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WIIFM: Make a Most Compelling Case
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Loyalty and Trust

Y Accelerates buy-in

Y Prerequisite to long-term
collaboration and
engagement

Y “Partnership” vs. “Forced
Integration”
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“Successful and thorough physician engagement is
about understanding physicians and speaking to
the issues and principles that inspire, motivate,
incentivize, influence and push a physician’s
commitment to a change effort.”

From “Practicing Excellence: A Physician’ s Manual to Exceptional Health Care,
2006, Stephen Beeson, MD
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The Contemporary Focus: It' s Changed!

Y Cost of Care

Y Access to Care

Y Workforce Issues

Y Quality of Care

A . (I'm sorry, it's not going away)
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Quality Outcomes and Patient Satisfaction

Y Increasing number of studies showing linkage of
satisfaction and clinical outcomes

Y “Evidenced-Based Care”:
+ technical proficiency + clinical acumen

Y Lipid control
Y Euglycemia in DM
Y Acute myocardial infarction inpatient mortality

Y Reduction of preventable readmissions for
AMI/PNA/CHF
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Risk and Complaint Reduction

v Satisfaction and Risk

Y Physicians with low patient satisfaction results are
more likely to have complaints

Y Association: for every one point decrement in
satisfaction scores,

— 6% Increase in complaints
— 5% Increase Iin risk management events

Stelfox HT, et al. The American Journal of Medicine 2005; 118: 1126-1133

Studer GroupY




Expectations: Voice of the Healthcare
Consumer

2009 National Emergency Department Priority Index Inpatient Priority Index

Survey items are correlated to Overall Satisfaction Survey ltems are comslsted to O verall Mean Scare

raated at 1,893 Emerge vige betwean January 1 and D

Represents the e ence of 1,501,672 patients Departments nation ember 31, 2009 Based on responses of 3,047,

patients from 2,162 hos
December 31,

tals received between January 1, 2009 and

Priority
Survey Item Mean Correlation Rank
Survey Item n Mean Correlation Rank
SRS Rahir

F2. Dagree te which staff cared about you as a person 1,412,794 82.0 0.888 1 Response to concerns /complaints made during your stay 84.0 D.EO4 1
F4. Likelihood of your rec ding our cy department to others 1,434,598 82.0 0.877 1 Staff effort ta include yau in decisions about your treatment g4.4 0.798 2
F1. How well were you kept informed about delays 1,296,405 713 0.808 3 Degree to which hospital staff addressed your emotional needs 44 4 0.798 3
F68. Overall rating of care recelvad during your visit 1,455,413 83.0 0.909 3 Waiting time far tests or treatments 80.9 0.682 4
i SR 3 - How well the nurses keot you informed 85.9 0.773 5
F4l. How well was your pain controfled 1,233,566 77.9 0.803 5

Explanations about what would happen during tests and treatments 851 0.738 6
B4. Nurses' concemn to keep you Informed about your treatment 1,455,801 83.1 0.828 6 =S -

Accommadations and comfort for visitors 814 7
E2. Staff concern to keep family or friends informed about your status duning your s 2 h i 448
course of treatment 1,051,479 83.7 0.844 7 romptness in responding to the call button 4. 8

Amount of attention paid to your special or personal needs 86.9 8
C1. Waiting time In the treatment area before you were seen by a doctor 1,441,795 74.4 0.749 8

Time phvsiclan spent with vou 819 8
B3, Nurses' attention to your needs 1,462,256 85.3 0.823 9 Staff concern for your privacy. 86.9 8
C5. Doctor's concern to keep you Informed about your treatment 1,440,863 83.1 0.796 9 How well staff warked taaether ta care for vou 889 12
C4. Doctor's concern for your comfort while treating you 1,432,143 835 0.802 9 Likelihood of your recommending this hospital to others §8.3 12
El. Courtasy with which family or friends were treated 1,089,291 86.5 0.840 12 Pleazantness of roam decor 78.7 1a
C7. Information you were given about canng for yourself at home ., taking Instructions glven about how to care for yourseif at home 85.9 15
medications, getting follow up care) 1,372,367 83.6 0.787 13 How well ohysician kaot vou informed 848 16
B76. Degree to which the nurses took time to listen to you 1,465,999 86.4 0.812 14 O verall rating of care alven at hospital 89.2 16
Ad4. Waiting time before you were brought to the treatment area 1,424,740 77.9 0.681 15 Temperature of the food (cold faods cald. hot foads hot 78.7 1B

Physician's cemn for your guestions worcries 5.9
C75. Degree to which the doctor took time to listen to you 1,446,723 849 0.782 15 Iy aician - CONCEM IBLY.OUL QUESHONS Bnd WIS, 2 18

Spead of discharge process after you were told vou could oo home 80,5 18
AS. Comfort of the waiting area 1,390,180 78.1 0.678 17 o ¥ o

g oom cleanliness 838 21

B5. Nurses' concem for your privacy 1,440,212 86.3 0.778 18 How wall your pain was controlled 46,2 21
D3. Walting time for radiology test 878,462 82.1 0.657 19 Noise level In and around room 76,3 23
AB7. Helpfulness of the person who first asked you about your condition 1,460,959 86.2 0.708 20 Quality of the food 753 23
C2. Courtesy of the doctor 1,457,976 87.1 0.771 21 Staff attitude toward your visitors 88.5 23

Room tempe - 79,
B1. Courtesy of the nurses 1,478,693 88.4 0.784 22 S i —

Nurses' attitude toward your reguests 88,7 7

- n for your co when vour bl as dr: 7 0.69¢

D052. Concern shown for your comfort when your blood was drawn 756,554 87.0 0.694 23 Speed of admiss ion process 235 28
AZ. Privacy you felt when you were asked about personal/insurance information 1,380,497 86.6 0.694 23 Extent ta which you falt ready to be discharged 85,5 29
A3. Ease of giving your personal/insurance information 1,377,180 87.5 0.699 23 Skitl of the nurses 905 30
E3. Staff concern to let a family member or friend be with you while you were being af the persen who took your blocd 88 4 30
treated 1:068,175 88.2 0:765 26 Friendliness/courtesy of the nurs es 915 32
D2. Courtesy of the persan who took your blood 772,869 87.9 0.698 27 Courtesy af the persen who started the 1V 88,9 33
A28. Courtesy of the person who took your personal/insurance information 1,395,950 87.6 0.688 28 Courtesv of the person whe cleaned vour reom a7.4 34
A86. Waiting time before staff noticed your arrival 1,470,178 a7.5 0.641 29 Friendliness/coyrtesy ef physiclarn 89,2 35
D6S. Concern shown for your comfort during your test 882,293 88.9 0.650 30 C°"’"er"" ofBie CRIS G WD S Erved vour fod ":7 : :

Skill of physician 1.5 37

3 f the radiol 4 '

D4. Courtesy of the radiofogy staff 877,408 89.6 0.641 31 Courtesy af the person who admitted you 829 a8 __
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Expectations: Graduate Medical Education

vy ACGME

Y Core Competencies:
Y “Professionalism”

Y “Interpersonal and
Communication Skills™

Y Patient Care
Y Medical Knowledge

Y Practice-based
Learning and
Improvement
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Expectations: Licensure/Boards

Y American Board of Y Physician Practice
Medical Specialties Connection (PPC),
v “Maintenance of Patient Centered
Certification” Medical Home
Y Patient and peer review Y Quality and preception
summary of care

Y Encouraged all 24
professional boards to
harvest perception of
care data
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Financials/Incentives

vy Satisfied customers
return and word of
mouth expands volume
for the practice or
hospital

Y Help your hospital with
the “at risk” dollars

Y Keep what you have
earned
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You Deserve the Best

Y Higher staff and physician
satisfaction

Y Reduced staff and
physician turnover

Y HCAHPS and Core
Measure Performance
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The Reality

Y Modern healthcare demands the highest level of
integration and collaboration between physicians,
executive leaders and staff with transparency and
accountability as the new reality. Organizations will be
rewarded for provision of the greatest in quality and
perception of care with reduction in errors and
complications.
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