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More than
1.5 Million
Friendly Visits Are Delivered

Supported by ….

600+
Nurses

2,200+
Caregivers

150+
Providers

72,500
ER Visits

4,000
Hospital 

Admissions

11,600
Surgical 

Visits

480,000
Provider 

Encounters

930,000
Outpatient 
Contacts

4,800
Post Acute

Visits

Every Year at Holzer Health



Patients to feel confident, heard, and cared about.

BIG Goal



How do we develop systems and grow skills 
that deliver value and trust?

BIG Question



• Mission-driven

• Solution-focused

• Operates as a system with 
unique individual pieces



Likelihood to Recommend Providers



• Clear and memorable

• Provider involvement

• Defines the patient experience

Friendly Visits, Excellent Care; 
Every Patient, Every Time.

Mission-Driven



Education Coaching Performance

Solution-Focused Thinking





• 2018 – Live outside speaker

• 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

Education



Medical Directors: Service Line Performance



Providers: Individual Scorecard Performance

Provider Name



Survey & Benchmarking Education

+2.0



Developing a Zero-Excuse Culture

“The data are 
wrong. My 

patients love 
me.”

“I see too 
many 

patients.”“Patients 
don’t 

understand 
quality.”

“The data are 
right. I will 
work on it 

because you 
are making 

me.”

“I want to 
improve. 

Could you 
spend time 

coaching 
me?”Shock

Integration

Denial

Exploration

Frustration



Patient Experience Rank vs Productivity
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Productivity as a Percentile Rank



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

Coaching (for lower performance)



Picasso bull



Key Drivers of Patient Loyalty

9 x

Provider Listened Carefully 

Provider Showed Respect

Provider Explained Well

Likely to
Recommend



Coaching: Awareness and Skill Sets

Identity

Processes

Outcomes



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?

Coaching Framework



Observation Feedback





FY24 Providers Coached Likelihood to Recommend 
Percentile Rank

Provider 1 +8
Provider 2 -1
Provider 3 +3
Provider 4 +77
Provider 5 +11
Provider 6 +12
Provider 7 +1
Provider 8 0



• < 5th percentile – 1% compensation at risk for physicians; $250 for APPs

• <15th percentile – enrollment in performance improvement plan

• Performance based on calendar year results

Performance



+2.0



Peer Micro-learning



Mission Moments





90th Percentile Club



Likelihood to Recommend Providers



Rod and Ryan
rstout@holzer.org
rfinch@holzer.org 

Let’s Stay In Touch

mailto:rstout@holzer.org
mailto:rfinch@holzer.org

	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6: Every Year at Holzer Health
	Slide 7
	Slide 8
	Slide 9
	Slide 10: Likelihood to Recommend Providers
	Slide 11: Mission-Driven
	Slide 12: Solution-Focused Thinking
	Slide 13
	Slide 14: Education
	Slide 15: Medical Directors: Service Line Performance
	Slide 16: Providers: Individual Scorecard Performance
	Slide 17: Survey & Benchmarking Education
	Slide 18: Developing a Zero-Excuse Culture
	Slide 19: Patient Experience Rank vs Productivity
	Slide 20: Coaching (for lower performance)
	Slide 21: Picasso bull
	Slide 22: Key Drivers of Patient Loyalty
	Slide 23: Coaching: Awareness and Skill Sets
	Slide 24: Coaching Framework
	Slide 25: Observation Feedback
	Slide 26
	Slide 27
	Slide 28: Performance
	Slide 29
	Slide 30: Peer Micro-learning
	Slide 31: Mission Moments
	Slide 32
	Slide 33: 90th Percentile Club
	Slide 34: Likelihood to Recommend Providers
	Slide 35: Let’s Stay In Touch

