AMGA’s Provider Satisfaction Survey:
A VERY Brief Overview

Mark Miller

Director of Survey Studies and Research
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Provider Satisfaction Survey Origins

/Three AMGA surveys\

1. Provider Satisfaction
Survey

2. Patient Satisfaction
Survey

3. Employee Satisfaction

\ and Engagement Survey




Intended Survey Uses

* Determine how satisfied
providers are on multiple factors

Benchmark results against other
groups from across the nation

Produce actionable information
to drive improvements

Create a culture of high
satisfaction and superior care
delivery
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The Survey Instrument

e Cost-effective, valid tool

* Based on year-long series of ~
psychometric evaluations

=
* 60 items on core survey @ \

* Respondents guaranteed
complete anonymity

* Most groups use web survey tool
* Average response rate of 65%
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The 12 Survey Dimensions

1. Leadership and 7. Staff relationships
communications 3. Resources

2. Time spent working 9. Acceptance by

3. Quality of care colleagues

4. Patient interactions 10. Computers

5. Administrators 11. Paperwork

6. Compensation 12. Preauthorization

hassles
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Survey Database

* 110 groups
* 15,000 providers, 90%
physicians

* 2/3rds survey at least some
non-physicians
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Reporting

* Analyses at overall group,
site, and specialty levels

e Specialty-specific norms "‘3 |
and best practice |
benchmarks (45 speC|aIt|es)
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Important Report Metrics

* Percentile rankings on each
dimension and overall
satisfaction

 Demographic breakouts

* Targeting improvement
map
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Clinic Percentile Ranking on the Dimension

AMGA Provider Satisfaction Targeting Improvement Map

Dimensions in this quadrant are
areas where your group scored

Dimensions in this

gquadrant are areas
where your group scored

above the 50th percentile but the
dimensions are not as highly
correlated with overall satisfaction

75th
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and the dimensions are
highly correlated with
overall sat.

/ above the 50th percentile
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2 & 15t

Dimensions in this quadrant have
significant room for improvement
but are less correlated with overall
satisfaction.

T L Dimensions in this quadrant are
PRIORITIES FOR IMPROVEMENT
clinic score is below 50th
percentile in an area highly
correlated with overall satisfaction

— » High
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Enhancing Provider Satisfaction in a
Rapidly Growing Medical Group

Kevin McCune MD

Chief Medical Officer
Advocate Medical Group
Downers Grove, lllinois
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AMG History

Advocate Medical Group came together January 2009

Merger of:

— Advocate Medical Group North

— Advocate Health Centers

— Christ Medical Group

— lllinois Masonic Physician’s Group
— Ambulatory

— Behavioral Health

Acquisition of large cardiology group that is a
significant portion of Advocate Health Care

Acquisition of Midwest Physician Group & BroMenn
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AMG Growth History and Projection
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AMG Organizational Highlights

* Physician/administrator team model

 AMG Governing Council — physician led
* Regional structure with service families

» Leadership development and standardized
engagement tools
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Leadership Development

 Governance to AMGA Annual Conference

 American College of Physician Executives
— Systems Thinking
— Health Care Reform and the ACO
— How to Lead a Meeting
— Performance Feedback

* Advocate Medical Group Boot Camp
— Finance and Business Systems
— Managing to the new ACO and Clinical Integration
— Crucial Conversations

« Leadership Development Institute Days

— AMG and Advocate Culture
# Advocate Medical Group



Measuring Physician Satisfaction

* Annual survey provided by AMGA to measure
orovider satisfaction

* Reports developed with measurement at AMG,
Region, and Site levels

« Complete Transparency

« Site Dyad Accountability; results used in
performance reviews and merit increases
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Transparency and Accountability: Tiering by Site

Irving Western 74 Tier Il
Parkside Cardiology 73 Tier Il
Hospitalists South 72 Tier I
General Surgery Pksd 71 Tier Il
Logan 70 Tier I
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Leadership Tool Kit

Clinician and Associate Rounding
— Determine key provider concerns

Stop Light Report
— Solve ‘the little stuff’

Monthly Meeting Model
— Communicate outcomes

» "Key Result Areas”
— Holding teams accountable
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Advocate Experience

Leader Rounding

An evidence-based practice in which
specific questions are asked with every
provider on a regular basis.

Expectation

Round once a month if not weekly or
daily

Advocate Health Care

:k Advocate Health Care

Inspiring medicine. Changing lives.




Sample Stop Light Report

Completed By John Jones Date Completed 715

The Advocate Exﬁerience

Associate Rounding Follow Up

Waork in progress

Thizs is whaf we've dons 50 far

- . . We're waorking an f—sfay funed
ar addifional infomafion q L

Thase are requesfs that we
cannof do af fhis fime and fhe
reason why

get new hires up to speed and Have the process worked out and
wiorking more efficienthy. staff hired. Will 3o into effect next
manth.

Revisad onboarding process to | Implemanting patient valet parking.

New mammaography machine
cannot be purchased at this time.
Will discuss this with lesdership
team for next year's budgset.

Added another phone zetting more infarmation from 15
downstairs to improve our sbowt improving the speed of the
efficiency and responsivensss computers. Will have more

to patients. information next weask.

C.annot add mare staff st this
time to reduce the work load. Wil
discuss work load challenges at
our staff mesting to ensure we
are making good use of our time.

="“=w Advocate Health Care

Inspiring medicine. Changing lives.




Management
Accountability

2011 KRA Goal Plan for RICHARD H BONE

Total Weight: 100.0%

Goal Stat t Key Performance
s Indicator (KP1)
[KEWVIN C MCCUNE] Achieve a Clinical Medical Group
Integration score of 87 with a stretch goal  Clinical Integration
of B4 at 4Q2011. Score
Achieve a Clinical Integration score of 87 Medical Group
with a stretch goal of 84 at 422011, Clinical Integration
Score
Rating Scales: Other Indicators
Scal R {list here):
1 7
2 82
3 87
4 a1
kil =2
[KEWVIN C MCCUNE] Achieve Influenza Influenza
Immunications at 5% with a stretch goal  Vaccination
of 76% at March 31, 2011. Aszociate
Compliance
Achieve Influenza Immunications at 65% Influenza
with a stretch goal of 75% at March 31, Vaccination
2011 Aszociate
Compliance
Rating Scales: Other Indicators
Scal R {list here):
1 51
2 58
3 G5
4 7o
& 75

Weight

28.0%

28.0%

Current Rating:

4723

2.0%

2 0%

Current Rating:

1.714

Start Date Due Date
012011 12312011
012011 12312011
Current Results:

83.17

orino1/2011 12312011
12011 12312011

Current Results:

PATIENT SATISFACTION

Key Performance
Indicator (KP1)

Goal Statement

[FEVIN C MCCUME] Achieve a Patient
Satisfaction result of the 75th percentile
with a stretch goal of 85th percentile for
the time pericd of YTD or Oct. - Dec. 2011
whichewver is greater (based on received
date].

Achieve a Patient Satisfaction result of the Patient Satisfaction
Thth percentile with a stretch goal of 85th - Medical Practices

Patient Satisfaction
- Medical Practices

Weight

10.0%

10.0%

Start Date Due Date
12011 12312011
012011 12312011



2006 AMG North Physician Satisfaction

Dimension Percentile Ranking

75th

50th

DIMENSIONS IN TOP LEFT QUADRANT DIMENSIONS IN TOP RIGHT QUADRANT
Clinic is score above 50th percentile but area Clinic score is above 50th percentile in area
not highly correlated w ith overall satisfaction highly correlated w ith overall satisfaction

olleagued
75th
Leadership
50th
Co
o171 Y I — 25th
lnw AMGA Correlation with Overall Satisfaction “ign
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2009 AMG North Physician Satisfaction

Dimension Percentile Ranking

75th

50th

25th

DIMENSIONS IN TOP LEFT QUADRANT DIMENSIONS IN TOP RIGHT QUADRANT
Clinic score is above 50th percentile but area Clinic score is above 50th percentile in area
not highly correlated w ith overall satisfaction highly correlated with overall satisfaction

PreaWation olleagu .
Pap@»lor Staff inistrat Leadership
Patient| Time Work{ng
Compensatjon
75th
50th
Computers

25th

ﬂw AMGA Correlation with Overall Satisfaction "ign
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AMG Physician Satisfaction
Based on AMGA Survey

2009 2010 2011

AMG 70% 77 % 82%
Central N/A 82% 37%
South 37 % 62% 80%
City 47 % 63 % 71%
North 93% 96 % 95%
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Advocate Experience
S

Thank You Notes

= A powerful way to express
appreciation and reinforce
desired behaviors.

» Expectation: Continuously look
for opportunities to recognize
others. Write a minimum of 4
per month

n'"‘a Advocate Health Care

Inspiring medicine. Changing lives.




Cheryl Magnuson-Giese

2013 Institute for Quality Leadership
Conference of the American Medical
Group Association
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HealthPartners: Who we are

* |Integrated care & financing; non-profit
— 1 million patients; 1,700 physicians
* HealthPartners Medical Group
e Stillwater Medical Group
e Park Nicollet Health Services
— 55 medical and surgical specialties
— 60 primary care clinics
— Multi-payer
* 5 Hospitals: |
— Acute care, level 1 trauma; critical access

27
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Annual Survey

Every Clinic/Department/Specialty has own results &
creates improvement plans

— goal is 5% improvement or best practice

Scores are part of our overall measures and scorecards
on quality, experience, cost & people measured

Overall organizational results are reviewed, measured
and improvement plans created

We share results as part of our recruitment information
Consider this a continuous improvement process

28



2012 Dimensions of Provider Satisfaction

Graphed in Descending order of Correlation with Overall Satisfaction

.90

.80

Very Satisfied

@2012 HPMG 32011 HPMG  ©2010 HPMG  ©2009 HPMG a4 AMGA Norm < Best Practice (95th Ptile)

201 © HealthPartners
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Dimension Percentile Ranking

75th

50th

25th

AMGA Physician Satisfaction Survey 2005

Preauthorization

&

Colleagues
Computers

Compensation
Yald
-------------------------------------- ' Patie
Time
Working
I_ow < AMGA Correlation with Overall Satisfaction " |'|i!l||
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System Actions: Clarify & Increase

Satisfaction with Compensation

e Supports not drives culture

* Market based

* Physician led

* Overall compensation committee
— Divisions report in

— Divisions have representation from
physicians

— Everyone has Quality, Patient Experience,
Cost Metrics a1



System Actions: Leadership & Communication

ORGANIZATIONAL COMMITMENTS
Support a_practice that works for both patients and doctors DOCTO R/CLI NICIAN COMMITMENTS
* Be Patient Centered Excel in clinical expertise and practice
* Support 6 Aims practice and remove barriers at the point of care * Be Patient Centered
* Provide an environment and tools to ensure satisfying and sustainable o Pursucssiiad H

practice Advan
e Promotq e Provide an environment and e Seeka d Reduce unnecessary

* Red o . .

. Geed tools to ensure satisfying X variation in care to support

Aims ce ¢ Creat . . oge
* Respect ¢ Show .

customized care based on

patients’ needs /

o

[EHR Design Principle \

+ “With any changes: simplify”
* Quantify “click reductions”

%/ 32
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Dimension Percentile Ranking

75th

50th

25th

AMGA Physician Satisfaction Survey 2007

Preauthorization

@

Compensation

2007 | ‘I

AMGA Correlation with Overall Satisfaction " |'|I!l|l
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System Actions: Create Consistency & Reduce

Physician Time Spent Working

* Care Model Process
—Clarify roles of team members
—Work to highest level of license

—Reduce work physicians do not need to
do

—Workflows improved

34



Feedback & Measurement

Intentional Design of Internal Care Team Level Performance Reporting to Drive Improvement

HPMG Primary Care —— Care Team Scorecard
[Prowvider Mame]-—Care Team — HP APPLE VALLEY CLIMNIC

Population Health: Opioid Optimal Process Measure Population Health: Patients with Shared Wisits
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Survey Results: Time Spent Working

Time you have available for your family and

personal life
Degree of control you have aver your

schedule
Amount of time you spend working

Amount of time you spend with each patient

The volumn of my patient load or panel size
is reasonable

Very

Somewhat

Dissatisfied Dissatisfied

2012 2011 2010 2009  AMGA Norm
Somewhat  Very Very Very Very Very

Neither Satisfied  Satisfied Satisfied Satisfied Satisfied  Satisfied

6% 17% 11% 38% 28% |
7% 13% | 16% | 32% 20% | 28
8% 18% 15% 34% 23% |
3% 12% 13% 39% 28% | 1

2012 2011 2010 2009  AMGA Norm
Strongly Strongly  Strongly  Strongly Strongly  Strongly
Disagree Disagree Neither Agree Agree Agree Agree Agree Agree
2% % 12% 54% 259 ) 24% 23%

36
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System Actions: The Transtormed Practice

10.64 hours

18-22 16
0 10
0 15

18-22 30

37




System Actions:Time Spent Working

Call, Click, Come in
E.Visit

Phone Visit
Schedule Template

Documentation Efficiency
EHR Tools

Voice recognition
Collaborative
Documentation

Screen Size

Care Team
Care Model Process

Exam Room

Agenda Setting

Establish = BR L
Boundaries ‘Jth "J.\E"‘Jk%mjtj
EHR Efficiency
Closing the Visit
Use of Interpreters

Flow Stations
Proximity to Care Team
Printer Location
Inbasket Efficiencies
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More information available of the screen at
one time

e Split screen can be used to |mprove
documentation '

* Reduces number
of clicks and need
to scroll
Estimated savings |
of 30 min/day




Dimension Percentile Ranking

75th

50th

25th

AMGA Physician Satisfaction Survey 2010

[ —— o ol -

Time

Working

ol

A 4

AMGA Correlation with Overall Satisfaction
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Dimension Percentile Ranking

75th

50th

25th

AMGA Physician Satisfaction Survey 2011

Preautpori

o

Time
Working

e o

lnw < AMGA Correlation with Overall Satisfaction - Hign
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Dimension Percentile Ranking

75th

50th

25th

AMGA Physician Satisfaction Survey 2012

Preautl.tion p r
‘ Colleagues
batient Time
atients .
Working
lnw = AMGA Correlation with Overall Satisfaction > “lgn

42



Benchmark Against Other Practices

AMGA Survey Year Overall Percentile
Ranking

2005 23
2009 76
2012 34

43
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— — - : - - — B ——

- RI\7IG showed'mg'mﬁcant |mprovement OVer a two

ﬁ

year period with 41% very satisfied (73 %tile) in
2012

= The top 3 drivers of physician satisfaction were: -
a. Leadership & communication
b. Time spent working

— = —
¢ Comper T —
: onsistency between departments

and sites




- —

: Some providers may feel they are not gettlng the
- -—-recogmtlel_q-they deserve or their basic daily needs
are not being met
= |nconsistent messaging around provider
compensation

= RMG primary care providers may.feel their time
spent working is not as satisfying as they would

-
isfaction could™ =

Ilt_ge |
| Our effortsﬁ"ﬂﬁﬁ.%e grovidwn
= Progress on our plans to improve provider

satisfaction have not been regularly measured




——

o Sgemallsts Uveraﬂ dld weII - N most cases |

above AMGA norm

= Primary care did not fare well — most of the
concern was with “time spent working” and
to some extent compensation

ﬂ-ﬁe feel their voice has HOt be_enJiééqﬁ—“



= /5% of departments & sites at AMGA norm
= 959 physician retention rate




ne.Orga

El\~_:, ‘oul TR 1d receoniti == ;._. ..
- ““Cﬁa’lrs/cmefs_- f —— —
~==Pepartment specific plans to Improve provider

satisfaction — presented regularly at MLT
meetings and reviewed regularly with CMO

= KPO involvement to improve “time spent
Worklng In the IM & FP departments

= Use of “best practices” when discussing
compensation y

T —
ﬁulse SURV, -
ers In our plans te.impreve —

Inform at medical staff meetings of progress and
share pulse survey results




= Shadowing providers
= Best practices data

= Epic Inbox traffic data
ents on pulse survey




Breakdown of Provider Day




PCP. Shadowing Results
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— Labs & results
Rx folder

Phone messages

Documentation
macmecrac.com

Kaizen will focus on the > 50% of time spent on EMR related work



e E——— —

1—m-ti're majorltgLof cases, the hlgher the r pane size,
-———__the more hours spent in EMR and the higher the
patient satisfaction.

= Some providers have challenges with time
management

= Only 20% of the provider’'s day is spent face-to-
face with patients

- EES providers already have very full plates.

~ Difficult e other covs e, FMT%TF-
= To move forward, need to have trust in the care

team

.



Develop guidelines for messages sent to
the provider’'s “CC” folder i ;u\;nmv:hu’ Owne | e

= 2. Standard work for medication list : .

N

| L
|

N
|
|

. |

"

3.

4. Develop in basket guidelines |

5. Implement huddles to allow for
communication to focus on in basket

messages

6. Develop standard work for handling of
MyChart messages

7. Streamline in basket communication
between primary care providers and
specialists

8. Review and revise existing standard work
for lab results

9. Define an escalation process for
supporting provider in basket messages

{

. f
maintenance \ "
|
|

Revise standard work for refill requests
|

N
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Millbury Conference Room

Event Time pent Warking Kaizen Event

Team Lead |Minad Samant, MD
Co-Lead Laura PoznickfSharron Staltare

Kaizen Event Target Sheet

0/22-5/24

—

Key Measurement Start Target End Difference % Improvement
AGA Provider Satisfaction - % WG Time Spent 12 % 35%
Warking in Internal Medicine

gGA Provider Satisfaction - % WG Time Spent 28 % 3%
iorking in Family Practice

fverage time spent doing Epic (Weekday Off 2,38 hours 1.5 hrs
Hours) across adult medicine providers

tverage time spent doing Epic (Weekends) TRD TBD
across adult medicine providers

Inbasket management standard work and by i
auidelines

Improvement in quality of inbazket meszages i
Reduction in volume of inbasket messages i
Reduction in redundancy of inbasket messages i
Mumber of issues addreszed by fi0%

countermeasures
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