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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 technigue to improve rating of experience



Why We Measure

satisfaction

company customer
perception perception
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The Equation

Patient
Experience = EXxpectation - Perception
Score
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What We Measure

Provider Rating Experience Rating

25. Using any number from o to 10, where o is the worst Tell Us About Your Visit
provider possible and 10 is the best provider possible, what Overall Rating (Required)
number would you use to rate your healthcare provider?

Title
10 Best o Worst

id i Give your comment a title

% Comment

Write your comment

Excellent

Market Share/Loyalty

How likely is it that you would recommend this company to a friend or colleague?
{? SurveyMonkey Certified
Not at all likely Extremely likely

0 1 2 3 4 5 & 7 8 8 10



How we measure

DETRACTORS ASSI PROMOTERS
|

9-10
Detractors aka the threat Passives aka the uncommitted Promoters aka your fans
e Rate you from 0 - 6 - Rate you between 7 - 8 - Rate you between 9 - 10
» Require proactive  Are susceptible to « Are loyal and likely to
outreach to mitigate competitive offerings repurchase from you
brand damage « Are left out of the NPS  Fuel viral growth
- Are not particularly calculation through word of mouth
satisfied by your product
or service
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Top Box

DETRACTORS /ES I PROMOTERS
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100 Surveys: (20) 0-6 % Top Box = # 9&10
(10) 7-8  70% Total #
(70) 9-10




Net Promoter Score

HOW TO CALCULATE YOUR NPS BEST +100
conenyy WY 0 & o
[y -1 - @)X 100 ¢
| MINUS n Facebook -21

g \WORST -
100
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5 Star Rating

1. 8. 0.8 8

Straight rating (5 point scale) Algorithm (11 point scale)

* Difficultto geta 5 * Magic zero anchors scale
* Most will score a neutral * A5 gives true average

*1 & 2 stars drag down score -« Allows for more variability
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Question Response Scale  Star Rating Conversion
Star Rating 10 5.0 Stars
4.6 Stars
4.2 Stars
3.8 Stars
3.4 Stars
3.0 Stars
2.6 Stars
2.2 Stars
1.8 Stars
1.4 Stars
1.0 Stars
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Patient Experience in
Urgent Care
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The Equation

Patient
Experience = Expectation - Perception
Score
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Patient Timeline

Home




Psychology of Waiting

Unoccupied time feels longer than occupied time.

Anxiety makes walits seem longer.

Uncertain waits are longer than known, finite waits.

Unexplained waits are longer than explained waits.

Unfair waits are longer than equitable waits.

Solo waits feel longer than group waits.

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.
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Empathy Exercise

* Viewed walit times online
* Checked In at registration

* People keep checking in and
being pulled back before you

» Ask receptionist = “Real soon’

Unoccupied Time

Anxiety?

Uncertain Wait — past quoted wait time
Unexplained Extended Wait

* What tenets are at play?
* How can we address them?
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Patient Timeline

Home




Before Arrival — Be Transparent

(=) Urgent Care

Children's Mercy Blue Valley
6750 West 135th Street
Overland Park, KS 66223

19-34 minute wait

— —

Children's Mercy East

20300 East Valley View Parkway
Independence, MO 64057

8-23 minute wait
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Patient Timeline

Home




Through the Door — Make it Easy

https://kcki‘ngdom.com/2019/12/03/kansas—city-chiefs-
continue-fumble-parking-arrowhead/



Patient Timeline

Home




Registration — Reduce Waste

IF YOU'RE GOING TO MAKE ME
FILLOUT A FORM

a9

DONT HAVE SOME ELSE ASK ME
EVERY SINGLE QUESTION 1 JUST
ANSWERED




Patient Timeline

Home




Exam Room — Relational not
Transactional Sﬂf
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Patient Timeline

Home




Discharge — Reduce Waste
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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

T he First Fewr

Empatihny Excercise >

|||

EBefore You Enter

v ¥
Fatient and Family Engagement Recoonition
B P T

e erenn Wraiting in the Exan Roorm

Emponancs

Introductions

Handshakes

Set Comfortable

<teantiness

P i ety s
Connection to Mission

B P e P e mES D b TImen e S0 e o, N Ermpatiny Ecercise

CumstionET Conkoct oo ool N Eotient and Family Engooement
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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#/
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