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If Better Is Possible .....�PRIVATE ��





A group of us called Holy Cross Hospital in Chicago to do some Benchmarking on how they could achieve the highest Press Ganey scores of just about every hospital in the 400 + hospital database.  They are a large teaching hospital just as we are and they score 95 where we score 83.  How is this possible:


�
They cheat, but in a way that causes their patients to expect more and get more service from the staff.  They realize if all their patients rank them as “good” or 4 on the survey, they would be  the worst hospital of the Press Ganey database.  So they have a continuous “mark me 5 campaign” that says to the patient or family member, we want a 5 on every question of the survey and if we are not achieving that level of service, let us know so we can fix it.  This drive for 5 has an up side and a down side. 


�
It does actually increase the hospital staff’s service and attentiveness to the patients service desires. It does make the patient feel special.  It probably is more satisfying to the staff because the patients are more pleased with their stay and their staff.  It is a commitment of the staff to deliver excellent service.


�
At the same time it skews the survey results.  Since they coach their patients what to fill out on the survey, they are not getting a true reading in of patient’s feelings about their care in comparison to the other hospitals in the database.  Meaning they are very good, but they don’t really know how much better than all the other hospitals.   Bill Blum, vice president of Press Ganey,  said  he does not recommend coaching the patient to mark “5” on the survey, however we can show them a survey and tell the patient to let us know when we are not achieving “very good” in any area of their stay.  This would show our desire to serve and still leave us with a score that is unbiased. 


�
Another uniqueness about Holy Cross is the respect they show each other in relation to the patient.  Every employee of the hospital was referred to as a “partner” in relation to patient care.  Each have different skills and functions yet all their efforts are to ultimately serve the patient.  Holy Cross said that this was a major culture shift for them.  It started out as something a bit hokey, but it is finally being woven into who they are and why they are here.  It interconnects everyone to their ultimate goal ... the patient.   And it values each individual for their contribution to the patient outcome.  I would consider it an honor being  referred to as an associate or support to Respiratory Care, Lab, Nursing or anyone else taking care of the patient.


Part of everyone’s annual raise is tied to the patient satisfaction scores.  They also calculate their own scores every two weeks to immediately change any behaviors or practices that may have a negative impact on the patient.�
Holy Cross has a high return rate on their surveys because they tell their patients they will have periodic drawings $100 for those returning surveys.  Cute idea, but it may influence the scoring and bias the survey results.  The Publishers Clearinghouse Sweepstakes doesn’t just give money away, it sells magazines.








What can we learn from this?  What is the magic ingredient.  We can deliver the best  service if we agree as a total hospital that we will work arm and arm to serve that patients’ service need.  This requires:





(1 a stronger more united commitment and coordination from the top that we are here for our patients .


(2 each of us becoming an partner of each other for the service and sake of our patients.


(3  a personal commitment from each of us to deliver or support others to deliver “very good” service.  Give each patient a sample of the survey and earnestly say we want to achieve a “very good” on each question, and let us know what we can do to achieve this.  And mean it.





There is a saying from the Super Unit days that applies: If better is possible ...  





...   then good is not enough !  
































Contributed by Duke Rohe, Management Consulting
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