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…they get better by change! 
Jim Rohn 

Things don’t get better by chance… 
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What does Patient Engagement Mean? 

Providers and patients working together to improve health 

--or-- 

Increased patient awareness of and active involvement in  

their own physical/mental/emotional well being 

 

 



What does Patient Engagement Mean? 
A Multidimensional Framework for Patient & Family Engagement in Health Care 

"Health Policy Brief: Patient Engagement," Health Affairs, February 14, 2013. 

http://www.healthaffairs.org/healthpolicybriefs/ 

Direct Care 

Organizational 

Design & 

Governance 

Policy Making 

Factors Influencing Engagements: 

Patient (beliefs about patient role, health literacy, education) 

Organization (policies and practices, culture) 

Society (social norms, regulations, policy) 

Patients receive information 

about a diagnosis 

Organization surveys patients 

about their care experiences 

Public agency conducts focus 

groups with patients to ask 

opinions about a health care 

issue 

Patients are asked about their 

preferences in treatment plan 

Hospital involves patients as 

advisers or advisory council 

members 

Patients’ recommendations 

about research priorities are 

used by public agency to make 

funding decisions 

Treatment decisions are made 

based on patients’ 

preferences, medical evidence 

and clinical judgment. 

Patients co-lead hospital safety 

and quality improvement 

committees 

Patients have equal 

representation on agency 

committee that makes 

decisions about how to allocate 

resources to health programs 

Levels of Engagement Consultation Involvement 

Partnership  

& Shared Leadership 

Continuum of Engagement 



Not Engaged… 

“What fits your busy schedule 

better, exercising one hour a  

day or being dead 24 hours a day?” 



Engaged… 

“I already diagnosed 

myself on the Internet. 

I’m only here for a  

second opinion.”  
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The Importance of Patient Engagement 

“Patient satisfaction, patient engagement and quality of care improvement 

have raced to the top of healthcare CIOs’ and senior IT executives’ agendas 

in the past year, according to the industry’s leading executive survey.” 
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Business Objectives Ranked by Importance According HIT* Executives 

“Patient Satisfaction and Patient Engagement Race to the Top of CIOs’ Agendas: HIMSS Leadership Survey,” Healthcare informatics, April 13, 2015. 

http://www.healthcare-informatics.com/article/patient-satisfaction-and-patient-engagement-roar-top-cios-agendas-himss-leadership-survey 

*HIT – Healthcare Information Technology Executives as surveyed by HIMSS 



The Importance of Patient Engagement 

Who is Competing for Your Patients? 

 
Hospitals 

Insurance Companies 

ACOs 

Retailers (CVS, Walgreens, etc.) 

Urgent Care Centers 

Other Providers 

If you don’t engage your patients, someone else will! 



The Importance of Patient Engagement 

Documented Benefits of Highly Engaged Patients 

Better treatment outcomes 

Lower treatment costs 

Fewer hospital admissions/readmissions 

Happier patients = more referrals 

Happier patients = happier employees/caregivers 

The world is a better place! 



The Importance of Patient Engagement 

Excellence is Expected. 

Experience is Everything. 
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Patient Engagement Strategies 



Patient Engagement Strategies 

Open 

Saturdays or  

Extended 

Evening Hours 

 

A Patient 

Concierge 

Helps Patients 

Navigate Your 

Practice 

Online Patient 

Portal 



Patient Engagement Strategies 

The Old Way of 

Doing Things… 



Patient Engagement Strategies 

Satisfaction 
Surveys 

General and 
Specific Health 

Topics 

Tips for Staying 
Healthy 

News and 
Information About 

Your Practice 

Birthdays and 
Seasonal Greetings 

The New Way of 

Doing Things… 



Patient Engagement Strategies 

Social Media 

Example 

(Facebook) 



Patient Engagement Strategies 

Website 

Examples 

Frequently Asked 

Questions… 

 
• What kind of insurance plans do 

you accept? 

• How much should I expect to pay? 

• How do I make an appointment? 

• Can I fill out paperwork before I 

arrive? 

• How long should my appointment 

take? 

• Are you able to fill my 

prescription? 

• Which doctor will I see? 

• Click here to see more questions 



Patient Engagement Strategies 

Satisfaction 

Survey 

Example 

No
t M

et
 

Ne
ar

ly
 M

et
 

Ex
ce

ed
ed

 

M
et

 

Fa
r E

xc
ee

de
d 

No
t M

et
 

Ne
ar

ly
 M

et
 

Ex
ce

ed
ed

 

M
et

 

Fa
r E

xc
ee

de
d 

D
ef

in
ite

ly
 N

ot
 

Pr
ob

ab
ly
 N

ot
 

Pr
ob

ab
ly
 Y

es
 

Ne
ut

ra
l 

D
ef

in
ite

ly
 Y

es
 

 

   Please answer additional questions on the next page. 

How well have we met your expectations for the following: How well have we met your expectations for the following:  

 

Act ivi t ies & Recr eat ion  

Activities and Recreation overall? O O O O O 

Do you use E-mail, Facebook or Twitter? (Check all that apply) 

Email          O Facebook          O Twitter           O 
 

Food & Din ing Ser vice 

Atmosphere of the dining room? O O O O O 

The Food and Dining Service overall? O O O O O 
 

Saf et y & Secur i t y 

Safety measures? O O O O O 

Safety and Security overall? O O O O O 
 

Communi t y Envi r onment  

Cleanliness of the buildings and common 

areas? 
O O O O O 

Community Environment overall? O O O O O 
 

Communi t y Ameni t ies/Conven ience 
Ser vices 

Amenities/Convenience Services overall? O O O O O 
 

 

Communi t y Management  

Friendly and caring Executive 

Director/Administrator? 
O O O O O 

Community Management overall? O O O O O 
 
 

Over al l  

Community delivering on its promises? O O O O O 

Community providing good value for the cost? O O O O O 

Overall satisfaction with the community? O O O O O 
 

Please provide any overall comments below: 
______________________________________________________________________ 

______________________________________________________________________ 

______________________________________________________________________ 
______________________________________________________________________ 

______________________________________________________________________ 
______________________________________________________________________ 

______________________________________________________________________ 
______________________________________________________________________ 

______________________________________________________________________ 

______________________________________________________________________ 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

Wil l ingness t o r ecommend 

Would you be willing to recommend this 

community to a friend or relative? 
O O O O O 

 

In t er act ion  wi t h  St af f  

Staff is kind and caring? O O O O O 

Staff respecting your dignity? O O O O O 

Overall relationship between you and the staff? O O O O O 

 

 

 
What  one t h ing do you  l i ke most  abou t  our  commun i t y? 

 

 

 

 
What  one t h ing, i f  anyt h ing, do you  suggest  we do t o 
impr ove our  communi t y? 

 

 

 

 
How l ong have you  l i ved at  t h is communi t y? 

O  0-3 months O  3-6 months O  6-9 months 

O  9-12 months O  1-2 years O  2-3 years 

O  3-5 years O  More than 5 years 
 
Pl ease pr ovide in f or mat ion bel ow on l y i f  you  wou l d l ike 
management  t o con t act  you  di r ect l y t o r espond t o a 
quest ion  or  concer n . 

Name 

Community 

Telephone 

Email 

 
 

 

  

Patient Satisfaction Survey 

<Community Name> 

<Month> 2015 



Patient Engagement Strategies 

Direct Mail 

Example 
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Using Satisfaction Research to Improve Patient Engagement 

Do Your Patients Love You… 

Or Even Like You as Much as 

You Think They Do? 



Using Satisfaction Research to Improve Patient Engagement 

“Almost 80 percent of practices deemed 'better-

performers' conduct patient-satisfaction surveys” 

  

“Successful groups actively and regularly solicit 

feedback from their patients,”  

MGMA Benchmarking Report, Nov. 13, 2013 

 



Using Satisfaction Research to Improve Patient Engagement 

Kiosks Tablets 

Phone 

Email 

Paper/Mail 



Using Satisfaction Research to Improve Patient Engagement 

Are You Asking the Right Questions the Right Way? 

 

Tip 1: Avoid Asking More than One Thing in a Question 

Q:  How would you rate the nursing staff in terms of being prompt and courteous?  

      (They could be very prompt, but terrible rude.) 

Consider: How would you rate the nursing staff on each of the following? 

a. Being prompt?  
b. Being courteous? 
c. Answering your questions? 

 



Using Satisfaction Research to Improve Patient Engagement 

Are You Asking the Right Questions…the Right Way? 

 

Tip 2: Avoid Questions Without a Specific Time Frame 

Q:  How many times have you visited your doctor?  

      (Today?  This week?  Ever?) 

Consider: In the last 90 days, how many times have you visited your doctor?  



Using Satisfaction Research to Improve Patient Engagement 

Are You Asking the Right Questions…the Right Way? 

 

Tip 3: Avoid Creating Bias by the Way Questions (or Answers) are Worded 

Q:  How excellent do you think your doctor is?  

      (Implies the doctor is excellent, when he/she may not be) 

Consider: How would you rate your doctor overall?  



Using Satisfaction Research to Improve Patient Engagement 



Using Satisfaction Research to Improve Patient Engagement 
Three Keys to Survey Follow Up 

Review Results 

Look for 
Opportunities 

for 
Improvement 

Implement 
action plan and 
Communicate 
with Patients! 

Help the 
Promoters 
Promote! 

Repeat! 

Satisfaction 

Cycle 



Satisfaction Cycle: Review Results  
Three Examples 



Satisfaction Cycle: Review Results  
Three Examples 



Satisfaction Cycle: Review Results  
Three Examples 



Using Satisfaction Research to Improve Patient Engagement 
Three Keys to Survey Follow Up 

Review Results 

Look for 
Opportunities 

for 
Improvement 

Implement 
action plan and 
Communicate 
with Patients! 

Help the 
Promoters 
Promote! 

Repeat! 

Satisfaction 

Cycle 



Using Satisfaction Research to Improve Patient Engagement 

Important:   

 

Always ask a question about your patients overall experience 

 

Example:  

 

“Using a 0-10 scale, how likely is it that you would recommend 

PracticeMax to a friend or colleague?”  

Identifying Detractors, Promoters and the Passives 



Using Satisfaction Research to Improve Patient Engagement 
Defining Detractors, Passives & Promoters 



Using Satisfaction Research to Improve Patient Engagement 
Detractors 

These are the people posting negative reviews on health and 

general review sites such as:  



Using Satisfaction Research to Improve Patient Engagement 
Detractors 

Example Detractor Reviews: Vitals.com 

 



Using Satisfaction Research to Improve Patient Engagement 
Detractors 

Example Detractor  

Reviews: Yelp 



Using Satisfaction Research to Improve Patient Engagement 
Detractors 

Example Detractor  

Reviews: Google 



Using Satisfaction Research to Improve Patient Engagement 
Detractors 

Example Detractor  

Reviews: HealthGrades 



Using Satisfaction Research to Improve Patient Engagement 
Tips for Managing Social Media/Reputation Management 

Identify Existing Physician/Practice Profiles on Social Media & Review Sites 

“Claim” listings/pages and update incorrect information 

Create “official” social media pages  
 

Monitor these Profiles on a Regular Basis 

Stay on top of what people are saying online about you/your practice 

Identify process for responding to comments (both negative and positive)  

Utilize multiple methods for response depending on nature of the comment 
(e.g. online, phone and email) 



Using Satisfaction Research to Improve Patient Engagement 
Detractors: Protecting Your Reputation 

Reach out to those who post negative reviews/comments to 
resolve the issue (example response to patient named “Pat”): 

 Dear Pat, 

 
 At ABC Medical Group we strive to provide our patients and their families with a compassionate and high 
quality patient experience. We are truly sorry to hear that you did not have this type of experience at our 
office located on 1234 Broad Street. We’d like to contact you directly to understand more about your visit 
 and how we can help resolve any outstanding issues.  

Please let us know your preferred method of contact and the best way to reach you. We look forward to the 
opportunity to speak with you. 

 Sincerely, 
 

 Jane Smith, MD 
 Medical Director, ABC Medical Group 



Using Satisfaction Research to Improve Patient Engagement 
Detractors: Protecting Your Reputation 

Regularly search health and general review sites (e.g. Vitals, Yelp) for 

new reviews of your providers and practice 

Proactively strengthen your reputation and credibility by:  

Authoring original content/articles on social media sites  

Writing blog posts for your own practice and other related sites 

Participating in social media activities with your hospital partners 



Using Satisfaction Research to Improve Patient Engagement 
Promoters: Using Positive Feedback to Boost Your Reputation 

Patient Testimonial Example 

They encourage feedback from patients 
and make it easy to send comments 
(form) 

Also urge patients to share their happy 
experiences on doctor rating sites such 
as Vitals and RateMDs.com 

Be sure to have patients sign a release 
forms that specifies where the 
testimonial may be used (brochure, web 
site, Facebook etc.) 
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Understanding the Results and How to Use Them  
Promoters: Using Positive Feedback to Boost Your Reputation 

Provide links from your web site to your online profiles where 

patients can add their reviews 

Email the Promoters shortly after their visit and ask them to share 

their experience; provide links to your online profiles 

Mention it to patients in the office; give them a reminder card 

with the URLs of the review sites where you want them to add 

their comments 



Understanding the Results and How to Use Them  
Promoters: Using Positive Feedback to Boost Your Reputation 

Example of Communication Strategy 

The Promoter receives an email thanking them for rating their recent visit with 

your practice 

Based on their positive experience, would they be willing to share their experience online? 

(link to web profiles for review sites and/or social media) 

The Promoters continue to receive emails from your practice with useful 

information and the ability opt out at any time 



Understanding the Results and How to Use Them  

Review Results 

Look for 
Opportunities 

for 
Improvement 

Implement 
action plan and 
Communicate 
with Patients! 

Help the 
Promoters 
Promote! 

Repeat! 

Satisfaction 

Cycle 

Let the Promoters 

promote 

Address Detractors 

immediately 

Keep the cycle going 
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WARNING: Do Not Forget About HIPAA 

HIPAA privacy rules still apply to satisfaction research and social media 

Make sure all email/survey/texting/social media platforms and/or 

practices are HIPAA and HITECH compliant 

Update your HIPAA policies & procedures to make sure they meet HHS OCR 

guidelines 

Revise patient intake consent and authorization forms to include 

communication & marketing preferences 

Practices must make their “best efforts” to respect patients’ preferences 

for communication 


