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As our healthcare system increasingly moves away from the traditional fee-for-service model and 
towards value based payments, the importance of high patient experience scores has never been more 
acute. We learned in last month’s newsletter article, How an Engaged Workforce Impacts Patient 
Outcomes and Operating Revenue by Erin Waterfall, some general strategies around employee 
engagement. So how do we as leaders specifically drive our employees desire to deliver an excellent 
patient experience every time? 

One key element for success in achieving employee buy-in for any initiative is to educate your team as 
to why the initiative is important and tie it in to their specific role. According to the Q12 meta-analysis 
work done by Gallup, “reminding employees of the big picture impact of what they do each day is 
important” (Harter, Schmidt, Killham, & Asplund, 2006). When your team understands that the 
experience they deliver has such a far reaching impact, they are more likely to engage in the process. In 
fact, highly engaged employees are 96% likely to “have a very clear idea of my job responsibilities” (TNS 
Research Inc., 2014).  

The goal of this article is to highlight the many areas that patient experience impacts that your team has 
probably never considered. This article attempts to answer the question, “why is the patient experience 
important to me?”  Increased patient satisfaction positively impacts: 

• Profitability   
• Patient outcomes 
• Employee satisfaction 

Improve Profitability 

In 2012, Medicare instituted a system in which payments are tied to performance. The Consumer 
Assessment of Healthcare Providers (CAHPS) is a tool used to gauge this performance. Care providers 
receive incentive payments when they do well and incur penalties when they fall below a certain 
threshold. In fact, just a 1% standard deviation change in quality scores results in a 2% increase in 
operating margin (Larsen, 2015). 

Healthcare has become increasingly competitive.  In the old days, if you got sick you either went to the 
doctor who would then send you to the hospital if needed, or you went to the emergency room. Today 
the landscape is littered with pharmacy clinics, Immediate Care centers, Imaging centers, and hospital 
satellite facilities. Providing the best patient experience is necessary to stay competitive. About 60% of 
healthcare consumers say that a high level of patient satisfaction is 1 of 3 top factors in their choice of 
provider (Larsen, 2015). In a recent survey of more than 2,000 patients, 41% indicated they would be 
willing to switch hospitals for a better experience (Grote, 2007). 

One could look at it another way and consider the inverse, the impact of a negative reputation can have 
devastating consequences. We have all heard the adage that a satisfied person tells 3 people and a 
dissatisfied person tells 25 others. “If a hospital’s reputation is affected, it may eventually experience 



market share declines via consumer choice, purchaser choice, or physician referral” (Grote, 2007). This 
can illustrate to your team members that providing a poor or an average patient experience may hurt 
the institution in ways that are hugely difficult to recover from. 

Patient Outcomes 

High patient experience scores are tied to increase patient safety scores. Patients’ overall ratings of their 
hospitals have been positively associated with hospitals’ performance on CMS’s process measures for 
many common conditions (pneumonia, CHF, AMI) (Price, Elliott, & Cleary, 2014). A similar study in the 
UK showed increased patient experience scores had a positive impact on process indicators relating to 
19 conditions (Price, Elliott, & Cleary, 2014). It was found that higher patient ratings resulted in lower 
hospital inpatient mortality rates among AMI patients (Price, Elliott, & Cleary, 2014). These are just a 
few examples of the numerous studies that show the link between patient satisfaction scores and 
lowered patient risk. Lowered risk directly results in fewer costly malpractice suits. When risk is lowered 
numerous costs are driven down such as length of stay and readmission rates, both key metrics in 
financial performance and also in patient outcomes. 

Most of us that entered healthcare did so with the vision to help people and increased patient 
experience scores help you do that. Your front line care giver can impact some amazing things, such as: 
blood pressure, pain control, and blood sugar levels (Agency for Healthcare Research and Quality, 2010). 
Experience scores can also drive emotional health and increase symptom resolution. In short, every 
positive patient interaction can just make a person feel better.  

One significant measure of how well we  heal people effectively is readmission rates. As stated earlier, 
when patient experience scores rise the readmission rate drops for all measurable conditions. This is a 
powerful motivator.  By providing a great patient experience, we can not only get people healthy, but 
keep them healthy.  

 Employee Satisfaction 

Employees want to know how their role fits into the bigger picture. As a leader in your organization, you 
need to have a passion for increased patient experience not because you need to reach a certain score 
on a survey, but because it is the right thing to do for our patients. To be an effective patient experience 
advocate, passion and knowledge about this topic are the tools you need in your arsenal. The following 
five tips are talking points to make the connection with staff and positively engage them in the patient 
experience: 

1. Coach staff to engage patients and visitors in conversation that show you are interested in them 
as a person. For example, ask them about their families, careers, hobbies, current events. This 
will make the employees’ day more interesting also. 

2. Speak to your staff about how the experience they give effects patient outcomes. Let them 
know that they can make a person feel better just by the way they treat them. 

3. Challenge your staff to show what they can do with just their minds, their mouth and their 
hearts to drive the patient experience. 

4. A better financial performance for the institution means increased job security, pay and benefits 
for the staff.  



5. Celebrate your victories, no matter how small. If you see an incremental rise in scores let the 
staff know. 

These five points are a good jumping off point to work with staff on how important their role is, how 
they can contribute, and the importance of that contribution. 

In conclusion, patient experience is not just another task on your to do list for the day, but rather it 
should be a consistent on “way of doing business”. As leaders one of our most challenging tasks is to 
be the drivers of culture change. The hope is that by understanding the effects of the patient’s 
experience, your team, will deliver an excellent patient experience.  
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