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Crossroads Group
Patient Satisfaction & Experience Surveys

Statistically significant sample size

No respondent bias

Random sampling

Conducted in many languages

Done telephonically in real time

PCMH recognized reporting

Real-time service recovery reporting and alerts

Real-time comprehensive reporting dashboard and benchmarking

Individual provider scorecards with balanced sampling across providers
(ensuring all providers receive the same number of completed surveys for
score comparisons)
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IHC’s Overall Patient Satisfaction Results

Timeframe

NPS Score 81 88
Number of 404 342
Respondents

NPS is calculated based on responses to:
"How likely is it that you would recommend
our practice to friends/family?“ Responses
of 9 or 10 are called "Promoters", 0-6 are
called "Detractors", 7 or 8 are deemed
"Neutral". NPS = %Promoters - % Detractors

*Does not include December 2022

86.9% 85.9% 89.5% 83%
245 85 88 88

NET PROMOTER SCORE (NPS) ANALYSIS

Needs Improvement Good Gre: Excellent
(-100 - 0) (0-30) (30-70) (70 -100)



Sample Distribution Summary | Q3 2024

In Q3 2024, 90 surveys were completed by phone. Below is a breakdown of the survey distribution.

Sample Distribution By-Encounter Method

Percentages and Replies
Current Quarter

Current Quarter

Encounter Method

In-person 88.9,80
Video 7.8,
Telephone 33,3

0.0 20.0 40.0 60.0 80.0 100.0
Frequency (%)

Sample Distribution By-Age
Percentages and Replies
Current Quarter

Current Quarter

Age

Under 12
18-34

35-54

55-64

65 and over

36.7, 33

0.0 20.0 40.0 60.0 80.0 100.0
Frequency (%)

Sample Distribution By-Provider Type

Percentages and Replies
Current Quarter

Current Quarter
Provider Type
NP W 833,75
MD 6.7, 15
OiO 20I.O 4OI.O 6OI.O 8CII.O 100.0

Frequency (%)

Sample Distribution By-Language

Percentages and Replies
Current Quarter

Current Quarter

Language of Interview

English

60.0, 54
Portuguese 40.0, 36

0.0 200 40.0 60.0 80.0 100.0
Frequency (%)




Overall Satisfaction | Q3 2024

Q: Overall, how would you rate your most recent experience with Island Health Care?

Overall Satisfaction Scores By-Encounter Method Overall Satisfaction Scores By-Provider Type
Mean Scores and Replies Mean Scores and Replies
Current Quarter Current Quarter

Overall Satisfaction . .
Overall Satisfaction

Mean

Mean
In-person
Video NP 96.3,|74
Telephone MD 96.7| 15
Overall Overall 96.3,(89
I T T T T T ! ! ! ! !
700 750 800 80 900 950 1000 700 750 800 850 900 950  100.0

Mean Mean



Referral Intentions | Q3 2024

Q: Using any number from O to 10, where O is the least likely and 10 is the most likely, what is the likelihood that you will
recommend the center to others, either by word of mouth or on the internet or social media?

Referral Intention Scores By-Encounter Method

Mean Scores and Replies
Current Quarter

Referral Intentions 10pt

Mean

In-person 96,79

Video A7

Telephone | |70}

Overall 9|5, 88
0.0 20 40 6.0 8.0 10.0

Mean

Referral Intention Scores By-Provider Type

Mean Scores and Replies
Current Quarter

Referral Intentions 10pt

Mean
NP 96,73
MD 9.1/15
Overall 9/5, 88
I I I I
0.0 2.0 4.0 6.0 8.0 10.0

Mean



Patient Satisfaction Scores | Q3 2024

Patient Satisfaction Scores Ranking

Mean Scores and Counts
Current Quarter

Current Quarter
IHC Core Satisfaction

Provider Respect
Provider Listening
Provider Explanation
Overall Satisfaction

Phone Attendant Courtesy & Helpfulness

Provider Asst. Courtesy & Helpfulness
Quality of Care

Staff Worked Well Together

Provider Knowledge of Health History
Reception Staff Courtesy & Helpfulness
Interpreter Satisfaction

Appointment Wait

IHC Core Satisfaction

75.0 80.0 85.0 90.0 95.0 100.0

Current Quarter vs Previous Quarter

Overall Satisfaction

Phone Attendant Courtesy & Helpfulness
Appointment Wait

Reception Staff Courtesy & Helpfulness
Provider Asst. Courtesy & Helpfulness
Provider Listening

Provider Explanation

Provider Respect

Provider Knowledge of Health History
Quality of Care

Staff Worked Well Together

Interpreter Satisfaction

Patient Satisfaction Scores

Net Mean Score Change
Current vs. Previous Quarter Comparison

?

-0.1

0.9
0.5

26

19

-10.0 -5.0

Highlight indicates score changes are statistically significant at a 68% confidence level

0.0

Difference in Mean

50

10.0



Patient Experience Scores | Q3 2024

Patient Experience Scores Ranking
Percentage "Yes" Scores and Counts Patient Experience Scores
Current Quarter Net Percentage "Yes" Score Change
Current vs. Previous Quarter Comparison

Current Quarter

IHC Core Experience Current Quarter vs Previous Quarter

Nurse Addressed Questions? 97.8%, 46 Nurse Addressed Questions? . -0.1% ‘ ‘ |
Provider Involved You in Healthcare Decisions? )6.6%, 89 Provider Involved You in Healthcare Decisions? | 7.00%
Preferred Learning Style Accessible at IHC? 93.8%, 81  Problems or Causes of Worry or Stress Discussed? (6m) -2.7%
Problems or Causes of Worry or Stress Discussed? (6m) Preferred Learning Style Accessible at IHC? -5.0%
Aware of Sliding Fee Program? : 6.5%, 85 Aware of Sliding Fee Program? 2.4%
0.0 20.0 40.0 60.0 80.0 100.0 -6.0 -4.0 -2.0 0.0 2.0 4.0 6.0 8.0
Top Box Difference in Top Box

Highlight indicates score changes are statistically significant at a 68% confidence level



