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Scope

« EXxplore 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.
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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.
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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
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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 Hospitall

« FY 2018 adds Care Transition dimension
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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?
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PX

of Care Questions

« Communication / Explanation
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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

e 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?
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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
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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
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How Do You Measure Up?

Communication: sample Hospital Compare scores

Patients reported how often their nurses communicated well with them during their hospital stay. “Communicated well” means nurses
explained things clearly, listened carefully to the patient. and treated the patient with courtesy and respect.

Star Patients who reported Patients who reported Patients who reported that
rating that their nurses that their nurses their nurses "Sometimes"
for this "Always" "Usually” or "Never" communicated
measure communicated well communicated well well
Yrireee B9% 19% 12%

Midas Hospital

State 76% 18% 6%

Average

National T9% 17% 4%

Average
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How Do You Measure Up?

Communication: sample Hospital Compare scores

The survey asked patients about information they were given when they were ready to leave the hospital. Patients reported whether hospital
staff had discussed the help they would need at home. Patients also reported whether they were given written information about symptoms or
health problems to watch for during their recovery.

Star
rating
for this
measure

freeee

Midas Hospital

State
Average

National
Average

Patients who reported that YES, they
were given information about what to
do during their recovery at home

75%

85%

86%
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Patients who reported that NO, they
were not given information about what
to do during their recovery at home

25%

15%

14%
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How Do You Measure Up?

Environment: sample Hospital Compare scores

Patients reported how often their hospital room and bathroom were kept clean.

Star Patients who reported Patients who reported Patients who reported that their
rating that their room and that their room and room and bathroom were
for this bathroom were "Always" bathroom were "Usually" "Sometimes" or "Never" clean
measure clean clean
. . . ':_'r"l ':_:"'I ':_'r"l

Midas vy T1% 21% &%

Hospital

State 80% 15% 5%

Average

National T4% 168% &%

Average
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How Do You Measure Up?

Environment: sample Hospital Compare scores

Patients reported how often the area around their room was quiet at night.

Star
rating
for this
measure

Midas frik o ¢

Hospital

State

Average

National

Average

Patients who reported
that the area around their
room was "Always" quiet
at night

57%

65%

62%

Patients who reported
that the area around their
room was "Usually™ quiet
at night

34%

29%

29%
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Patients who reported that the
area around their room was
"Sometimes" or "Never” quiet
at night
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Let's Talk About Facility PX Scores

In our example we saw two things:

1) Atthe “usually,” “sometimes,” and “no” rating
levels we are in line with the state and national
averages on our selected PX of Care topics.

2) Atthe "always” and “yes” rating levels we are
below the state and national averages on our
selected PX of Care topics.
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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
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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
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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.
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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 detall
— Type: low-level detail getting to specific situations
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Midas Reporting - ReporTrack

|5'="1':'N Jepuway | |suu:|!:|3|.|n:| MY IS pHOL | |sa:|uu:u.|;-:| | |5IJUSIZII'I9:|JE-LL|5 | L?_
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Edit  View

X\

Welcome

Mo default reviewer

—— Messages ——

Function  SmartMenu  Tools  Window  Help
Registration 3
Encounter 3
SmarTrack Worklists 3
Hospital Case Management 3

Community Case Managemnent — »

Quality Management 3
Infection Control 3
Risk Management 3
Facus Study b
Patient Explorer

DataVision 3
System Management 3
Remote Data Entry Definition 3

—— News Feed

The news feed does not appear to be valid XML,

Thursday 4/28/2016

Remote D

Home Page
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Document List

Indicators »
Scheduled Reports

Standard Reports

User Report Processing

File Structure Explorer
Indicator Definition

Indicator Profile Definition
ReporTrack Group Definition
Scheduled Report Maintenance
User Report Definition
Waorksheet Ternplate Definition
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ReporTrack Report Example

PT REL CLOSED GRIEVANCES

File Edit View SmartMenu  Tools  Window  Help

(@) ReporTrack Reports () ReporTrack Documents  Mame: [P’T_RE._CLDSED_GRIE‘MNCES |_|]

Report Le*_.'u:uutl Record 5E|Elj.'il:'|'|l r~’I|:u:|uIE5_-"Div:Isl

S8-OkE N TAHER-BEA (Fs

Maodule/Dict: Fields:

Available Sections:

FET R | |sa:|u|:u.|;~=| | |5UDIIIII'IEIIIJELUS | &
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ReporTrack: Fields To Include Example

File  Edit View Function SmartMenu  Tools  Window  Help

1
th
x |

N JapUway | |s|_|0!:|3ur|:| 3|Ny 151 PO, | |EQI|!.ID.'.E:| | |5L|0:|]ng:ueu15 | L

Name: IF'T_REL_CLOSED_GRIEUANCES ]
Report Layou‘tl Record SE:Iettionl Modules![ﬂdsl

Save

Save As

SD- DG EETAHER-(BEEA FS

Module/Dict: Fields:

Available Sections:
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[=R Patient Relations (Patient Relations ID) | |Page Header
Patient Relations Comments ABSTRACT_COL -
Patient Relations Departments Comment ~Date Recelved (Footer)
. i pa Date Closed Grand Total
Patient Relations Employees Date Received Page Footer
Patient Relations Event Parameters Date/Time Created
i--Patient Relations Event Types EHEP"“RTSW_COL
< 2] | [oreowter- v
Date Close Event # Event Dt PtName Event Type(s) Parameter... Name Dt Received Facility... Name
Date Close Event No.  Event Date Encounter... Patient... INC_TYPES_COL Parameter... Name Date Received  Facility... Name

Compile
Utilities
New -

Auto View

v

Schedule

Close
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Edit View  Function

Smarthenu

Tools  Window  Help

ReporTrack: Selection Criteria Example

1ON JepuIwEy | |5uu:|!:|:uun:| 2| 1510 | |53:|!J|:|.-.E:| | |5IJEII|Z|I'IEI|JE'UJ5 | Lt

Name: [P’T_F‘.EL_CLDSED_GF‘.IE*.-'ANCES

|

RepnrtLayDutl Record Svalect'mnl Modules/Dids

Criteria Joined By
E;“J AND

Criterion Criterion
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(JorR () custom
Selection Criteria
Column Operator Value 1 Value 2 And/Or Displayable
b |Facility... Name InList <hsk: AND
Date Closed IsEntered AND
Event Types... Name InList <List= AND
Add DatafFormula | | Add Indicator | | Edit Remove
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ReporTrack: Selection Criteria Example

Event Type...Name
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nList: pre-select values to include in report

X|

| Define Selection Criterion
Fields:

Madule/Dict:
(Patient Relations 1D

IE

[+-PatientRelatons | i{Patient Relations ID
ABSTRACT _COL
Comment
Date Closed
Date Received
Date/Time Created
DEFARTMEMNT O

Event Types... Name
() Choose Values atReport Time

() ChooseValues Now

[v]

Operator: [I”LiSt

Value(s) P} | Grievance-Billing

Grievance-Communication

FIE

Grievance-Confidentiality

[ ok |

| Choose
Formula

' Close |

| Help |,
4




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
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Resulting ReporTrack Example

4/26/2016 Closed Pt Relations Grievance Cases Page 1of 1

Date Close Event # Event Dt PtName Event Type(s) Parameter... Name Dt Received Facility... Nam
01/04/2014 1110 01/03/2014 Gustus Marcus Concern-Delay Delay 01/04/2014 Midas Medical
011372014 11-28 01/12/2014 Gagliardi,Martha Concem-Delay Delay 011272014 Midas Medical
011472014 1119 01/13/2014 Emby, John Grievance-Communication Communication, Ver: 01/13/2014 Midas Medical
01132014 11-32 01/13/2014 MNagel,Yolanda Concem-Equipment Availability Midas Medical
01/31/2014 11-16 01/01/2014 Wade:George Grevance-Communication Communication, Writt 01/15/2014 Midas Medical
11202014 117 011772014 Jablonski Marcia Grievance-Communication Communication, Vert 01/17/2014 Midas Medical
012172014 11-35 01/21/2014 Badilla.Bambi Grievance-Communication Communication, Writt 01/21/2014 Midas Medical
0124/2014 11-36 0172472014 Babb, Lawrence Concemn-Communication 01/24/2014 Midas Medical
01/29/2014  1-37 01/29/2014 Yanez,Janice Concem-Communication 01/29/2014 Midas Medical
02/01/2014 1114 01/29/2014 Tuttle, Bonnie Concem-Environment Standard of Patient C 01/30/2014 Midas Medical
02/03/2014  11-11 01/31/2014 Inca,Martina Concemn-Dietary Expectations 01/31/2014 Midas General
02/25/2014 1112 02/10/2014 Temple Beverly Grigvance-Communication Communication, Ver 02/10/2014 Midas Medical
021172015 11-39 02/10/2014 Williams, Daniel Concemn-Lost Belongings Midas Medical

Grievance-Communication Communication, List
021172015 11-39 02/10/2014 Williams,Daniel Concern-Lost Belongings Midas Medical
Grigvance-Communication Communication, List

p2/272014 11-21 02/27/2014 Erickson,Raymond Concemn-Delay Delay 02/27/2014 Midas Medical
03/28/2014 11-30 03/21/2014 lbarra,Pauline Grigvance-Communication Communication, Veri 03/22/2014 Midas Medical
03/29/2014 11-38 03/27/2014 Juarez,Joseph Caoncem-Communication Expectations 03/28/2014 Midas Medical
04/25/2016  16-5 04/22/2016 Richardson, Ann Grigvance-Communication Communication, List  04/25/2016 Midas General
04/27/2016  16-6 04/26/2016 Gambino,Joyce Grigvance-Communication Communication, Writt 04/26/2016 Midas General
04/28/2016 164 04/16/2016 Williams, Daniel Grigvance-Communication Communication, Ver 04/27/2016 Midas Medical
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Midas Reporting: Indicator Profiles

Refresh

:

Close

The news feed does not appear to be valid XML.

Standard Reports

User Report Processing

File Structure Explorer
Indicator Definition
Indicator Profile Definition

ReporTrack
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| File Edit View Function SmartMenu Tools Window Help
%n_ . Registration k
% ' Encounter 3
% j m I [ SmarTrack Worklists *
=
e Hospital Case Management 2
%1 Community Case Management  »
= Cuality Management 3
;: WEICO m e Infection Control 3
S | MNe default reviewer Risk Management y |t
; Focus Study k
E" e Patient Explorer
a DataVision 3
5. Systern Management 2
? Remote Data Entry Definition k
E_  News Fesd Scheduled Reports

Indicator Manual Entry
Indicator Processing

Report Data Transfer
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Indicator Profiles Example

Patient Relations Summary

docmaaa're Nt

~| File Edit View Function SmatMenu Tools Window Help

Name: Erickson,Raymond DOB/Sex: 11/29/1969 43Y / M
Faality: Midas Medical Center Account No.: 240120618

:fy':'t_t'"g Hogan,Sean Location/Room: Emergency Department / 4
Attending Phys.: Hogan,Sean Prncpal Payer: Partners Health Plans
Start Month: Uﬁli Trend: Monthly _w;

End Month: 4/2013 No. of Comparison Years:| ‘

Profile Type: |Total [w]l Reference By Fiscal Year: =

Profie:  {PatientReotons Sty |

All Facilities: | v/
}Faclhty PN
*|
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MRN:
Start:

End:
LOS:

575137
2/27/2013 1:32 PM
2/27/2013 5:19 PM
1

Enc. Typ
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Indicator Profiles Example

Findicator Jan 2013

Feb 2013

Mar 2013

Total

Patient Relations Events by Type

2

175

Compliment-Distary

Compliment-Nursing

Compliment-Fatient Care

Compliment-Physician

Concemn-Billing/Charges

Concern-Communication

cal = [ro | pa [

Concern-Confidentiality

Concern-Delay

Concern-Dietary

Concern-Enviranment

Concern-Equipment

Concern-Lost Belangings

Concern-Nursing Care

Concern-Physician Care

GHbMHmHLﬂHHﬂMNHE

Grievance-Communication

Sl e e e

—_—

mﬂw:@@wﬂﬂﬁﬁﬂﬂﬂﬂﬁ

mb%:@ﬁﬁﬁﬁ_‘ﬁﬁﬁﬁﬁgﬁ
on

EHN@H@WGH EMMI.I'II.I'IH

Patient Relations Compliments by Location

3100 West

3300 East

3300 West

3500 East

3700 East

Emergency Department

e L == T ]

Labor and Delivery

[=RE=RE=JE - NR=R1NAR=RE"]

DD || S| S |

LA L S e L

Patient Relations Grievances by Location

=

=%

=

=

-

Intensive Care LInit 1]

=

=

Patient Relations Physician Compliments by Location |0

3300 East 1]

=

=

3500 East 1]

Patient Relations Physician Related Concerns by Locatiq 1

Radiology
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Let’s Talk About Your Midas+ Data

* Does it align with your survey data?

— Review the case detalils to gain a better understanding
of your patients’ experience

 ldentify who Is doing well among your facilities,
department, or units.

— Low complaint / grievance numbers

 Identify who is struggling
— Moderate or high complaint / grievance numbers
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What Do We Know From All This?

Communication IS a common Issue

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..

b

Insight-Driven Transformation - 2016 Midas+ Annual Symposium
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Where Do We Go From Here?

« We've looked at lots of data, but what do we do
with 1t?

* 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.
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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.
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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.

Insight-Driven Transformation - 2016 Midas+ Annual Symposium
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Extending that Leverage with Juvo*

« Tracking deadlines
— Acknowledgement letters
— Status letters
— Closure letters

Acknowledgement Oves ONo ON/A @ <blank=
letter sent:

Date E—
acknowledgement

letter sent:

Time frame grievance |:|
acknowledged:

Resolution letter Oves ONo ON/A @ <blank>
sent:

Date resolution letter 5
sent:

Time frame to ]
resolution:

* 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.

Insight-Driven Transformation - 2016 Midas+ Annual Symposium
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Extending that Leverage with Juvo*

« Tracking service recovery efforts

General \ [nvaatign:tinnwﬂ Sarvige Hegwer;‘{hppmlﬂ Summary\

Recovery items used Quantity given Total dollar value Client User field options
Flowers Q | 1 $15.00 %
—
Fuel Card ($5 value) Q ' $10.00 %
| |

* Reports for compliance with $ limit regulations

* Mockups of ideas for Juvo Patient Experience module.
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Extending that Leverage with Juvo*

Tracking grievance appeals

—_— Wlth I n th e |Gnnarnl ‘{ [nmtigotinnmvica Hecovaryj{ ﬁppenls-‘{gummary\

Orig i n a_l Case Appeal received on

Appeal submitted by I

— Separate date
fields for the
appeal

= Appeal closed on 9/5/2015 M

Max characters = 2000

Appeal related interviews, referrals, case comments and letters received or sent can be found
on the Investigation Tab

Appeal outcome

* Mockups of ideas for Juvo Patient Experience module.

Insight-Driven Transformation - 2016 Midas+ Annual Symposium

Max characters = 1000
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Extending that Leverage with Juvo*

Summary of and access to all event-related
attachments in one location

General \ [nwatigatinnji Service Ha-cowrﬂ hppnals\ Attachments Eummar;\

Summary of Attachments on this Form

Attached to Attached on Attachment

Investigation / Interview qM201s | @ m Grievance Letter

Letter Timeline q9/5/2015 | @ IQ Ackowledgement Letter
Investigation / Referral qQ/5/2015 | @ IQ Injury Picture

Letter Timeline q/8/2015 | @ IQ Closure / Response Letter
Investigation / Interview q/22/2015 | @ IQ Response from patient

Appeals q/28/2015 | g IQ Appeals Closure / Response Lef

* Mockups of ideas for Juvo Patient Experience Module

Insight-Driven Transformation - 2016 Midas+ Annual Symposium
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Extending that Leverage with Juvo

We are considering third-party patient satisfaction
iIntegration 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?

Insight-Driven Transformation - 2016 Midas+ Annual Symposium
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Thank you for attending.
Any guestions?

Melanie Roosevelt St_acy Norris, _BSN, RN_
Midas+ Patient Experience Product Manager ~ Midas+ Infection and Risk Product Manager
melanie.roosevelt@xerox.com stacy.norris@xerox.com
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