX Data 

We want to be in compliance.

• Think about your audience 

• What do they need access to?

– Do they need open cases, closed cases, or both?

– Do they need the entire facility, a unit, or department?

– Do they only need a case list or case details?

• Example:

– If a regulatory agency only needs to see grievances: 

• Consider running a report pulling only grievance data

• What about complaint / concern data?

– Providing this could open your facility up to further investigation on 

things that have already been resolved.



Reports to Leverage Your Midas+ Data

Number of Closed Grievances and/or Complaints 

by Event Type, Group, or Class

• Define your time period 
– Survey dates to identify relationships in data 

– Recent dates to see the current picture 

• Define your view
– Overall region or facility 

– Breakdown by unit / department 

• Define which Event Type level meets your needs
– Class: high-level broad categories

– Group: middle-level detail

– Type: low-level detail getting to specific situations



Midas Reporting - ReporTrack



ReporTrack Report Example

PT_REL_CLOSED_GRIEVANCES



ReporTrack: Fields To Include Example



ReporTrack: Selection Criteria Example



ReporTrack: Selection Criteria Example

Event Type…Name

• InList: pre-select values to include in report  



ReporTrack: Selection Criteria Options

• Facility…Name

• Date Closed

• Event Types…Name
– InList 

• Pre-select list of data elements (facility(s) / dates / event types) to include

– InList <ask>

• Allows selection of data elements at time report compiles

– IsEntered

• Only pulls if a value is entered

– IsBetween

• Pre-select values (ex. Dates) to include

– IsBetween <ask>

• Allows selection of values at time report compiles



Resulting ReporTrack Example



Midas Reporting: Indicator Profiles



Indicator Profiles Example

Patient Relations Summary



Indicator Profiles Example



Let’s Talk About Your Midas+ Data

• Does it align with your survey data?

– Review the case details to gain a better understanding 

of your patients’ experience

• Identify who is doing well among your facilities, 

department, or units.

– Low complaint / grievance numbers

• Identify who is struggling

– Moderate or high complaint / grievance numbers



What Do We Know From All This?

Survey Scores

Scores are below the 

state and national 

average for “always” 

and “yes” responses 

Midas+ Data

High volume of 

grievances (and 

concerns) for event    

type  “communication…”

Communication is a common issue



Where Do We Go From Here?

• We’ve looked at lots of data, but what do we do 

with it?

• Your facility has an opportunity to talk about 

defining performance improvement efforts based 

on survey and Midas+ data to help improve those 

scores.

• Leverage the real-time actionable data Midas+ 

provides to monitor any impact your improvement 

efforts may be having.



Leveraging Positive Feedback

• This is another valuable tool in your Midas+ data.

• We have been talking a lot about the negative 

feedback, but keep in mind the value that is 

available to you with your compliment data also. 

• See what units / departments are receiving 

positive feedback, learn what they are doing, and 

find ways to leverage that in other areas of your 

facilities.



Leveraging Other Feedback

Does your facility conduct any internal surveys at 

point of contact?

• Leadership Rounding

• Mobile Surveys

– Laboratory

– Radiology

– Coumadin Clinics

• Think about other areas that allow you to gain 

knowledge of your patients’ experience and take 

advantage of those.



Extending that Leverage with Juvo*

• Tracking deadlines

– Acknowledgement letters

– Status letters

– Closure letters

• Looking at building alerts that will help Patient 

Experience staff meet letter deadlines

• Resulting data can create opportunities for 

turnaround-time process improvement

* Mockups of ideas for Juvo Patient Experience module.



Extending that Leverage with Juvo*

• Tracking service recovery efforts

• Reports for compliance with $ limit regulations

* Mockups of ideas for Juvo Patient Experience module.



Extending that Leverage with Juvo* 

• Tracking grievance appeals

– Within the 

original case 

– Separate date 

fields for the 

appeal



Extending that Leverage with Juvo*

Summary of and access to all event-related 

attachments in one location



Extending that Leverage with Juvo

We are considering third-party patient satisfaction 

integration into Juvo.

• Would your facility find this valuable?

• What survey vendors do your facilities use?

• What information would you like to see coming into Juvo 

from your survey vendors?

• What would you like to see happen when the information 

is in Juvo?



Thank you for attending. 

Any questions?

Melanie Roosevelt

Midas+ Patient Experience Product Manager        

melanie.roosevelt@xerox.com

Stacy Norris, BSN, RN

Midas+ Infection and Risk Product Manager

stacy.norris@xerox.com
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