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Objectives

1. Cite the components of measuring patient experience

2. Predict the most highly correlated process measure 

with overall rating of experience in an urgent care 

setting

3. Apply a new technique to improve rating of experience



Why We Measure



Why We Measure?

Know what to do if 

your child did not get 

better?

Did you know who to 

call if you had 

questions after your 

visit?

Enough information 

about care & 

treatment?

Were you seen in a 

timely manner?

Did we know your 

child’s medical 

history?



The Equation

Patient 

Experience 

Score

= Expectation - Perception



What We Measure
Experience Rating

Market Share/Loyalty

Provider Rating



How we measure



Top Box

% Top Box = # 9&10

Total #

100 Surveys: (20) 0-6

(10) 7-8

(70) 9-10
70%



Net Promoter Score

BEST +100

WORST -

100

-4

+47

+79

-21



5 Star Rating

Straight rating (5 point scale)

• Difficult to get a 5

• Most will score a neutral

• 1 & 2 stars drag down score

Algorithm (11 point scale)

• Magic zero anchors scale

• A 5 gives true average

• Allows for more variability



Star Rating
Question Response Scale Star Rating Conversion

10 5.0 Stars

9 4.6 Stars

8 4.2 Stars

7 3.8 Stars

6 3.4 Stars

5 3.0 Stars

4 2.6 Stars

3 2.2 Stars

2 1.8 Stars

1 1.4 Stars

0 1.0 Stars



Patient Experience in 
Urgent Care



The Equation

Patient 

Experience 

Score

= Expectation - Perception



Patient Timeline

Home

Door

RegisterExam

Discharge



Psychology of  Waiting

1. Unoccupied time feels longer than occupied time.

2. Anxiety makes waits seem longer.

3. Uncertain waits are longer than known, finite waits.

4. Unexplained waits are longer than explained waits.

5. Unfair waits are longer than equitable waits.

6. Solo waits feel longer than group waits.

7. The more valuable the service, the longer the customer will wait.

Maister DH. The Psychology of Waiting Lines. http://www.columbia.edu/~ww2040/4615S13/ 

Psychology_of_Waiting_Lines.pdf. Published 1985. Accessed September 2, 2017.



Empathy Exercise
• Viewed wait times online

• Checked in at registration

• People keep checking in and 
being pulled back before you

• Ask receptionist = “Real soon”

• What tenets are at play?

• How can we address them?

• Unoccupied Time

• Anxiety?

• Uncertain Wait – past quoted wait time

• Unexplained Extended Wait

• Unfair Wait

• Solo Wait



Patient Timeline

Home

Door

RegisterExam

Discharge



Before Arrival – Be Transparent



Patient Timeline

Home

Door

RegisterExam

Discharge



Through the Door – Make it Easy

https://kckingdom.com/2019/12/03/kansas-city-chiefs-

continue-fumble-parking-arrowhead/



Patient Timeline

Home

Door

RegisterExam

Discharge



Registration – Reduce Waste



Patient Timeline

Home

Door
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Discharge



Exam Room – Relational not 
Transactional

http://i.imgur.com/n6OKvbm.jp

g



Patient Timeline

Home

Door

RegisterExam

Discharge



Discharge – Reduce Waste

http://memegenerator.net



Key Takeaways
• The psychology of waiting is logical, 

the thinking of worried parents maybe not.

• The wait needs to be addressed beyond the exam room,

all hands on deck!

• You can adjust experience by altering expectations OR perceptions, 

without actually altering the reality.

• Value comes in many forms, 

not just money.  

• History conditioned us for waits in healthcare, 

consumerism is slowly chipping away at that,

urgent care can dominate this concept. 



Patient Experience Toolkit



Patient Experience Toolkit

• Maister DH. The Psychology of Waiting Lines

• Block BB. Patient Experience Blog

• Montalbano A. First Few Minutes Module

http://www.columbia.edu/~ww2040/4615S13/Psychology_of_Waiting_Lines.pdf
https://physiciansguidetodoctoring.libsyn.com/improving-the-patient-experience
https://rise.articulate.com/share/8cqjxM5QnaJp4gcEpY5hWYbOBuZ_x6kA#/



