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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

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

Timeframe 2021 2022* 2023 Q1 

2024

Q2 

2024

Q3 

2024

Q4 

2024

NPS Score 81 88 86.9% 85.9% 89.5% 83%

Number of 

Respondents

404 342 245 85 88 88

*Does not include December 2022



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



Overall Satisfaction | Q3 2024
Q: Overall, how would you rate your most recent experience with Island Health Care?



Referral Intentions | Q3 2024
Q: Using any number from 0 to 10, where 0 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?



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

Patient Satisfaction Scores | Q3 2024



Patient Experience Scores | Q3 2024

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


