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Overall Satisfaction with Quality of Care

based on a 5 point Likert Scale with 1" being poor and "'5"" being excellent
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*Crouse scores are statistically different from others in 2006 at .05
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Points of Interest

m 97 responses were received -3 commented that they did not work
closely with the hospital therefore they would not be able to answer
the questions. Therefore, N=94

m For the question “over the past 12 months, has the reputation of
Crouse Hospital in the community decreased, remained the same or
increased”-of those that answered (N=84) 76.19% reported the
reputation has increased while 23.81% reported it remained the same

m There are 78 questions with comparison from 2005-2006.
12(15.38%) experienced a negative change (.01-.23 point-average .09)
1 (1.28%) remained the same
65 (83.33%) experienced a positive change (.02-.51points-average .22)



Physician Satisfaction Survey Respondents by Department
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Top 10 Strengths

2001 2004 2005 2006 Rank in

Survey Questions Crouse Crouse Crouse Crouse 2005
Overall satisfaction of the services provided by the Intensivists X xX xX A new
Pharmacists are knowledgeable and helpful XX XX 4.11 4.38 7
Nursing staff is helpful and friendly to you. 3.58 3.92 3.98 4.37 new
Radiologists are helpful. 4.34 4.18 4.26 4.33 2
Caring behavior of the nursing staff to your patients and their families. 3.61 3.94 3.85 4.30 new
Overall satisfaction with pharmacokinetics service XX XX XX 4.29 new
Overall satisfaction with services provided Pharmacy XX XX 4.02 4.28 new
Overall quality of the medical staff. 4.08 4.14 4.17 4.28 3
Overall satisfaction with ICU Services. 4.07 4.17 4.10 4.24 10
Accuracy of results-Laboratory Services 3.84 3.97 411 4.23 6




Top 10 Opportunities for Improvement

2001 Crouse 2004 Crouse 2005 Crouse 2006 Crouse Rank in 2005
Survey Questions
Parking for patients/families. 2.97 2.79 2.75 2.52 1
Cleanliness of the Hospital. 2.46 2.86 2.97 3.23 2
Overall satisfaction with information
management processes within the 2.92 3.17 3.16 3.49 3
hospital.
Timeliness of the information made available 3.02 3.29 3.32 351 6
to you.
Ease of obtaln_lng clinical information regarding 299 317 3.04 353 5
your patients.
Overall harmony throughout the Hospital. 2.53 3.1 3.24 3.60 4
Comple_te.nes.s and accuracy of the patient’s 3.04 3.41 357 3.65 10
clinical information.
Administration is responsiveness to your
requests, concerns, and/or suggestions, 2.43 3.24 3.52 3.73 8
as well as to other physicians.
Availability of the Nurse Practitioners XX XX XX 3.75 new
Overall satisfaction with Crouse Testing Center
. XX XX XX 3.75 new
services
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All Questions

2001 | 2004 | 2005 | 2006 2001 | 2004 | 2005 | 2006

Survey Questions Crouse | Crouse [ Crouse | Crouse ll Other | Other | Other | Other
Patient Access
E:F:sggaagmlttmg a patient to the Hospital, your overall satisfaction with the 248 | 385 | 375 | 399 33 | 38 | 33 | 357
The Hospital provides mfnrmgtmn th.at E h;lpful and useful to the patient as 340 | 358 | 373 | 297 331 | 276 | 396 | a7
they plan and prepare for their hospitalization.
Emergency Services
Cwerall satisfaction with Emergency Services, 238 | B3 | 383 | 35 356 [ 365 | 342 | 341
Competency of the ED nursing staff a55 | 381 | 3595 | 400 385 | 374 | 354 ¥y
Caring behavior of the ED staff to your patients and their families. J41 | 387 | 350 | 409 ab 375 | 331 | 349
ED communications are complete and accurate. a80 | 377 | 377 | ALY 344 1 346 | 311 | 315 [0S
ED physicians are helpful. 355 | 353 | 3597 | 409 363 | 9Bd | 338 | 323
Owerall satisfaction of the care and serices pravided by the ED physicians. | 3589 | 385 [ 3595 | 4059 376 | 367 | d4b | 329
Nursing Staff Services
Cpnmderlng all Nursmg Units h.nw wauld you ra_te your overall satisfaction " " . 268 v . . 301
with the care and services provided by the nursing staff
Cwerall satisfaction with the care and services provided by the nursing staff. | 375 | 372 | 264 | 415 376 | 381 | 3BT v |00
Competency of the nursing staff. 484 | 375 | 3B | 418 382 | 372 | 470 w001
Caring behavior of the nursing staff to your patients and their families. akB1 | 384 | 385 | 430 I67 | 387 | 3B2 vy (0D
Communicationsdinfarmation sharing with you. a57 | 375 | 373 | 41b 3.67 a7 3.43 w001
Communicationsdfinfarmation sharing with your patients and their families. 434 | 381 | 3B | 414 367 | 3B7 | 351 ¥y (001
Mursing staff carrying out your arders in a timely manner. db3 | 353 | 356 | 405 371 | 389 | 354 wx (00T
Mursing staff does whatever they can to help you care for your patients. 403 | 367 | 373 | 411 a72 | 356 | 356 wwo (009
Mursing staff is helpful and friendly to you. 253 | 352 | 388 | 4457 346 | 378 | 3BT ki (001
Staff properly collects, handles, and prepares lab specimens for Lab 386 | K7 | 378 | 418 386 | 378 | 371 v (00
You have confidence in the nursing staff 294 | 368 | 373 | 421 42.85 | 36 | 353 #i (009




Nursing Questions by Unit

Survey Question ANI 481 581 6M 6Nl 6SI 71 /M ED ICU L&D NICU Peds RCC
Overall satisfaction with the care and semvices provided
by the nursing staff 422 422 405 417 404 382 45 4056 353 421 42 45 429 44
Competency of the nursing staff 432 432 4 42 406 34 41 41 4 431 433 458 42 44D
Caring behavior of the nursing staff to your patients and
their families. 432 44 43 46 436 416 44 425 406 423 433 45 429 454
Communications/infarmation sharing with you, A0a 424 41 44 427 a6n 44 406 3591 417 433 431 4245 44
Communications/infarmatian sharing with your patients
and their families, 407 420 4 44 42 387 44 355 388 413 433 458 407 443
Mursing staff carrying out your ardars in a timely
manner, JY2 416 36 44 381 36 45 38 388 418 420 454 407 454
Mursing staff does whatever they can ta help you care
for your patients. A04 42 39 4 405 384 41 41 357 418 4 44 407 45k
Mursing staff is helpful and friendly to you, 430 452 43 46 436 428 45 445 47 407 400 457 425 4BS
staff properly collects, handles, and prepares lab
spacimens for Lab analysis. 409 427 4 42 41 4 43 407 413 414 41 457 426 458
You have confidence in the nuraing staff 42 436 42 44 A0 584 43 41 409 423 472 453 421 456

Based on 5 point Likert scale



" A
All Questions

2001 | 2004 | 2005 | 2006 W 2001 | 2004 | 2005 | 2006

Survey Questions Crouse | Crouse | Crouse | Crouse | Other | Other | Other | Other
Nurse Practitioner Services
Overall satisfaction of the Nurse Practitioner senices 1 W we | 405 1 1K X 37
Clinical care delivered by the Murse Practitioners MY MY x| 41 Ny Ny x| 379
Ayailablity of the Nurse Practitioners MY MY x| 375 Ny Ny x| 3.5k
Timeliness of cammunication from Nurse Practitioners to you MY MY x| 405 Ny Ny w | 3h7
Murse Practitioners are helpful in the admission process My MY Xy | 393 Ny Ny o | 3.83
Lahoratory Services
Overall satisfaction with the Laboratory Semices. 340 | abG | 375 | 403 @ 352 | oB9 | 385 | o0k |05
Lab tum araund time of the Lab. 323 | 357 | 3b3 | 359 @ G344 | 363 | 374 | 377 (001
Communicatian of the rasults, 333 | 351 | 388 | 3¢ 14 | 389 | 374 | 379 (D05
Accuracy of results, Jod | 357 | 41 | 423 @ 571 | a7 | 400 | A3
Patholagists are helpful 403 | 409 | 410 [ 423 @ 367 | 371 | 379 | 386
Overall satisfaction of the services pravided by the Pathologists. 385 | 402 | 400 | 417 W 365 | 376 | 376 | 3.9
Radiology/Imaging Services
Owerall satisfaction with the Radiology Services. 406 | 41 | 389 | 402 @ 336 | 345 | 358 | 374
cheduling of your patients for Radiology Services. 387 | 347 | 3599 | 405 @ 536 | S4b | 3480 | 352
Caring behawior of the Radiolagy staff 3% | 359 | 391 | 413 @ 532 | 945 | 3480 | 33
Turn around time of the diagnostic semices. 309 | 343 | 370 | 380 @ 542 | 55 | 363 | GBS
Communication of the results. 382 | 382 | 357 | 38 145 | 347 | 343 | 546
Accuracy of results. 406 | 409 | 405 | 410 @ 568 | Jb3 | 357 | 364
Radiologists are helpful 434 | 418 | 426 | 433 @ 361 | 351 | 373 | 39
Overall satisfaction of the semices provided by the Radiologists 420 | 401 | 399 | 417 W 365 | 351 | 348 | 39




" A
All Questions

2001 | 2004 | 2005 | 2006 @ 2001 | 2004 | 2005 | 2006

Survey Questions Crouse | Crouse [Crouse | Crouse | Other | Other | Other | Other
Surgical-OR/Anesthesia Services
Cwverall gatisfaction with surgical services [OR staff 389 | 3582 | 5352 | 409 376 | 3582 | 3BY | 3E3
Ease of scheduling patients for surgery, 385 | 342 | 374 | 450 39 | 322 | 3k7 | 18
Cveralll satistaction with Crouse Testing Center services WK M x| 379 1 1 vy | 373
OR is properly equipped and supplied. 400 | 344 | 3580 | SED 379 | 335 | 386 | 189
Competency of OR staff Job | 394 | 380 | 350 @ 379 | 3BT [ 391 | 36
Cammunications by OR staff to patients’ families., 384 | 382 | 585 | 483 3B | 385 | 395 | 3k3
Team work in the OR suite, 352 | 39 | 375 | J0b6 @ 552 | 357 | J8B | 356
CRMAS are helpful WK M e | 413 1 1 xy | 379
Anesthesiologists are helpful, 3068 | 404 | 403 | 412 355 | 3480 | 400 | 384
Overall satisfaction with Anesthesia senices, 319 | 413 | 395 | 410 @ 375 | 371 [ 392 | 389
ICU Services
Overall satisfaction with ICU Semices. 407 | 417 | 410 | 424 b5 | 384 | 379 | 588
Cammunication/infarmatian (the intensivists) sharing with yau, 382 | 355 | 402 | 410 354 | 388 | 3b3 | 189
Campetency of ICU staff 426 | 422 | 428 | 431 362 4 379 |
Competency of Intensivists 3 HH x| 443 i o x| 411
Cverall gatisfaction of the semices provided by the Intensivists W Wi wx | 442 XX XX e | 41
Hospitalists Services
Cwverall satisfaction with the Hospitalist Semices. v | 401 | 398 | 392 vk | 374 | 400 | 376
Caompetence of Hospitalist physicians. vk | 400 | 405 | 353 vk | 389 | 400 | 341
Timeliness of the response by Hospitalists. wi | 407 | 400 | 353 k| 379 | 385 | 341
Cornmunications with your practice. v | 399 | 398 | 383 yx | 361 | 382 | 348




"
All Questions

2001 | 2004 | 2005 | 2006 2001 | 2004 | 2005 | 2006
Survey Questions Crouse | Crouse | Crouse | Crouse @l Other | Other | Other | Other

Information Management

Cwerall satisfaction with information management pracesses within the ago | 397 | 316 | 349 a8 | 3 | 377 | 261 loge

hospital.

Ease of obtaining clinical infarmation regarding your patients. 289 | 317 | 3244 | 3483 318 | 3586 | 379 | 353
Timeliness of the infarmation made available to you. J0 | 328 | 332 | 351 333 | 351 | 377 34
Completeness and accuracy of the patient's clinical infarmation. 324 | 341 | 357 | 3kS 337 | 3B | 379 | 3485
Helpfulness of Medical Records staff 3685 | 391 | 352 | 404 3588 | 374 | 406 | 409
Overall satisfaction of Medical Records Department. 333 | 386 | 380 | 385 366 | 379 | 388 | 407
Discharge Planning

Owerall satisfaction with the discharge planning process. 386 | 376 | 381 | 379 3483 | 384 | 369 3.7
Care coordinatars are helpful. 3b3 | 387 | 386 | 403 368 | 369 | 362 | 377
sacial Workers are helpful. 370 | 3593 | 353 KX 374 | 33 | 3h8b KX
Care coordination works closely with you in preparing your patients for 349 | 372 | 388 | 387 388 | AB7 | 389 | 3R3
Cther hospital staff appropriately assists with discharge planning. 359 | 372 | 384 | 380 388 | 386 | 372 | 373

Outpatient Services
Owerall satisfaction with registering patients for the Hospital's outpatient 385 | BB | 371 | 397 343 | 334 | 388 | 367

Cwerall satisfaction with outpatient services far Radiology. 374 | o4 | 353 | 414 34h 3482 | 3bb | 354 (005
Cwverall satisfaction with outpatient services for OT/PT/Speech Therapy. JB0 | 372 | 382 | 356 38 | 381 | 38Y | 307

Owverall satisfaction with outpatient serices for Surgical Services. JB0 | 379 | 354 | 361 348 | 352 | 383 3.7
Administration

Administration 1s readily accessible to you and other physicians. 281 | 347 | 378 | 393 3582 | 38 | 357 | 338

Administration communicates and shares infarmation openly and frequently | 255
to you and ather physicians.
Administration 1s effectively managing the current economic crisis. 233 | 34 XK XX 294 | 352 | 309 XX
ﬂxdmlnls.tratmn s responsiveness to your requests, concerns, andfor 243 394 | 352 | 373 597 | 347 | 397 | 3
suggestions, as well as to ather physicians.

339 | 371 | 29 3482 347 | 324 317




All Questions

2001 | 2004 | 2005 | 2006 @ 2001 | 2004 | 2005 | 2006

Survey Questions Crouse [ Crouse | Crouse [ Crouse @ Other | Other | Other | Other
Pharmacy Services
Pharmacists are knowledgeable and helpful XK T 411 | 438 XX v | 3597 | 412|005
Overall satisfaction with services pravided Pharmacy XX XX 402 | 428 KX ¥ | 389 | 39
Owerall satisfaction with the coumadin protocol 1 x| 412 | 405 1 x| 379 | 377
Cverall satisfaction with pharmacokinetics service XK T i 429 XX XX ¥ | 353
Overall gatisfaction with the heparin protocol i ¥ | 416 | 407 " i | 344 | 385
(ther Departments/Services (Inpatient)
Crverall satisfaction with the support provided by the Department of Quality
Improvement and/or Risk Management in addressing peer review, raot cause| 309 | 385 | 378 | 373 326 | 345 | 386 | 339
analysis, and other quality initiatives.
The Medical Aftairs staff is responsive to your needs. 318 | 3bB3 | 376 | 559 348 | 349 | 3b3 | 35
Cverall satisfaction with the Credentialing and Reappointment process. 335 | BB | 374 | 356 353 | 38B | 348 | 3R9
Cwverall satisfaction of the Medical Affairs Department. 325 | 371 | 378 | S50 385 | 4b | 352 | 144
Cverall satisfaction with services pravided by Dietitians. 353 | 3B | 374 | 559 343 | 3B9 | 379 | 3b
Civerall satisfaction with services pravided by Respiratory Therapists. 375 | 385 | 384 | 405 3b0 | 388 | 348 | 35
Crverall satisfaction with services pravided by OT/PT/sSpeech Therapy. 3f | 379 | 383 | 485 ab3 | JBb | 318 | 374
Overall satisfaction with serices provided by Pharmacy. 382 | 392 | 402 | 428 377 | 383 | 389 | 356
Miscellaneous
Cleanliness of the Hospital. 246 | 286 | 257 | 323 297 | 32 | 339 | 33
Farking for patients/families. 297 | 279 | 275 | 25 297 | 313 | 32 | 139
Cverall harmony thraughout the Hospital. 253 | 31 324 | 360 309 | 344 | 388 | 305 |0.07
Owerall guality of the medical staft. 405 | 414 | 417 | 428 361 | 377 | 363 | 363
Owerall satisfaction with the sevices and care provided by the hospital. 140 | 363 | 372 | 403 @ 343 | 371 | 3Bd | 345 (oOd




" A
Top 10 Physician Services/ Specialties

identified as needing increased coverage

eDermatology

Allergy

eDentistry

<Physical Medicine & Rehab
ePsychiatry

eFamily Medicine
ePulmonary

<Endocrinology

eGeriatrics

eNeurology

2.29
2.43
2.60
3.04
3.17
3.28
3.39
3.43
3.43
3.47
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