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Learning Objectives

< Discuss a way to support primary care practices to
provide actionable patient experience of care data to
help guide the efforts of primary care practices

< ldentify a sample clinical workflow to help onboard
and guide primary care practice to provide guidance
in the areas of workflow implementation and data
integration

< Describe technological strategies to teach the
practice team how to engage and complete patient
experience of care surveys
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Why Improve Patient Experience of Care

< Numerous studies have shown that a patient’s
primary healthcare experience and, to some extent,
their healthcare outcomes are largely dependent
upon provider and patient interactions

< What matters most is improving a patient’s
experience of care
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Patient Experience Defined

< Integral component of healthcare quality

< Includes several aspects of healthcare delivery that
patients value highly when they seek and receive care

- Gettingtimely appointments
- Easyaccessto information
- Efficientcommunication with health care providers

https://www.ahrg.gov/cahps/about-cah ps/patie nt-e xperie nce/i nde x.ht ml
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Aspects of a Patient’s Experience of Care
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Compare Patient Experience and Satisfaction

< Patient satisfaction and patient experience are
often used interchangeably, but they are not the
same thing

% To assess patient experience, one must find out
from patients whether something that should
happen in a healthcare setting (such as clear
communication with a provider) actually happened
or how often it happened
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Compare Patient Experience and Satisfaction

< Satisfactionis about whether a patient’s expectations
about a health encounter were met

< Two people who receive the exact same care, but who
have different expectations for how that care is
supposed to be delivered, can give different satisfaction
ratings because of their different expectations
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CAHPS Surveys Measure Patient Experience

< CAHPS surveys

- Assessthe patient-centerednessof the care
delivered and identify areas forimprovement

Do not ask patients how satisfied they were with
their care

- Ask patients to reporton the aspects of their
experiencesthatare importantto themand for
which they are the best, and sometimes the only
source of information
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Why Choose Patient Experience as an

HIE Innovation Project
< Improving patient care experiences requires better
collaboration between all relevant parties

% Fluctuations in patient survey response rate, can range
from 3% to 16%

< Current methods of collecting data do not tell the
whole story

< There needs to be a better process to measure,
capture and report patient experience data

10
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Introduction: Inform the Patient

g »

Communication Tools

have created a simple 5-questions customized survey. It

should fake about 2 minutes to complete.

In the next week, you wil be sent a short survey via text

message about  your experience receiving primary

healthcare services. Please complete the patient satisfaction o

survey by clicking the link that is sent fo you. *%* F Iye r

Your parficipation in this survey is voluntary and anonymous

and will not affect your Medicare benefits in any way. We o

appreciate your thoughts and candid feedback. f you o POStca rd
prefer to opt-out, please reply STOP to opt out.

% Poster

i g
Al
Your healthcare provider greatly appreciates your
participation in the Patient Experience of Care Surveyl
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Partners

% Medical Network One PCMH Practice Teams

< Community Organization/MNQO Opioid Health Home
(OPP) and Certified Community Behavioral Health
Clinic

< Advanced Health Technology Solutions (AHTS)
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Survey: Five Questions

.

1. Did you seethe person you were scheduled to see today within Yes/No
15 minutes of your appointment time?

Did you get an appointment as soon as you needed? Yes/No

3. Did you and your provider talk about all the prescription Yes/No
medications you are taking?

4. Did you get the help you needed from your provider’sofficeto  Yes/No
manage your care among different providers and services?

5. When you saw your provider was your health care record upto Yes/No
date?
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Sample Workflow

FeMedNeOns Clinical Workflow: Patient Experience of Care

Flow Key
Patient .
Every process has a start H Patient
Start/ . Lse this Patient Arrives Completes PEC
End shap oth
s or
actio ons, Front Patient Check In: Explain PEC Check-out MNO
thingsthat mustbedons. | paff - Verify phane processto | —| procedures |—s | PEC Initiated receives
- Explain PEC Survey patient completed survey
Patient begins MNO reports
RN / MA Fatents check out survey
roomed
process results back
l I to Practice
; Provider treats . | Provider/MA
Provider patient explains PEC
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Capturing the Patient Experience of
Care Survey and Enhancing the
Patient’s Experience

Enhancing the Patient
Experience
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../Onboarding/PEC Preview Video for Practices.mp4
../Onboarding/PEC Preview Video for Practices.mp4

Dynamic Delivery
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< MNO IT team produces the EHR report of patientvisit

date and phone number

< Text messageissent out to patient’s phones with a
clickable link to complete the surveyright from their

phone

< Each monthreportsaresent to the MNO IT partner;
Message desk sends outthe messages and datais

collected within 30 days of a patientvisit

< Results are reported back to project manager,and they

are compilated and reported back to the practice

¢ MedNetOne
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One Month’s Sample Results

Collection Collection EHR Report Number Sent
Month Date Timeline

Number of

Responses

January 01/28/24 11/12/23-01/03/24 123

11
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Sample Practice Survey Results

Survey Report Results
. 0 Did you get the help you
DIt pesiese G Did you get an i euancouy nee:ed Erom your oY When you saw the
person you came to A Provider talk about all L, o
onp appointment as s Provider’s office to Provider was your
Answers SO WL & soon as you Eescibtion manage your care health care record uj
minutes of your ?y medications you are E y - P
appointment time? needed? taking? among different to date?
L : : providers and services?
Yes 16 12 14 14 16
No 0 3 2 1 0
dJe MedNetOn 1o
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Some Tips and Takeaways

Practice Striving
for Improvement

Engaged Audience

Survey Delivery

Compilation
Results

Begin with practice willing to
engage in this quality improvement

initiative

Plan, test and execute
communication strategy with
patient and practice engagement

Aim for a seamless, professional
delivery since text messageis a
very effective and efficient tool

Provide feedback to the providers
and practice team and be sure to
listen and act on feedback

20
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Summary

< Seek feedback

< Reflect on performance
< Explore new techniques
% Set personal goals

< Iterate and adapt

< Select goal driven partners

9% MedNetOne

Discussion

? de MedNetOne

22

6/13/2024

11



References

3
”Q

Cleary PD. Evolving Concepts of Patient-Centered Care and
the Assessment of Patient Care Experiences: Optimism and
Opposition. Journal of Health Politics, Policy and Law 2016.
41(4):675-96.

AnhangPrice R, Elliott MN, Zaslavsky AM, et al. Examining

the Role of Patient Experience Surveys in Measuring Health
Care Quality. Medical Care Research and Review 2014 July.
71(5):522-54.

Shaller D. Patient-Centered Care: What Does It Take? The
Commonwealth Fund, October 2007

23

’?k MedNetOne »

6/13/2024

12



	Slide 1: Patient Experience of Care Surveys: A Practical Strategy  Sophia Speroff, MPH, RD Population Health Project Manager Medical Network One 
	Slide 2: Acknowledgements
	Slide 3: Learning Objectives
	Slide 4: Why Improve Patient Experience of Care
	Slide 5: Patient Experience Defined
	Slide 6: Aspects of a Patient’s Experience of Care
	Slide 7: Compare Patient Experience and Satisfaction
	Slide 8: Compare Patient Experience and Satisfaction
	Slide 9: CAHPS Surveys Measure Patient Experience
	Slide 10: Why Choose Patient Experience as an  HIE Innovation Project
	Slide 11: Introduction: Inform the Patient
	Slide 12: Communication Tools
	Slide 13: Partners
	Slide 14: Survey: Five Questions
	Slide 15: Sample Workflow
	Slide 16: Capturing the Patient Experience of Care Survey and Enhancing the Patient’s Experience 
	Slide 17: Dynamic Delivery
	Slide 18: One Month’s Sample Results
	Slide 19: Sample Practice Survey Results
	Slide 20: Some Tips and Takeaways
	Slide 21: Summary
	Slide 22
	Slide 23: References

