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Every Year at Holzer Health

1.5 Million

Supported by ....

2,200+ 600+ 150+
Caregivers Nurses Providers
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BIG Goal

Patients to feel confident, heard, and cared about.
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Bl1G Question

How do we develop systems and grow skills
that deliver value and trust?
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e Mission-driven

e Solution-focused

* Operates as a system with
unique individual pieces
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Likelihood to Recommend Providers
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Mission-Driven

e Clear and memorable

l I
Friendly Visits, Excellent Care;

* Provider involvement Every Patient, Every Time
2Nnt, Every fime.

* Defines the patient experience
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Solution-Focused Thinking

Education BEE) Coaching BEE) Performance
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Calendar Year

Citizenship Standards

{(Measured independently of one another) thsician APP

Document and bill submission within 48
hours for Ambulatory Encounters.
Documentation for non-ambulatory
encounters shall be done in accordance
with existing policies. Charge submission T
for non-ambulatory encounters must be 2 compliance
submitted within 30 days from the date of - F:neet
senvice or will be considered delinquent. T I
Charges submitted more than 90 days after
date of service will not be applied to the
provider's revenue until we show
collections for that service.

Must achieve

Adjustment if not met 2 '% s 5 0 0

Standard 1
Timely Chart Completion

Attend 75%
Department Meeting i of your

Attendance department
mestings

Adjustment if not met 2% $500

Standard 2
Meeting
Attendance

Mon-Proceduralists

Adjustment if not met 2% $500

Standard 3
Non-Proceduralist
Video Visits

Proceduralists

. 80% On i o
Cn Time OR Starts = Time Starts = Adjustment if not met

Standard 3
Proceduralist
On Time Starts




Education

* 2018 - Live outside speaker

e 2019 - Recorded videos

* 1% of compensation at risk for physicians; $250 for APPs for failure to
complete

* Monthly scorecard (rolling 12-month average) given to medical directors
and providers
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Medical Directors: Service Line Performance

Patient Experience of Family Practice Providers

Holzer Health System February 1, 2024 - January 31, 2025

Likelihood to Recommend
Office: Provider Communication:

Question (CAHPS) Yes, Definitely Rank
Provider explains in a way you understand 07.4%

g’ E . 0 Provider listens carefully to you 07.6%

Yes, Definitely Provider gives easy to understand instruction 06.9%
Provider knows important medical history 03.6%
Provider shows respect for what you say 08.1%

Provider spent enough time with you 07.5%
Rank: 92




Providers: Individual Scorecard Performance

Patient Experience of Clinic Care

Likelihood to Recommend Provider's Office

Feb-Jan

2024 Family Medicine Service Line:

FYTD Top Box -96.0 %

Feb-Jan
2025

Provider Communication:

EXPLAINS EASILY LISTENS CAREFULLY EASY INSTRUCTION MEDICAL HISTORY SHOWS RESPECT TIME SPENT

Q Y B O©

Yes, Definitely: Yes, Definitely: Yes, Definitely: Yes, Definitely: s, initely: Yes, Definitely:
Top Box 99.7% 99.7% 99.0% 99.0% .0% 99.7%
98 99 97 99 99
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Survey & Benchmarking Education
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Developing a Zero-Excuse Culture

Integration

Exploration y

A “l want to
: iImprove.
Frustration “The data are o pld
— right. | will A
Denial “ see too e spend time
work on it hi
Shock y ALY because you coaching
“Patients patients.” : me?”
don’t are making
“The data are understand me.”
wrong. My quality.”

patients love

»

me.



Patient Experience Rank vs Productivity

120

—
(=)
™
Il ;
c @ M) ® d [ 4
o o o0 o o

c . ° . ° . o’ e o
.g .
: 80 ° e ° -
c ® °
©
oc
c P ° o o o

o
o ®
e

@
.% ® ® ?
(7)) o o
c Q
© @ . ° @ o
[ [ | ® ®
E ~ e o
[ ] ) ®
80

0
0

O
ey
O

Productivity as a Percentile Rank
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Coaching (for lower performance)

Observation of physician coach

* Video of mock interview

* 1% of compensation at risk for physicians; $250 for APPs for failure to complete.
« $2000 paid to physician coaches (4-hour expectation)

* Prize Incentive

Observational Feedback
* Provider Coaching — Executive Director, Organizational Experience
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Key Drivers of Patient Loyalty

Provider Listened Carefully
@0 00 00

Provider Showed Respect
ecoo0oo0ooe @

Provider Explained Well .
@0 0000
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Likely to
ecommend
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Coaching: Awareness and Skill Sets

__- Outcomes

----- Processes

"~ Identity
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Coaching Framework

1. What do you want your patients say about you?
2. What are you doing at every visit to increase chances they feel that way?
3. What are the barriers that make it hard for you make that happen?

4. Does your team know this is what is important to you?

4 Holzer
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Observation Feedback

Clinic Observation Summary

Top Drivers:

* Listened carefully to me

* Explained in a way | could understand
* Gave easy to understand instruction

* Know info on medical history

Connected Behaviors
. Review notes prior to room entrance

Connection Opportunities
Aware of speaking pace and amount of information

Consistency Opportunities

Sat near patient — good forward leaning posture
Engaging patients and parents in clinical conversation
Nod, eye contact, acknowledgments, no interruption
Narrated and gave explanation

Appropriate gentleness, and distraction techniques
Empathy and compassion shown

Educated parents

Refer to computer / record

Cleaned stethoscope/hands

Slow down exit to effectively close the encounter
Be mindful of talking outside of door
Use key words to summarize what was heard

w

Knocking . Frustration with non-compliant parents
Sitting — at times will lean on wall/exam table . Preparation and familiarity

What questions/concerns/worries . Demonstrate confidence

Balance the conversation

Optimize moments to connect

Shared decision making

Engage in non-clinical, personalized conversations

71 Holzer




Climic Observational Mapping

V4~ Holzer

Current Patient Journey/Experience

Probing Questions

Consistently knocked prior to entry. Aszked purposeful questicns to gain deeper Frimary examination routine includes ears=nose> The close of the room visit feels rushed and
Opening intreductions are understanding. Exam chair not always throat= neck. Observed = lack of consistency sbrupt. Observed that the routing is to
inconsistent and general. Directs raised st eye level. Excellent eys contact infarming patients in advance of exam steps and progress toward/stand near door. At times
patient to the exam chair. but may be perceived as towering over what to expect. Routinely narrates whatis hznd was on the doorknob as patient was
Introduction of scribe_ Did not patient. Facial expressions predominately observed during exam. Gives complex medical speaking. Patient behavior suggests they
observe a consistency of sitting 2nd demonstrate seriousness and arms are terminology to scribe. Provides an abundant of are not fully clear on their plan of cars.
little perzonal exchange with patient consistently crossed. Demonstrated information znd patients appesr to be Obszerved multiple encounters of patients
prior to clinical asseszment. concern and curiosity. Engages patients to overwhelmed and confused. Gives plan of care rzising questions. Patients seem to be

share for deeper inzights. Ususlly recommendations in real-tims. Rate of voice is formulating questions during this
;:::g Greasted with touch communicates awarensss of medical quick. Fully addresses functional nesds but touchpoint. Mo structured and persomal

history. Wery observant and listens emational needs are not consistently recognized close. On occasion, patients ask if it is ockay

imtently. Occasionally, asks patients a znd addressed. Makes effort to relate to patient to to leave and unsure if encounter has ended.

, Ne persanal exchange question then proceeds ta g=t equipment give guidance, i.e., if you were my father. Unsure where to exit.

with back turned breaking eye contact. Occasionally asks questions to get to know patient,

Cbzerved missed opportunities to i.e., how lang have you been married. Whereas ; Unmet needs

optimize empathy. At times unable to find zpplicable, uses teaching aids and shows scans.

tissues, equipment, literature and exits. Baszed on encounter nature, teaches patients.
This mosment matters bo patients Lack of full attention. Lowers exam chair and no longer at eve lewvel.
because:
E—— 5:::; Interest and concarn. 5::! Infermed sbout diagnosiz This moment matters to patients because:
This interaction sets the visit tone.
| veant 1o feel Known and ; Lzck of ampathy =nd full attention , Unclear plan of care This interaction sets my final impression.
rememberead. I want to feel cared for.

This moment matters to patients because:
This moment matters to patients

becawse: This interaction guides me.
This interaction builds confidence. | want to feel knowledgesble and infoarmed.

| weant to feel heard and understood.

My focus: My focus: My focus: My focus:

G Bright spat
! Pain point




Y24 Providers Coachec

Provider 1
Provider 2
Provider 3
Provider 4
Provider 5
Provider 6
Provider 7

Provider 8
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Performance

« <5t percentile — 1% compensation at risk for physicians; $250 for APPs
» <15 percentile — enrollment in performance improvement plan

* Performance based on calendar year results

4 Holzer
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Peer Micro-learning

ﬂ%‘ Holzer

Wf' Holzer

Andrew Martin, MD
_ Obstetrics & Gynecology
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Mission Moments

% Holzer Daily
Friday, February 21, 2025 H U D D L E

Mission Moment: Friendly Visits, Excellent Care; Every Patient, Every Time
"Dr. Barbour is not only impressively knowledgeable but also genuinely cares about her patients. She took the

time to listen to my concerns and asked questions that made me feel valued and understood. She thoroughly
discussed my healthcare needs and encouraged me to be an active participant in my healthcare decisions. Her

ability to communicate complex medical information in relatable ways made it easy for me to understand my
health better." - Point Pleasant Family Practice Patient







90t Percentile Club

RODNEY STOUT, MD HO’zer

90TII PELRCENTILL CLUDB

Jenna Barbour, MD

You are a part of a select group of providers who achieved a 90th or above
percentile rank on "Likelihood to Recommend this Provider's Office”. This award is
to recognize your great achievement in outstanding patient experience.

=

NICOLETTE JONES, MD

CHIEF EXECUTIVE OFFICER Fiscal Year 2024 CHIEF MEDICAL OFFICER
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Likelihood to Recommend Providers

80 80 81 81 81
72 76
56 58
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Let’s Stay In Touch

Rod and Ryan

rstout@holzer.org

rfinch@holzer.org
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