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Patient Experience Goals and
Performance



# of Improved/

Maintained 

Groups

Total # of 

groups

# of Improved/

Maintained 

Groups

Total # of 

groups

Inpatient Adult 9 13 Ambulatory Practices 70 116

Inpatient Peds/ED-MB* -- ---
Peds Ambulatory 

Practices*
-- ---

Inpatient Behavioral 0 1 Outpatient Behavioral 0 1

ED Parnassus 1 1 Urgent Care 2 2

Outpatient PeriOp 4 7

Dx & Tx Services 10 21

All Hospital Service Areas 24 43 All Outpt Service Areas 72 119

# of Improved/

Maintained 

Groups

Total # of 

groups

# of Improved/

Maintained 

Groups

Total # of 

groups

Inpatient Adult 13 16 Ambulatory Practices 75 116

Inpatient Peds/ED-MB* -- ---
Peds Ambulatory 

Practices*
-- ---

Inpatient Behavioral 1 1 Outpatient Behavioral 0 1

ED Parnassus 1 1 Urgent Care 2 2

Outpatient PeriOp 4 7

Dx & Tx Services 5 5

All Hospital Service Areas 24 30 All Outpt Service Areas 77 119

Hospital & 

Outpatient Services

% of units/practices/services improved 

or maintained high performance

Outstanding Both  >= 60% improved/maintained

Target Both

Threshold Either

Below Threshold Neither

>= 55% improved/maintained

FY20 PATIENT EXPERIENCE ORGANIZATIONAL IAP GOAL 

Would Recommend MD/Provider Communication

Data as of: September 30, 2019 Produced by:  UCSF Health Experience

56%

Hospital Services Outpatient Services

Target

Hospital Services Outpatient Services

Outstanding

61%
(24 / 30) (77 / 119)

80% 65%
(72 / 119)(24 / 43)

* Baseline is established during FY20, Q1. Peds IAP status will be reported starting Nov 2019.

Hospital & 

Outpatient Services

% of units/practices/services improved 

or maintained high performance

Outstanding Both  >= 64% improved/maintained

Target Both

Threshold Either

Below Threshold Neither

>= 59% improved/maintained



Improvement Trend Over Years

Inpatient Adult

Inpatient Pediatrics

Likelihood to Recommend

Ambulatory

Provider Communication



FY20 Trend: Would Recommend

FYE 2019 FYTD 20

FYTD 20

Top Box / Mean 

Score Compared to 

FYE19

FYTD20

%'ile Rank

Inpatient Adult 86.5% 88.0%  95

Inpatient Peds/ED-MB** 64.3 

Inpatient Behavioral 85.1 83.7  29

ED Parnassus 73.3 73.8  8

Outpatient PeriOp 85.3% 86.6%  64

Dx & Tx Services 94.1 93.9  34

Ambulatory Practices 90.7% 91.0%  38

Peds Ambulatory Practices* 78.0 

Outpatient Behavioral 91.7 91.2  46

Urgent Care 90.3 91.5  87

* UCSF custom questions - no benchmark available

**Baseline is established during FY20, Q1. Peds IAP status will be reported starting Nov 2019.

Detailed Performance

Patient Survey Area
Patient Experience

Would Recommend

(% of units, practices, services 

improved/maintained high performance)

Hospital 

Services 

56%

Outpatient 

Services 

61%



FY20 Trend: MD/Provider Communication

FYE 2019 FYTD 20

FYTD 20

Top Box / Mean 

Score Compared to 

FYE19

FYTD20

%'ile Rank

Inpatient Adult 85.0% 87.9%  89

Inpatient Peds/ED-MB** 80.0% 

Inpatient Behavioral 83.0 84.2  46

ED Parnassus 82.3 83.1  8

Outpatient PeriOp 90.7% 91.6%  51

Dx & Tx Services 95.9 95.1  --- *

Ambulatory Practices 92.2% 92.6%  37

Peds Ambulatory Practices* 86.50% 

Outpatient Behavioral 90.5 88.2  16

Urgent Care 93.6 95.4  97

* UCSF custom questions - no benchmark available

**Baseline is established during FY20, Q1. Peds IAP status will be reported starting Nov 2019.

Detailed Performance

Patient Survey Area
Patient Experience

Provider Communication

(% of units, practices, services 

improved/maintained high performance)

Hospital 

Services 

80%

Outpatient 

Services 

65%



The Pinnacle of Excellence award is given 

annually to the top performing organizations on 

the basis of extraordinary achievement. 

The award considers performance on global survey measures including 

Likelihood to Recommend, Overall Rating and/or Teamwork and CAHPS 

Rate 0-10 measure using an average across the designated questions.

Pinnacle of Excellence Award

Based on performance on three full years 

of data, from May 2016 - April 2019 in the 

Inpatient/HCAHPS population.



HCAHPS Question:  “Would Recommend Hospital” – Inpatient Adult

% of Respondents who answered:  “Definitely Yes” (top box)

* Surveys with missing race or ethnic field responses are not included in this analysis

Categories based on Apex Ethnicity & Race variables

Source:  Press Ganey

Produced by:  UCSF Health Experience Dept.

By Apex 

Race Field

By Apex 

Ethnic Group 

Field

Discharges from July 1, 2018 – June 30, 2019



* Surveys with missing race or ethnic field responses are not included in this analysis

Categories based on Apex Ethnicity & Race variables

Source:  Press Ganey

Produced by:  UCSF Health Experience Dept.

By Apex 

Race Field

By Apex 

Ethnic Group 

Field

Discharges from July 1, 2018 – June 30, 2019

HCAHPS Physician Communication Domain– Inpatient Adult

% of Respondents who answered:  “Always” (top box)
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Evolution of Surveying &
New Pediatric Survey



Evolution of Surveying

Pediatric Pilot

Shortened Survey (18 questions)

New outreach modes (Email, Text, Phone)

Combined Would Recommend Net Promoter Score



Survey Mode Performance

West Bay

East Bay

July – October Email Only
Just started all three modes 

Primarily Phone since Oct 2018



BCH Survey Harmonization Project

East Bay West Bay

One Bay
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How Are We Driving
Improvement?
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Targeting Lower Performers with 
Improved Qualitative Data



Consultations



Positive 
Comment

Themes
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Negative 

Comment 

Themes
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Physicians: Transparency, Resources,
Incentives



Transparency and Physician Star Ratings
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• 648 “live” providers (508 not live)

• 4.81 Stars

• 90% comments published 

• 37 appeals 

• Goal: January 2020 for Online

• Star Ratings Website

Monthly “Star Card”

PullPush

http://experience.ucsf.edu/content/ambulatory-physician-star-ratings


Resources
CECH (Center for Enhancement of  Communication in Healthcare)

1:1 coaching
(Access link at http://cech.ucsf.edu)

Pocket Cards

Cliffs Notes

Chapters 3-6

Micro Skills Boosters and 
Refreshers

http://cech.ucsf.edu
Contact: Angela Karahalios

Interactive Courses Self  Help Boosters/Coaching New Offerings

Communication 

Skills for Racial 

Equity in 

Healthcare: 4 

hours Skills 

Practice building 

on Foundational 

Course and 

Differences 

Matter Training

1-Day Foundational 
Course

“Accountability without Capability = Cruelty”

http://cech.ucsf.edu/
http://cech.ucsf.edu/


GME, 156

APP, 142

MD, 262

Other, 24

FOUNDATIONAL COURSE 
TRAININGS BY PROVIDER 

TYPE

n=475

N=475

Incentivizing:
qRVUs for 1 
day courses 
9.11.19 +
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Staff: Caring Behaviors



Caring Behaviors Series
 Ten Interactive Modules

• 75 Skills Booster Huddles (30 Minute Thought Provoking Discussions)

• Formal and Informal Leader Led

 Conducted 19 Train the Trainer Sessions to Date 

• 14 Directors & 149 Ambulatory Leaders Trained

• Expectation:  Complete Modules 1 & 2 by September 2020

• Must conduct one huddle every two weeks

• Metrics reflected on True North Boards to drive accountability
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Caring Behaviors Measures of  Success

Patient Engagement

Patient Experience Surveys

 Likelihood to Recommend

Helpfulness of Front Desk Staff

Cheerfulness of Front Desk Staff

Staff Worked Together

 Informed about delays

Verbatim Comments
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Employee Engagement

Waggl Pulse Surveys

Gallup Action Plan Monitoring

Gallup Accountability Index
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Patient Engagement



Patient & Family Advisory Councils

UCSF 

Patient & Family 

Advisory Councils 

Steering 

Committee

BCH

SF
BCH 

Youth

Women’s 
Health

Cancer 
Center 

Adult ICU 

Adult 
Palliative 

Care 

Ambulatory

Primary 
Care 

Lakeshore 
General 
Medicine 

Geriatric 
Care 

Div. of  
Hospital 
Medicine

Intensive 
Care 

Nursery

Peds 
Headache 

Center

BCH 
Oakland

LPPI

Health 
Equity

Coming 

Soon



Locations:
Outpt-West Bay               88%
Inpt-West Bay                    8%
ED-West Bay                      4%
*Oakland Outpt Tower     1%
*just started last week

NPS Distribution:
9-10 Promoters 86%
7-8 Passives 9%
0-6   Detractors 7% 



Parking Subsidy Pilot

Location:  Mission Bay

Populations: Inpatient Peds
Adult Outpt RadOnc
Adult Outpt Infusion

Duration: Jan. 6-Mar. 6, 2020

Vouchers Options: Parking or Ride Share

Value: $20 discount on full day
parking or one ride share
per day




