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1. INPATIENT - EP20EO - PAGES 2-18

Category 1: Patient Engagement

Majority of the units continue to outperform the benchmark (all hospitals mean) the
majority of the time. Remained at 67%.

Category 2: Service Recovery

Majority of the units continue to outperform the benchmark (all hospitals mean) the
majority of the time. Improved to 78%.

Category 3: Courtesy & Respect

Majority of the units now outperforms the benchmark (all hospitals mean) the majority of
the time. Improved from 44% to 56%

Category 4: Responsiveness

Majority of the units continue to outperform the benchmark (all hospitals mean) the
majority of the time. Remained at 56%.

As of 31 Q 2020, | started to track the additional categories we can select for
Magnet 2024. We outperform the benchmark in all categories!

Category 5: Care Coordination

Majority of the units outperform the benchmark (all hospitals mean) the majority of the
time. - 78%.

Category 6: Careful Listening

Majority of the units outperform the benchmark (all hospitals mean) the majority of the
time. - 56%.

Category 7: Patient Education

Majority of the units outperform the benchmark (all hospitals mean) the majority of the
time. - 56%.

Category 8: Safety

Majority of the units outperform the benchmark (all hospitals mean) the majority of the
time. - 56%.

Notes for 2021 - 1) will change 3 North (FNA 2 North) to just 3 North, 2) add 2 North as a
new unit, 3) remove 4 North 4) change the display to the top 4 categories each quarter.


mailto:kcalabro@northwell.edu

*AMBULATORY - EP21EO- PAGES 19-38

Category 1: Patient Engagement

Majority of the units continue to outperform the benchmark (all hospitals mean) the
majority of the time. At 56%

Category 2: Patient Education

Majority of the units continue to outperform the benchmark (all hospitals mean) the
majority of the time. Decreased from 89% to 78%

Category 3: Safety

Majority of the units continue to outperform the benchmark (all hospitals mean) the
majority of the time. Increased to 89%

Category 4: Courtesy & Respect

Majority of the units continue to outperform the benchmark (all hospitals mean) the
majority of the time. Decreased from 78% to 67%

Notes:

. * Continue to have Press Ganey survey collection error with CARDIOVASCULAR. Cardiovascular Services =
CardRhb + EKG HM +VascLab. CardRhb has not had surveys returned since 34 Q 2019. Fortunately we
have data from EKG HM, Vascular Lab.

e  Press Ganey Collection error fixed in 31 Q 2020 for: PAIN CENTER, AND RADIOLOGY.

e  Missing data has a negative impact on compliance % due to missing data considered to not outperform
the benchmark.

e  Currently PACU = surveys from EyeSurg + SurgiCtr + CardVers. Need to confirm this is correct and that ASU
would equal PACU.

e In 2021, will extend tracking and reporting on the other categories.
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Inpatient

Category 1: Patient Engagement

Top Box for CAHPS

Patient Engagement/ Patient-Centered Care
Medical - 5 North

what my heafth care heeds would be when | left
5 of § gts Outperform

100

During this hospital stay, staff took my preferences and those of my family or caregiver into account in deciding

90
80

70

60

50

40
30
20 -
10

—

3Q18

4Q18

1Q19

2Q19

3Q19

4Q19

1Q20

3Q20

5 North

48.72

50

35

4444

58.82

47.06
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Top Box for CAHPS

Patient Engagement/ Patient-Centered Care
Med-Surg - 2 Center

During this hospital stay, staff took my preferences and those of my family or caregiver into account in deciding
what my health care needs would be when ! feft
8 of § gts Outperform
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Patient Engagement/ Patient-Centered Care

Med-Surg - 3 North (FKA 2 North)
During this hospital stay, staff took my preferences and those of my family or caregiver into account in deciding
what my health care needs would be when f left

6 of 8 gts Outperform

100
90
80
70
60
50 T
40
30
20 -
10 +

0 .

Top Box for CAHPS

3Q1s 4Q18 1Q19 2Q19 3Q19 4Q19 1Q20 3Q20
B 3 North (FKA 2 North) 42.59 50 50 517 62 60 375 56.82
—fli— PG: All Hospital DB Mean| 46.69 46.62 46.56 46.57 47.33 47.5 46.5 44.99

Patient Engagement/ Patient-Centered Care
Med-Surg - 3 North (FKA 2 North)

During this hospital stay, staff took my preferences and those of my family or caregiver into account in deciding
what my health care needs would be when | left

6 of 8 gts Cutperform
100

90
80
70
60
50 T
40 -
30 +
20 -
10 +
0 .

Top Box for CAHPS

3Q18 4Q18 1Q19 2Q19 3Q19 4Q19 1Q20 3Q20
3 North (FKA 2 North) 42.59 50 50 51.7 62 60 37.5 56.82
== PG: All Hospital DB Mean| 46.69 46.62 46.56 46.57 4733 47.5 46.5 44.99

Patient Engagement/ Patient-Centered Care
Critical Care - ICU CritCare

During this hospital stay, staff took my preferences and those of my family or caregiver into account in deciding
what my health care needs would be when | left

5 of 8 gts Outperform
100

90
Top Box for CAHPS 80

60 -

50 -
—=——@
40 =

30 +
20 ~
10
D_

3Q18 4Q18 1Q19 2Q19 3Q19 4Q19 1020 3Q20
m [CU CritCare 70.83 5833 25 55 75 57.14 27.78 3333
== PG: All Hospital DB Mean| 46.69 46.62 46.56 46.57 47.33 4735 46.46 44.99
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Patient Engagement/ Patient-Centered Care

Ante/Post Partum - 4 South

During this hospitai stay, staff took my preferences and those of my family or caregiver into account in deciding
what my heaith care needs would be when | left
7 of 8 gts Qutperform

100
90
80
Top Box for CAHPS 70
60
50
40 -
30
20
10
0 .
3Q18 4018 1Q19 2019 3019 4019 1020 3020
4 South 65.52 63.41 52.63 39.58 57.14 66.67 61.11 65.38
—l—PG: All Hospital DB Mean| 46.69 46.62 46.56 A46.57 4733 4735 46.46 44.99
Patient Engagement/ Patient-Centered Care
Psychiatric - 1 South
Degree to which you were included in decisions about your care
0 of 8 gts Outperform*
100
a9
Top Box for CAHPS - = —
80 -
70
60
50 4
3018 4Q18 1Q19 2Q19 3Q19 4019 1020 3020
I 1 South 84.62 72.73 70.54 78.26 84.17 83.93 713 77.5
=fl—PG: All Hospital DB Mean| 85.03 84.62 84.77 25.04 85.14 8515 85.52 86.25
Patient Engagement/ Patient-Centered Care
Psychiatric - 2 South
Degree to which you were included in decisions about your care
6 of 8 gts Outperform
100
90
Top Box for CAHPS
80
70
60
50
3Q18 4Q18 1Q19 2019 3Q19 4Q19 1020 3020
7 South 87.5 89.58 9211 85.94 82.14 9286 875 79.55
== PG: All Hospital DB Mean| 85.03 84.62 84.77 85.04 85.17 85.15 85.52 86.25
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Patient Engagement/ Patient-Centered Care

Psychiatric - 4 North

Degree to which you were included in decisions about your care

7 of 8 gts Cutperform

100

90 -

Top Box for CAHPS

80

70

60 -

50

3Q18 4Q18 1Q19 2Q19 3Q19 4Q19

1020

3020

s 4 Morth

a5 89.29 92.5 100 90.63 90

a0

=—{l—PG: All Hospital DB Mean

85.03 84.62 8477 85.04 85.14 85.15

85.52

85.52
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Inpatient

Category 2: Service Recovery

Service Recovery
Medical - 5 North

5 of 8 gts Outperform

Response to concerns/complaints made during your stay

100
90 +
Unit Mean L i
80
70 4
60 -
50
3018 4013 1019 2Q19 3Q19 4Q19 1020 3Q20
I 5 North 8947 81.98 83.75 80.56 88.13 88.64 90.63 94.12
=—PG: All Hospital DB Mean| 86.93 86.9 86.82 86.92 8§7.09 86.89 86.63 86.06
Service Recovery
Med-Surg - 2 Center
Response to concerns/complaints made during your stay
7 of 8 gts Outperform
100
a0
Unit Mean
80
70 -
60 -
50
3018 4018 1Q19 2Q19 3Q19 4019 1Q20 3Q20
I ? Center 85.14 87.5 91.67 93.38 92.05 89.34 91.23 92.37
=fll—PG: All Hospital DB Mean| 86.93 86.9 86.82 86.92 87.09 86.89 86.63 86.06

Page 7




Service Recovery
Med-Surg - 3 North (FKA 2 North)
Response to concerns/complaints made during your stay

6 of 8 gts Outperform

100
90
Unit Mean
80
70
60
50 -
3Q18 4Q18 1019 2Q19 3Q19 4Q19 1Q20 3020
w3 North (FKA 2 North) 87.02 86.54 90.63 93,5 89.7 88.55 84.75 87.18
—fl— PG: All Hospital DB Mean| 86.93 86.9 86.82 86.92 87.09 86.9 86.6 86.06
Service Recovery
Step Down - 5 South
Response to concerns/complaints made during your stay
1 of 8 gts Outperform
100
90
Unit Mean [ i i i
80 -
70 —
60 -
50 —
3Q18 4Q18 1019 2Q19 3019 4Q19 1Q20 3Q20
5 South 83.09 8§3.54 80.15 84.66 87.16 86.84 7941 80.21
=f—PG: All Hospital DB Mean| 86.93 86.9 86.82 86.92 87.09 86.89 86.63 86.06

Service Recovery
Critical Care - ICU CritCare
Response to concerns/complaints made during your stay
5 of 8 gts Outperform

100

90 +

Unit Mean

80 +

70+

60 -

50 A

3Q18 4Q18 1Q19 2Q19 3Q19 4Q19 1Q20 3Q20

m |CU CritCare 96.59 87.5 93.75 9342 95 80.36 8333 85

—fll—PG: All Hospital DB Mean| 86.93 86.9 86.82 86.92 87.09 86.89 83.63 86.06
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Service Recovery
Ante/Post Partum - 4 South
Response to concerns/complaints made during your stay

& of 8 gts Outperform
100

90 -

Unit Mean

80 —

70 +

60 -

50 -
3Q18 4018 1019 2Q19 3Q19 4Q19 1020 3020

= 4 South 9537 91.25 90.71 87.5 91.18 90.74 95 93.27
== PG: All Hospital DB Mean| 86.93 86.9 86.82 86.92 87.09 86.89 86.63 86.06

Service Recovery
Psychiatric - 1 South

Response to your concerns and complaints

3 of 8 gts Outperform

100
g
Unit Mean
80 - ——a
70
60
50
3018 4018 1019 2019 3Q19 4019 1020 3020
I 1 South 83.33 7045 7143 79.35 8571 87.5 6944 7375
== PG: All Hospital DB Mean| 81.56 79.24 79.54 80.19 80.13 79.88 79.49 79.15

Service Recovery

Psychiatric - 2 South
Response to your concerns and complaints
& of 8 gts Outperform

100

90
Unit Mean
80 -

60 -

50 -

3018 4018 1019 2019 3019 4019 1020 3020
. 2 South 87.5 86.46 89.47 82.81 85.71 91.67 87.5 86.36
—ll—PG: All Hospital DB Mean | 81.56 79.24 79.54 80.19 80.13 79.88 7949 79.15
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Service Recovery
Psychiatric - 4 North

Response to your concerns and complaints

7 of 8 gts Outperform

100

90
Unit Mean

80 -

70 -

60 |

50

3018 4Q18 1Q19 2Q19

3Q19

4Q19

1Q20

3020

4 North 85 93.75 82.5 96.43

87.5

88.33

90

== PG: All Hospital DB Mean| 81.56 79.24 79.54 80.19

80.13

79.88

79.49

79.15
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Inpatient

Category 3: Courtesy & Respect

Courtesy & Respect

Medical - 5 Morth

During this hospitalstay, how often did nurses treat vou with courtesy and respect?

4 of 8 gtz Outperform

100
a0
Top Boxfor CAHPS i
80
70
60
S0 -
301G 4015 1a1% 2019 319 4019 1Q20 3020
B S Morth G696 875 7727 G246 G8.89 75.38 7HE 9474
== P All Hospital DB Mean| 56.52 B6.76 56.66 56.74 §7.05 56.04 56.8 55.56
Courtesy & Respect
Med-Surg - 2 Center
During this hospital stay, how often did nurses treat you with courtesy and respect?
8 of 8 gts Outperform
100
90 -
Top Box for CAHPS
80 -
70 -
60 -
50
3Q18 4018 1019 2Q19 3Q19 4Q19 1Q20 3Q20
s ? Center 913 95.24 87.72 95.06 9221 94.74 94.44 95.52
—fl—PG: All Hospital DB Mean| 86.82 86.76 86.66 86.74 87.05 86.94 86.8 8586
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Courtesy & Respect
Med-Surg - 3 North (FKA 2 North)

During this hospital stay, how often did nurses treat you with courtesy and respect?

5 of 8 gts Outperform

100
a0
Top Box for CAHPS B 5 £
20
70 4
60
50 4
3018 40183 1019 2019 3018 4019 1420 3020
3 Morth (FKA 2 North) 207 34.09 83.33 87.1 88.24 100 S0 28.64
—B—PG: All Hospital DB hean | 86.82 86.76 86.66 86.74 87.05 a7 86.8 85.86

Courtesy & Respect
Step Down - 5 South
During this hospital stay, how often did nurses treat you with courtesy and respect?
3 of 8 gts Outperform

100
90
Top Box for CAHPS [ i——
80
70
60 |
50
3Q18 4018 1Q19 2Q19 3Q19 4019 1020 3Q20
I 5 South 80.56 84.09 83.33 90 86.05 88.89 88.1 75
== P@G: All Hospital DB Mean| 86.82 86.76 86.66 86.74 87.05 86.94 86.8 85.86

Courtesy & Respect
Critical Care - ICU CritCare
During this hospital stay, how often did nurses treat you with courtesy and respect?

5 of 8 gts Outperform
100

90 -
Top Box for CAHPS

80 -

70

60 -

50

3Q18 4018 1Q19 2019 3Q19 4019 1020 3020

. |CU CritCare 95.83 8333 9231 90 94.44 86.67 88.24 80

=f—PG: All Hospital DB Mean| 86.82 86.76 86.66 86.74 87.05 86.94 86.8 85.86

Page 12




100

Courtesy & Respect
Ante/Post Partum - 4 South
During this hospital stay, how often did nurses treat you with courtesy and respect?

7 of 8 gts Outperform

90
Top Box for CAHPS
80
70
60

50 +

3018 | 4Q18 | 1Q19 | 2Q19 | 3Q19 | 4Q19 | 1Q20 | 3Q20
4 South 93.33 881 9211 93.75 82.86 931 88.89 89.29
—fl— PG: All Hospital DB Mean| 86.82 86.76 86.66 86.74 87.05 86.94 26.8 85.86
Courtesy & Respect
Psychiatric - 1 South
Friendliness/courtesy aof the murses
2 of 8 gts Qutperform
100
90 ——.ﬁ.—.——._ ."—‘_._
Top Box for CAHPS
80 -
70 -
60 -
50 -
3018 | 4018 | 1019 | 2019 | 3019 | 4019 | 1020 | 3020
1 South 8462 | 8636 | 8203 | 8295 | 91.94 | 9138 | 7593 | 79.76
—8—PG: All Hospital DB Mean| 8909 | 8869 | 8367 | 8895 | 8913 | 8935 | 89.64 | 90.56
Courtesy & Respect
Psychiatric - 2 South
Friendliness/courtesy of the nurses
7 of 8 gts Outperform
100
90 -
Top Box for CAHPS
80 -
70 -
60 -
50 : :
3Q18 | 4018 | 1Q19 | 2Q19 | 3Q19 | 4Q19 @ 1Q20 | 3020
(w2 South 95 | 9375 | 9737 | 9688 9286 9167 875 | 9091
\—#-PG: All Hospital DB Mean | 89.09 | 8869 8867 8895 @ 8913 | 8935 8964  90.56

Page 13




Courtesy & Respect

Psychiatric - 4 North
Friendiiness/courtesy of the nurses
4 of 8 gts Outperform

100

90 +

Top Box for CAHPS

80 +

70 +

60 ~

50 +

3Q18

4018

1Q19

2019

3Q19

4019

1020

3020

s 4 North

80

92.86

87.5

9643

96.88

8833

95

=fli—PG: All Hospital DB Mean

89.09

88.69

88.67

88.95

89.13

8935

89.64
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Inpatient

Category 4: Responsiveness

Responsiveness
Medical - 5 North

you wanted it?
1 of 8 gts Cutperform

During this hospital stay, after you pressed the colf button, how often did you get help as soon as

100
90

20

Top Box for CAHPS 7g

60 -
50 -
40 -
30 -
20 -
10 -

2Q18

3Q18 4018 1Q19

2Q19

3Q19

4Q19

1020

5 North

58.82

65.71 63.64 40.54

52.17

62.5

5143

63.89

== PG: All Hospital DB
Mean

65.77

65.7 6547 6541

65.51

66

65.29

64.60

Top Box for CAHPS

Responsiveness
Med-Surg - 2 Center

you wanted it?
7 of 8 gts Outperform

During this hospital stay, after you pressed the calf button, how often did you get help as soon as

2Q18 3Q18 4Q18 1Q19

2Q19

3Q19

4Q19

1Q20

I 2 Center

79.71 F727 5897 68

76.71

7042

67.16

84.06

=—PG: All Hospital DB Mean

65.77 65.7 6547 6541

65.51

66

65.29

64.59
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Responsiveness
Med-Surg - 3 North (FKA 2 North)

During this hospital stay, after you pressed the call button, how often did you get help as soon as
you wanted it?
7 of 8 gts Outperform

100
90

Top Box for CAHPS 80

70
60
50 +
40
30
20
10 +

2018 3018 4018 1019 2Q19 3Q19 4019 1020

3 North (FKA 2 North) 68 58.82 65.85 78.57 70.2 75 80 66.67

=f—PG: All Hospital DB Mean| 65.77 65.7 6547 6541 65.51 66 66.7 64.9

Responsiveness

Step Down - 5 South

During this hospitai stay, after you pressed the call button, how often did you get help as soonas
you wanted it?

4 of 8 gts Outperform
100

90

Top Box for CAHPS 80
70

60 -
50 +
40
30
20
10 +

2018 3018 4018 1019 2Q19 3Q19 4019 1020

5 South 64.52 66.67 55 66.67 54.05 64.86 69.23 7742

== PG: All Hospital DB Mean| 65.77 65.7 6547 6541 65.51 66 6529 64.59

Responsiveness
Critical Care - ICU CritCare

During this hospital stay, after you pressed the call button, how often did you get help as soonas
you wanted it?

5 of 8 gts Outperform
100

90
Top Box for CAHPS 8]0

70
60 -
50 +
40
30
20
10

2018 3018 4018 1Q19 2019 3Q19 4019 1020

m [CU CritCare 62.5 85 63.64 80 88.24 81.82 64.29 68.75

== PG: All Hospital DB Mean| 65.77 65.7 6547 6541 65.51 66 65.29 64.59
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Ante/Post Partum - 4 South

Responsiveness

During this hospital stay, after you pressed the call button, how often did you get help as soonas

100

you wanted it?

8 of 8 gts Outperform

90

80
Top Box for CAHPS

70 +
60 -
50 4
40 -
30 +
20 +
10
0,

2018

3Q18

4Q18

1Q19

2Q19

3Q19

4Q19 1Q20

s 4 South

87.1

86.67

85

77.14

8511

90.32

85.19 8824

—f— PG: All Hospital DB Mean

65.77

65.7

6547

6541

65.51

66

65.29 64.59
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Patient

: Engagement/ Service Courtesy & | Responsive-
Unit Type .
Patient- Recovery Respect ness
Centered Care
Medical 5 North
50f 8 qts 50f8qts 4 of 8 gts 1of 8 gts
Outperform Outperform Qutperform QOutperform
Med-Surg 2 Center
8 of 8 gts 7 of 8 gts 8 of 8 gts 7 of 8 gts
Qutperform Qutperform Qutperform QOutperform
3 North (FKA 2 * * * *
Med-Surg N 'Eh
orth) 6 of 8 gts 6 of 8 gts 50f8qts 7 of 8 gts
Outperform Qutperform Outperform Qutperform
Step Down 5 South
2 of 8 gts 1of 8 gts 3of8qts 4 of 8 gts
Outperform Outperform Outperform Outperform
Critical Care ICU CritCare
50f 8 gts 50f8qts 50f8qts 5o0f8qts
Outperform Outperform Qutperform Outperform
Labor & Labor and e e DS e
Delivery Delivery not collected by not collected by not collected by not collected by
vendor vendor vendor vendor
Ante/Post * * * *
Partum 4 South
artu 7 of 8 gts 8 of 8 gts 7 of 8 gts 8 of 8 gts
Outperform Qutperform Outperform Outperform
N/A N/A N/A N/A
Pediatrics Pediatrics
not collected by not collected by not collected by not collected by
vendor vendor vendor vendor
Psychiatric 1 South
0 of 8 gts 3of8qts 2of 8qts 2of8qts
Outperform Outperform Qutperform Qutperform
Psychiatric 2 South
6 of 8 gts 8 of 8 gts 7 of 8 gts 6 of 8 gts
Outperform Outperform Outperform Outperform
Psychiatric 4 North
7 of 8 gts 7 of 8 gts 4 of 8 gts 4 of 8 gts
OQutperform Outperform Qutperform Outperform

Number of Units

Outperforming in Each Quality

Indicator Category

*

6 of 9 Units
Outperform

*

7 of 9 Units
Outperform

*

5 of 9 Units
Outperform

*

5 of 9 Units
Outperform
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Ambulatory
Category 1: Patient Engagement

Patient Engagement/ Patient-Centered Care
Ambulatory - Pain Center

Staff effort to include you in decisions about your treatment

5 of 8 gts Outperform*

100

90 -

Mean

80 -

70 -

60 -

3018 40118 1Q19 2019 3Q19 4019

1020

3020

m Pain Center 97.5 91.96 94 9741 96.88

98.68

=—PG: All PG DB Mean| 93.39 93.52 93.81 93.76 93.79

94.21

Patient Engagement/ Patient-Centered Care

Emergency Department - Emergency Dept.

7 of 8 gts Outperform
100

Before you left the emergency room, did someone ask if you would be able to get this follow-up care?

90

Top Box
80

70

60 -

50 -

3Q18 4Q18 1Q19 2Q19 3Q19 4Q19

1Q20

3Q20

I Emergency Dept. 85.16 76.62 89.16 8238 8495 8297

85.79

87.76

== PG: All PG DB Mean| 80.35 80.06 79.62 80.03 80.03 80.08

7948

80.54
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Patient Engagement/ Patient-Centered Care

Specialty Practice - Wound Healing Institute (Wound)
Our sensitivity to your needs

4 of 8 gts Outperform
100

90 -

Mean

80 ~

70

60 -

50 +
3Q18 4Q18 1Q19 2Q19 3Q19 4Q19 1Q20 3Q20

mmm Wound Healing Institute

93.62 94.85 96.81 96.51 92.86 92.57 92.19 93.13
{(Wound)

== PG: All Facility DB Mean | 93.49 93.62 93.62 93.74 93.86 94.02 9424 9423

Patient Engagement/ Patient-Centered Care
Specialty Practice - Radiology (IntrvRad)

Staff effort to include you in decisions about your treatment

4 of 8 gts Outperform*
100

90 -
Mean

80 -~

70 -

60 -

50 -

3Q18 4Q18 1Q19 2019 3Q19 4Q19 1Q20 3Q20

= Radiology (IntrvRad) | 97.73 91.67 96.15 95.19 93.75 96.67

—l—PG: All PG DB Mean | 93.39 93.52 93.81 93.76 93.79 9421
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Patient Engagement/ Patient-Centered Care

Specialty Practice - Hyperbaric
Our sensitivity to your needs

6 of 8 gts Outperform

100
[ i
90 -
Mean
80 -
70 -
60 -
50 |
3018 | 4018 | 1Q19 | 2Q19 | 3Q19 | 4Q19 | 1Q20 | 3Q20
m Hype rbaric 90.63 100 100 100 | 97.22 95 100 | 9167
—8-PG: All Facility DB Mean | 9349 | 9362 | 9362 | 9374 | 9386 | 9402 | 9424 | 9423
Patient Engagement/ Patient-Centered Care
Specialty Practice - Cardiovascular (Services)
Our sensitivity to your needs
4 of & gts Qutperform*
100
-
90 -
Mean
80 -
70 -
60 |
50
3018 | 4018 | 1Q19 | 2019 | 3Q19 | 4Q19 @ 1Q20 | 3Q20
mmm Cardiovascular (Services) 93 916 92.7 95.1 95 894 96.8 97.2
—@-PG: All Facility DB Mean | 9349 | 9362 | 9362 | 93.74 | 93.86 | 939 94.2 94.2
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Patient Engagement/ Patient-Centered Care

Oncology - Infusion Center/ Unit

Staff sensitivity to the personal difficulties and incanvenience that vourcondition and treatrment can cause

4 aof 3 gts Outperform

100
i}
90 -
Mean
g0
70 -
60 -
50
4015 119 20149 3als 419 120 2020 3020
B [rfusion Centery Linit 949 90.3 93.8 935 933 919 927 895
==ll=PG: & Facility DB Mean 925 925 9268 926 9285 925 929 929
Patient Engagement/ Patient-Centered Care
PACU - PACU (Ambulatory Surgery)
Staff effort to include you in decisions about your treatment
7 of 8 gts Outperform
100
90
Mean
80
70
60 -
50 -
3Q18 4Q18 1Q19 2019 3Q19 4Q19 1Q20 3020
 PACU (Ambulatory Surgery)| 952 954 943 94.2 96.3 9.6 95.9 95.2
=fl—PG: All PG DB Mean 934 93.5 938 938 938 94 94.1 94.2
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Patient Engagement/ Patient-Centered Care
PACU - PACU (Ambulatory Surgery)

Staff effort to include you in decisions about your treatment
7 of 8 gts Outperform

100

90 -

Mean

80 -

70

60 -

50 +

3018

4018

1Q19

2019

3Q19

4019

1020

3020

I PACU (Ambulatory Surgery)

95.2

954

943

94.2

96.3

926

95.9

95.2

—-PG: All PG DB Mean

934

935

938

938

938

94

941

94.2
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Ambulatory

Category 2: Patient Education

Patient Education

Ambulatory - Pain Center
Possible signs of infection include fever, swelling, heat, drainage or redness. Before you left the facility, did
your doctoror anyone from the facility give you information about what to do if you had possible signs of

infection?
6 of 8 gts Outperform*
100 -
Top Box

90

80

70

60

50 -
3018 | 4Q18 1019 | 2Q19 3019 | 4Q19 1020 3020
B Pain Center 100 100 100 100 100 100
=8—PG: All PG DB Mean| 9887 | 9893 = 9899 | 9897 | 9897 98.94

100

Patient Education

8 of 8 gts Outperform

Emergency Department - Emergency Dept.

During this emergency room visit, how often did nurses explain things in a way you could understand?

a0

Top Box

80 -

70

60 -

50 +

3Q18 4Q18 1Q19 2Q19 3Q19 4Q19 1Q20 3Q20
mmm Emergency Dept. 81.78 76.8 83.77 77.13 85.78 80.73 78.97 78.26
=—PG: All PG DB Mean| 76.25 75.96 7598 7587 76.17 76.23 7582 76.87
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Patient Education

Specialty Practice - Wound Healing Institute {(Wound)

Explanations from the staff about what would happen during your test or treatment

4 of 8 gts Cutperform

100
90
Top Box
go | W —a
70
60
50
3Q18 4Q18 1Q19 2019 3019 4019 1Q20 3Q20
. .
Wound Healing Institute 4.5 879 91.7 814 85.7 75 83.7 756
{(wound)
== PG: All Facility DB Mean 82.4 82.5 8223 82.2 ]2 814 804 80.2

Patient Education
Specialty Practice - Radiology (IntrvRad)

Passiblesigns af infection include fever, swelling, heat, drainage arredness. Befare yvaw left the facility, did
vourdactararanyone from the facifity give vau information aboutwhat to dajf yow had possible signs of

infection?
7 of B gts Outperform®

100
Top Box

a0

g0

70

60

50 +

3018 4018 1419 2019 3al9

4019

120

3020

m Fadiology (IntrvRad) 100 100 100 100 100

100

100

=l=PG: &l PG DB Mean 9357 958.93 93.99 98.97 93.97

93.97

93.94
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Patient Education
Specialty Practice - Hyperbaric

Explanations from the staff about what would happen during your test or treatment

6 of § gts Outperform

100
90
Top Box
80 - ——
70
60 —
50
3Q18 4Q18 1Q19 2Q19 3Q19 4Q19 1Q20 3020
mmm Hyperbaric 875 100 100 100 90 75 100 40
—ll— PG: All Facility DB Mean| 824 82.5 82.3 82.2 82 814 80.4 80.2

Patient Education
Specialty Practice - Cardiovascular (Services)

Expianations from the staff about what wotld happen during your test or treatment

7 of 8 gts Outperform*

100

90
Top Box

80

70 -

60 -

50 -~

3Q18

4Q18

1Q19

2Q19

3Q19

4019

1Q20

3Q20

mmm Cardiovascular (Services)

88.2

81

86.5

83.5

86.9

833

90.3

837

== PG: All Facility DB Mean

82.4

82.5

823

822

82

814

804

80.2
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Patient Education
Oncology - Infusion Center/ Unit

Instructions about how to care for yourself at home
4 of 8 gts Outperform

100
a0
Top Box
20 -
. i—a
70 -
60 -
50 -
4018 1019 2Q19 3Q19 4019 1020 2Q20 3020
mm |nfusion Center/ Unit 843 734 769 g20.5 80.7 75 74.8 736
== PG: All Facility DB Mean 76.2 76.1 764 76.5 76.9 773 773 775

Patient Education
PACU - PACU {Ambulatory Surgery)

Possible signs of infection include fever, swelling, heat, drainage or redness. Before you left the facility, did
your doctor or anyone from the facility give you information about what to do if you had possibie signs of
infection?

6 of 8 gts Qutperform

Top Box 100 -

90 -

80 -

70

60 -

50 +

3Q18 40118 1Q19 2Q19 3Q19 4019 1020 3020

mmm PACU (Ambulatory Surgery) 100 100 99.1 99.0 100.0 100.0 99.0 99.1

=ll—PG: All PG DB Mean 989 98.9 99.0 99.0 99.0 99.0 99.1 98.9
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Patient Education

Same Day/ Ambulatory Procedure - Endoscopy
Possible signs of infection include fever, sweliing, heat, drainage or redness. Beforeyou left the facility, did
your doctoror anyone from the facility give you information about what to do if you had possible signs of
infection?
7 of 8 gts Outperform
100

Top Box a0

80 -

70 -

60 -

50 -

3Q1s8 4Q18 1Q19 2Q19 3Q19 4Q19 1Q20 3Q20
m Endoscopy 100 100 100 99.02 100 9733 100 99.2
—fli—PG: All PG DB Mean| 98.87 98.93 98.99 98.97 98.97 99.04 99.05 98.9
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Ambulatory
Category 3: Safety

Safety
Ambulatory - Pain Center

6 of 8 gts Outperform *

Before you left the facility, did your doctor or anyone from the facifity give you information about what to
do if you had bleeding as a result of your procedure?

100

7 of 8 gts Outperform

Emergency Department - Emergency Dept.

100
Top Box ag -
80 -
70
60
50
3Q18 4018 1Q19 2Q19 3Q19 4019 1020 3Q20
B Pain Center 100 100 100 100 100 100
== PG: All PG DB Mean| 97.16 97.19 97.14 97.21 9725 96.92
Safety

During this emergency visit, did the doctors or nurses ask ahout all of the medicines you were taking?

90
Top Box

80

70

60 -

50 +

3Q18

4Q18

1Q19

2Q19

3Q19

4Q19

1020

3Q20

I Emergency Dept.

82.63

81.42

84.54

79.91

87.01

82.65

81.03

87.82

== PG: All PG DB Mean

81.8

81.17

80.85

8035

80.42

8045

79.68

79.03
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Precautions taken for your safety

Safety
Specialty Practice - Wound Healing Institute (\Wound)

6 of § gits Outperform

100
90
Top Box
80 -
70 -
60 -
50 -
3Q18 | 4Qi8 | 1Q19 | 2Q19 | 2Q19 | 4Q19  1Q20 | 3Q20
: :
= Wound Healing Institute | _, 871 | 896 85 880 | 857 | 739 | 842
{(Wound)
—B—PG: All Facility DB Mean | 819 | 826 | 82 85 | 87 | 818 82 8.1
Safety

Specialty Practice - Radiology {IntrvRad)

Beforevou left the facility, did vourdactoraranyvane fraom the facility give vou information abawt what ta

doif youw had bleeding asa result of yourprocedure?

100
Top Box an
g0
7O -
a0 -

50

5 of 8 gts Qutperfarm®

30ls

4018

1019

2019

3019

4013

1oza

3020

I Radiology (IntrvRad)

100

96.43

100

100

=l=pG: All PG DB Mean

9716

9719

97.14

9721

9725

95,92
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Precautions taken foryoursafety

Safety
Specialty Practice - Hyperbaric

A of B gts Cutperform™®

100 A
a0 A
Top Box
80 -
70
60 -
50 A
30la 4015 1018 2019 3013 4013 1020 3020
I Hyperbaric 100 100 100 100 100 100 100 3.5
== P &l Facility DB hMean| 81.9 82.5 82.2 82.5 83.7 §2.2 B4.1 82.1
Safety
Specialty Practice - Cardiovascular (Services)
Precautions taken for your safety
3 of 8 gts Outperform*
100
a0
Top Box
80 -
70 -
60 -
50 -+
3Q18 4Q18 1Q19 2Q19 3Q19 4Q19 1020 3020
mmm Cardiovascular (Services) | 81.6 7332 804 86.4 87.1 87.3
—fl—PG: All Facility DB Mean 8lb 209 80.8 81.5 819 81.6
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Oncology - Infusion Center/ Unit

Safety

How well staff protected your safety (by washing hands, wearing gloves, etc.)
5 of 8 gts Outperform

100
Q0
Top Box
80 -
70 -
60 -
50 -
4Q18 1Q19 2019 3Q19 4Q19 1Q20 2020 3020
B Infusion Center/ Unit 88.5 844 85.5 87.2 87.1 82.7 872 818
=—l—PG: All Facility DB Mean | 84.7 85 84.6 85.9 83.5 84.1 84.5 84.4
Safety
PACU - PACU (Ambulatory Surgery)
Your confidence that OR staff correctly identified you and your procedure prior to surgery
7 of & gts Outperform
100
90 -
Top Box
80 -
FO -
60 -
50 -
3Q18 4Q18 1Q19 2019 3019 4Q19 1020 3Q20
mm PACU (Ambulatory Surgery)|  91.9 97 90.7 88.7 934 92.2 92.2 90.1
=l—PG: All PG DB Mean 88.6 884 88.9 892 88.5 893 89 884
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Safety

Same Day/ Ambulatory Procedure - Endoscopy

Befare wou left the facility, did vourdoctoraranwvone frorm the facifity give vouw information about what to
dolf vou had bleeding asa result of yourprocedure?

A of 8 gts CDutperfarm

100

Top Box

g0 4

704

a0 A
3013 4015 1o1a

2019

3019

4019

1020

3020

W Endoscopy 100 958.36 100

100

93.45

97.59

98.77

978

=l=PG: Al PG DB Mean| 97.16 97.19 97.14

97.21

725

973

97.38

96.9
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Ambulatory

Category 4: Courtesy & Respect

Top Box

100 -

90

80

70

60

50

Courtesy & Respect
Ambulatory - Pain Center

6 of 8 gts Outperform*

Did the doctors and nurses treat you with courtesy and respect?

3Q18

4Q18

1019

2Q19

3Q19

4Q19

1Q20

3Q20

s Pain Center

100

100

100

100

100

100

== PG: All PG DB Mean

97.76

97.79

97.83

97.85

97.85

97.88

100

Courtesy & Respect
Emergency Department - Emergency Dept.

6 of 8 gts Outperform

During this emergency room visit, how often did nurses treat you with courtesy and respect?

a0 -
Top Box

80 -

F0 A

60

50 ~

3Qis 4Q18 1Q19 2019 3Q19 4Q19 1Q20 3Q20
mm Emergency Dept. 91.59 84.15 87.76 86.16 91.85 85.07 8268 87.64
—l—PG: All PG DB Mean 843 8436 84.18 83.78 8422 84.44 83.54 8487
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Courtesy & Respect

Specialty Practice - Wound Healing Institute {(\Wound)

Degree to which staff treated you with respect and dignity
8 of 8 gts Outperform

100
90
Top Box
80 -
70
60
50
3Q18 4018 1Q19 2Q19 3Q19 4Q19 1020 3Q20
mmm Wound Healing Institute (wound) 87.2 914 959 93 88.1 921 89.6 87.5
= PG: All Facility DB Mean 84.8 85 859 86.1 86.6 87 873 8/7.3
Courtesy & Respect
Specialty Practice - Radiology {IntrvRad)
Did the doctors and nursestreqt vou with courtesy and respect?
4 of B gts Qutperform®
100
a0
Top Box
g0
70—
60
a0
30la 4015 1018 20189 3019 4019 1020 3020
I Radiology (IntrvRad) | 95.45 104 100 96.15 104 104
=l=PG: All PG DB Mean a7.7a 97.79 97 .83 97.85 97.85 96.92
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Courtesy & Respect

Specialty Practice - Hyperbaric
Degree to which staff treated you with respect and dignity
7 of 8 gts Cutperform

100
90
Top Box
80 -
70 -
N [
50 +
3018 4018 1Q19 2019 3Q19 40219 1020 3020
I Hyperbaric 87.5 100 100 100 100 100 100 60
== PG: All Facility DB Mean 8418 85 859 86.1 86.6 ]7 873 873
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Courtesy & Respect
Oncology - Infusion Center/ Unit

Staff concern for your privacy
4 of 8 gts Outperform

100
90
Top Box
80 | O— . |
70 -
60
50 —
4Q18 1Q19 2Q19 3Q19 4Q19 1020 2020 3Q20
B nfusion Center/ Unit 82.8 737 80.6 81.1 84.4 78.7 80.2 73
== PG: All Facility DB Mean|  79.5 79.5 79.7 798 80.2 80.7 80.8 81
Courtesy & Respect
PACU - PACU (Ambulatory Surgery)
Did the doctors and nurses treat you with courtesy and respect?
4 of 8 gts Outperform
100
90
Top Box
80
70
[
50
3Q18 4018 1019 2019 3019 4Q19 1020 3020
 PACU (Ambulatory Surgery)| 97.7 97.1 98.8 993 98.5 97.7 99.3 974
=l—PG: All PG DB Mean 978 978 978 978 979 979 979 979
Courtesy & Respect
Same Day/ AmbulatoryProcedure - Endoscopy
Did the doctors and nurses treqt you with courtesy and respect?
2 of B gts Cutperform
100
an
Top Box
g0 -
70O
&0
S0
3018 4015 10218 2019 3019 415 1020 3020
B Erdoscopy 9356 | 9306 | 9564 | 93.04 | 97.08 100 | 97.82 | 973
== Al PG DB Mean| 9776 | 9779 | 9783 | 97&5 | 9785 | 9785 | 9794 | 379
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Phelps Hospital

* |less than 8 quarters of data

Patient
Engagement/ .
. 9 g. Patient Courtesy &
Unit Type Patient- : Safety
Education Respect
Centered
Care
Operating N/A N/A N/A N/A
R OR not collected by not collected by notcollected by | notcollected by
oom
vendor vendor vendor vendor
Rehabilitation |  OutPatent eced losed o eced ectdb
BehaviorallHealth not collected by not collected by not collected by | notcollected by
vendor vendor vendor vendor
Ambulatory Pain Center
5 of 8 gts 6 of 8 gts 6 of 8 gts 6 of 8 gts
Outperform* Outperform* Outperform * Outperform*
Emergency * * * *
D tment Emergency Dept.
epar 7 of 8 gts 8 of 8 gts 7 of 8 gts 6 of 8 gts
Outperform Outperform Outperform Outperform
Specialty Wound Healing * *
Practice Institute (Wound) 4 of 8 qts 4 of 8 qts 6 of 8 gts 8 of 8 gts
Outperform Outperform Outperform Outperform
Special ' * *
Pp . ty Radiology (IntrvRad)
ractice 4 of 8 qts 7 of 8 gts 50f8qgts 4 of 8 gts
Outperform* Outperform* Outperform* Outperform*
Special . * * * *
Pp - ty Hyperbaric
ractice 6 of 8 gts 6 of 8 gts 8of8qts 7 of 8 gts
Outperform Outperform Outperform* Outperform
Specialty Cardiovascular * *
Practice (Services) 4 0f 8 gts 7 of 8 gts 3of8qts 8 of 8 gts
Outperform* Outperform* Outperform* Outperform*
Oncology Infusion Center/ Unit
4 of 8 qts 4 of 8 qts 5of8qts 4 of 8 qts
Outperform Outperform Outperform Outperform
PACU (Ambulato * * *
PACU s( v
urgery) 7 of 8 gts 6 of 8 gts 7 of 8 gts 4 of 8 gts
Outperform Outperform Outperform Outperform
Patient
Engagement/ :
. 9 g_ Patient Courtesy &
Unit Type Patient- .
Education Respect
Centered
Care
* * *x | %
Ambulatory Endoscopy
Procedure 8 of8qts 7 of 8 gts 8 of8qts 5o0f8qts
Outperform Outperform Outperform Outperform
N/A N/A N/A N/A
Same Day/ )
Ambulatory ASU (Ambulatory grouped with grouped with grouped with grOl;)pA(ZiUWIth
Surgery) PACU (Ambulatory | PACU (Ambulatory | PACU (Ambulatory
Procedure Surgery) Surgery) Surgery) (Ambulatory
Surgery)
N/A N/A N/A N/A
Pre-Operative PSA notcollected by | notcollected by | notcollected by | notcollected by

Number of Units Outperforming in

Each Quality Indicator Category

5 of 9 Units 7 of 9 Units 8 of 9 Units 6 of 9 Units
Outperform Outperform Outperform Outperform
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Note - Due to COVID-19, 2nd Quarter Press Ganey Results will be difficult to accurately

report at the unit level.

Below is a screen shot of:

e The Service Line (all chosen, Hospice is blank)

e The overall results for 2nd Quarter 2020.

Patient Experience

Patient Experience - Multiple Benchmarks - Multiple Services - Discharge/Visit Date

Service: Clearall | Selectall Breakdown: Benchmark:

M ambulatory Surgery

] Emergency Department
] Hospice Services

[ Inpatient

[ Inpatient Behav. Health
VI Medical Practice

M outpatient Oncology

[ Outpatient Services

® unit Osite
O unit ® site
O unit @ site
® unit Osite
® unit Osite
O unit @ site
® unit O site
® unit Osite

Patient Experience - Multiple Benchmarks - Multiple Services - Discharge,/Visit Date

2020 Q2

Date Type:
O Received Date

@) Discharge/Visit Date

Timeframe:
O Magnet Standard

@ Custom (> 50% outperforming)

Starting quarter and year

2nd Quarter . v 2020 v

Ending quarter and year

2nd Quarter . v 2020 v

2020Q2

Patient Engagement/patient- Care Coordination Safery Service Recovery Courtesy and respect
centered care
33 28 15 33
36 36 33 18 36
92% 83% 85% 83% 92%
Overall |Overa|\ |0'verall |0vera|| |0fve|a||
>
Responsiveness Patient Education Pain Careful Listening
31 1 31
36 H5 12 35
86% 97% 92% 89%
Total Units
Overall |Overa|\ |0vera|| |Overall . Outperforming
Benchmark

Explanation: As an example - Looking at Patient engagement/Patient centered care -
33 out of 36 of our units outperform the benchmark. 33 divided by 36 = 92%
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