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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 3rd Q 2020, I 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
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2. *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 3rd Q 2019.  Fortunately we 
have data from EKG HM, Vascular Lab.   

• Press Ganey Collection error fixed in 3rd Q 2020 for: PAIN CENTER, AND RADIOLOGY.   
• Missing data has a negative impact on compliance % due to missing data considered to not outperform 

the benchmark. 
• Currently PACU = surveys from EyeSurg + SurgiCtr + CardVers.  Need to confirm this is correct and that ASU 

would equal PACU.   
• In 2021, will extend tracking and reporting on the other categories.  
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Inpatient 

Category 1: Patient Engagement 
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Inpatient 

Category 2: Service Recovery  
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Inpatient 

Category 3: Courtesy & Respect  
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Inpatient 

Category 4: Responsiveness  
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Unit Type Unit

Patient 
Engagement/ 

Patient-
Centered Care

Service 
Recovery

Courtesy & 
Respect

Responsive-
ness

    
5 of 8 qts 

Outperform 
5 of 8 qts 

Outperform 
4 of 8 qts 

Outperform 
1 of 8 qts 

Outperform 

   
8 of 8 qts 

Outperform 
7 of 8 qts 

Outperform 
8 of 8 qts 

Outperform 
7 of 8 qts 

Outperform 

   
6 of 8 qts 

Outperform 
6 of 8 qts 

Outperform 
5 of 8 qts 

Outperform 
7 of 8 qts 

Outperform 

    
2 of 8 qts 

Outperform 
1 of 8 qts 

Outperform 
3 of 8 qts 

Outperform 
4 of 8 qts 

Outperform 

   
5 of 8 qts 

Outperform 
5 of 8 qts 

Outperform 
5 of 8 qts 

Outperform 
5 of 8 qts 

Outperform 

N/A N/A N/A N/A

not collected by 
vendor

not collected by 
vendor

not collected by 
vendor

not collected by 
vendor

   
7 of 8 qts 

Outperform 
8 of 8 qts 

Outperform 
7 of 8 qts 

Outperform 
8 of 8 qts 

Outperform 

N/A N/A N/A N/A

not collected by 
vendor

not collected by 
vendor

not collected by 
vendor

not collected by 
vendor

0 of 8 qts 
Outperform 

3 of 8 qts 
Outperform

2 of 8 qts 
Outperform 

2 of 8 qts 
Outperform

  
6 of 8 qts 

Outperform 
8 of 8 qts 

Outperform 
7 of 8 qts 

Outperform
6 of 8 qts 

Outperform 

 
7 of 8 qts 

Outperform 
7 of 8 qts 

Outperform 
4 of 8 qts 

Outperform 
4 of 8 qts 

Outperform

              
6 of 9 Units 
Outperform

7 of 9 Units 
Outperform

5 of 9 Units 
Outperform

5 of 9 Units 
Outperform

4 North

Number of Units 
Outperforming in Each Quality 

Indicator Category

Ante/Post 
Partum

Pediatrics

Psychiatric

Psychiatric

Psychiatric

4 South

Pediatrics

1 South

2 South

Labor & 
Delivery

Labor and 
Delivery

5 North

2 Center

3 North (FKA 2 
North)

5 South 

ICU CritCare

Medical

Med-Surg

Med-Surg

Step Down

Critical Care
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Ambulatory 

Category 1: Patient Engagement 
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Ambulatory 

Category 2: Patient Education  
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Ambulatory 

Category 3: Safety  
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Ambulatory 

Category 4: Courtesy & Respect  
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Unit Type Unit

Patient 
Engagement/ 

Patient-
Centered 

Care

Patient 
Education Safety Courtesy & 

Respect

N/A N/A N/A N/A
not collected by 

vendor
not collected by 

vendor
not collected by 

vendor
not collected by 

vendor
N/A N/A N/A N/A

not collected by 
vendor

not collected by 
vendor

not collected by 
vendor

not collected by 
vendor

   
5 of 8 qts 

Outperform*
6 of 8 qts 

Outperform* 
6 of 8 qts 

Outperform *
6 of 8 qts 

Outperform* 

   
7 of 8 qts 

Outperform 
8 of 8 qts 

Outperform 
7 of 8 qts 

Outperform 
6 of 8 qts 

Outperform 

   
4 of 8 qts 

Outperform 
4 of 8 qts 

Outperform
6 of 8 qts 

Outperform 
8 of 8 qts 

Outperform 

    
4 of 8 qts 

Outperform*
7 of 8 qts 

Outperform* 
5 of 8 qts 

Outperform* 
4 of 8 qts 

Outperform* 

   
6 of 8 qts 

Outperform 
6 of 8 qts 

Outperform 
8 of 8 qts 

Outperform*
7 of 8 qts 

Outperform

   
4 of 8 qts 

Outperform* 
7 of 8 qts 

Outperform* 
3 of 8 qts 

Outperform*
8 of 8 qts 

Outperform* 

    
4 of 8 qts 

Outperform 
4 of 8 qts 

Outperform 
5 of 8 qts 

Outperform 
4 of 8 qts 

Outperform 

    
7 of 8 qts 

Outperform 
6 of 8 qts 

Outperform 
7 of 8 qts 

Outperform 
4 of 8 qts 

Outperform 

Unit Type Unit

Patient 
Engagement/ 

Patient-
Centered 

Care

Patient 
Education Safety Courtesy & 

Respect

   
8 of 8 qts 

Outperform 
7 of 8 qts 

Outperform 
8 of 8 qts 

Outperform 
5 of 8 qts 

Outperform 
N/A N/A N/A N/A

grouped with 
PACU (Ambulatory 

Surgery)

grouped with 
PACU (Ambulatory 

Surgery)

grouped with 
PACU (Ambulatory 

Surgery)

grouped with 
PACU 

(Ambulatory 
Surgery)

N/A N/A N/A N/A
not collected by 

vendor
not collected by 

vendor
not collected by 

vendor
not collected by 

vendor

           
5 of 9 Units 
Outperform

7 of 9 Units 
Outperform

8 of 9 Units 
Outperform

6 of 9 Units 
Outperform

56% 77.78% 88.89% 66.67%

Phelps Hospital
* less than 8 quarters of data

Specialty 
Practice Radiology (IntrvRad)

OR

Out-Patient 
Behavioral Health

Pain Center

Emergency Dept.

Wound Healing 
Institute (Wound)

Operating 
Room

Rehabilitation

Ambulatory

Emergency 
Department

Specialty 
Practice

PACU (Ambulatory 
Surgery)

Endoscopy

Number of Units Outperforming in 
Each Quality Indicator Category

Specialty 
Practice

Specialty 
Practice

Oncology

PACU

Same Day/ 
Ambulatory 
Procedure

Hyperbaric

Cardiovascular 
(Services)

Infusion Center/ Unit

PSA

Same Day/ 
Ambulatory 
Procedure

Pre-Operative

ASU (Ambulatory 
Surgery)
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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: 

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

• The overall results for 2nd Quarter 2020.   

 
 

 

 

 

 

 

 

 

 

 

 

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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