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Agenda 

 About Press Ganey 

 Our Solutions 

 Improvement 
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Measuring What Matters 
to Improve the 
Patient Experience 

OUR GOAL: 

Alleviate 
suffering by 
responding to 
inherent 
patient needs 

OUR GOAL: 

Prevent 
suffering by 
optimising 
care delivery 
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Press Ganey Influence – International 

Press Ganey Associates has the largest patient experience comparative 
database in the world including international clients across 18 
countries.  

http://www.google.com/url?url=http://en.wikipedia.org/wiki/Mayo_Clinic&rct=j&frm=1&q=&esrc=s&sa=U&ei=1fkbVeGhKIWfNqXrgSg&ved=0CBoQ9QEwAg&usg=AFQjCNH8CKnk7HV82g9fvH8nI89HYT_kUQ
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Press Ganey Influence - Australia 
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Press Ganey Solutions 

 Patient Voice  - validated, externally benchmarked, post-visit, patient 
experience surveys across the continuum of care. 
 
 

 Employee & Doctor Engagement  - measuring and improving employee and 
doctor engagement. 

 
 
 Point of Care System: real-time feedback and reporting captured  
     via a smart device at the point of care. 
 
 
 
 Patient Reported Outcome Measures: 

 
 

 Nursing measures with benchmarks from 2,000+ hospitals  
    and 20,000+ units including 42 VAMCs. 
 

 
 Consulting: Led by Dr James Merlino and his “Service Fanatics” vision. 
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Crosswalk to National Standards 



8 
© 2015 Press Ganey Associates Pty Ltd. 

Australian Patient Experience 
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Australian Inpatient Experience 
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Australian Inpatient Experience 
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Australian Inpatient Experience 
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Impact on Perceptions – Unit Manager Validation 
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Survey Process Overview 
Post-Visit Surveys 
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Validated Surveys 

Patient 
Experience 

Surveys Across the Continuum of Care  

 Inpatient 
 Inpatient Rehabilitation 
 Inpatient Paediatric 
 Inpatient Mental Health  
 Emergency Department  
 Day Surgery  
 Outpatient Services 
 

 

Data Collection: Mail, Phone, E-Mail, Internet, Point of Service, Personal Interview 

 Palliative Care  
 Employee Engagement 
 Doctor Engagement 
 Home Health 
 Community Health 
 Residential Aged Care  
 Medical Practice  

Surveys can be customised to suit specific needs 

Standard questions can be externally benchmarked (AU or International) 
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Quality of Experience vs Consistency of Experience 

 Press Ganey’s survey is designed to assess the quality of an event in 
addition to HCAHPS which measures the frequency or consistency of that 
event. 

 
 A client may score well on the frequency of an experience but the Press 

Ganey questions and comments may reveal the quality of that experience 
was poor (e.g., nurse always arriving in a timely fashion, but her 
attitude may have been poor). 
 

 Clients who use the integrated survey outperform HCAHPS-only clients 
on every HCAHPS domain. 
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Communication About Medicines 

How Well 

How Often 

How Often        vs         How Well 

How often did hospital staff tell you what the medicine 
was for? 

I clearly understood the purpose for taking each of my 
medications 
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The Survey Process 

PG receives 
patient data 

PG cleans, 
samples & 
distributes 
surveys 

PG receives & 
collates 

responses 

PG prepares 
reports 

(quantitative & 
qualitative) 

PG provides 
post-survey 

support  
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Employee Engagement 

Make the best organisational decisions to attract and retain talent, boost 
productivity and build a patient-centred culture.  
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The Improvement Process 
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Quantitative Analysis 
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Qualitative Analysis – Comments Reporting 
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Post-Survey Support & Solutions 
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Online Analysis & Resources 
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Support Documents – Guides, Solutions & Action Plans 
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Inpatient Beds  = 1,367  (94% occupancy) 70,000 Inpatients 
 
Emergency Department = 72,000 annual presentations 
 
Day Surgery  = 43,000 annual DS operations 

Transformation in 9 Months 
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Outpatient Services = 890,000 annual presentations 
     34 clinics 3,440 patients seen per day 



27 
© 2015 Press Ganey Associates Pty Ltd. 

Transformation in 9 Months 
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Transformation in 9 Months 
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Transformation in 9 Months 



© 2015 Press Ganey Associates Pty Ltd. 

Thank you! 

Amanda Byers RN 
Chief Executive Officer 
Press Ganey (AU/NZ/Asia) 
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