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Overview / Outline

This presentation will cover:

* The purpose and history of the Maine Health
Management Coalition’s public reporting efforts

* An overview of the current GetBetterMaine website

» Upcoming metrics — including patient experience

¢ CG-CAHPS report dissemination

* Issues and challenges in reporting patient experience
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Defining Our Purpose

GetBetterMaine.org serves 3 purposes...
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MHMC.info ~ 1998-2002
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MHMC.info ~ 2003-2009

Maine Doctor Ratings

Find out which Maine doctors do the best.

“‘ View Results
Doctor Ratings Explained

In 2003 we switched to Blue
Ribbon Ratings and pie charts
Measures based on ‘home grown’
office systems survey and HEDIS
type claims reporting

In 2006 some large plan sponsors
began using ratings to tier

hospitals

« [n 2007 they began to tier primary
care providers 5
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GetBetterMaine.org ~ 2010-present
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i G i « With financial

o [ e s - support from RWJF
Notsuro how f s i ska? and technical
Check ot this tutorial from the Malne State =
Patient Experience Matters! e ool assistance from AIR,
Find out how patients like you fated Maine Hospitals Gl e s end we built and
o consumer tested
() COMPARE DOCTORS | Find quality doctors and hospitale in Maine. GetBetterMaine.Qfg
- g —T— - The site included
s i Dot | e Primary Care,
1 Doctar or practice pame Wi 10 e of 3 s i
Ratod fo 4 el condtions _ S ! Pediatric,
oo - puen Orthopedic,
a !

Cardiology, and
Hospital Ratings ¢

Maine Health Management Coalition | Maine Health Management Coalition-Foundation
11 Bowdoin Mill Island, Suite 260 | Topsham, ME 04086 | (207) 899-1971 | www.mehmc.org | www.getbettermaine.org




GetBetterMaine.org
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GetBetterivaine
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Proposed CG-CAHPS Benchmarks

Best > >90% Statewide

3_,._--'-'-""%\__etter > 70%-89%
Statewide
Good > <69% Statewide

OR
Participation*

*Starting July 2015, less than 50% will be Low 9
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Communicating Benchmarks

Pationt Experience
Whas peterts say abOU the Fracice
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Access to Care oo o2 Best Good
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Cveras Doctor ating b ) Better Good il their 1o 0 and
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Better - Based on patient survey results, this
practice scored higher than 70%, but lower than the
top 10% of practices in Maine.
Best - Based on patient survey results, this practice
scored in the top 10% of practices in Maine.
N

For more fnf on how we ped our
ratings, check out our Practice Rating Methodology
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Future GBM Rating Page
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Outcomes Drilldown

Shady Grove Healthcare - Uses treatments proven to be effective
Overall Score
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Safety Drilldown

Mathads usad in this offics to prevent madical arors:

Systems to track and keap currant on your care
Secure electronic sharing of health records with your
other providers

E bing to raduce BT

Allows necess i your slactmonle persansl health record
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Patient Experience Drill Down

Shady Grove Healthcare - Patient survey results

Overall Score

@st

Hevw patiants have ratad their axparisnces:

Timely appoiniments, care and information

Helplul, courfeous and respectiul office stall
Communicates charly with pationts

Avernge oversll doctor rating
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Practice Info Drilldown

Shady Grove Healthcare - Practice Info

Denctions
e Hours:
WWIE: 800 am - 400 pm
T/TH: 900 am - 7:00 pm
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Report Dissemination

» Working with employers/plan sponsors to promote
the new ratings

» Working with Area Agencies on Aging, AARP,
Consumer Reports, and other consumer
organizations to encourage use of the site

* Press releases to local media outlets

» Targeted advertising with Google Adwords

» Social Media

* Newsletters
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Obtaining Future Data

» Going forward, practices will be encouraged to
continue measuring patient experience using
CAHPS surveys

* Results will be reported to the National CAHPS
database by the practice’s survey vendor

» Data Use Agreements have been put in place to
allow for data feeds on specified Maine practices
to be sent directly to the Coalition

» Direct feeds create an easier pathway for reporting
for both the practices and the Coalition

17

Maine Health Management Coalition | Maine Health Management Coalition-Foundation
11 Bowdoin Mill Island, Suite 260 | Topsham, ME 04086 | (207) 899-1971 | www.mehmc.org | www.getbettermaine.org

Issues and Challenges

Inexperience with CAHPS Vendors
* No hospital support or pre-existing arrangements with vendors
» Lack of knowledge regarding survey process
» Lack of funds to support hiring a survey vendor.

How do we rate practices that did not participate in the

survey?
» ‘Did Not Report’ has a negative connotation for consumers
* Nothing pejorative will be used in the first year
» Blank spots make our website seem broken/unhelpful, but we are
using them for the first year
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Issues and Challenges (con't)

Word Icons vs. Percentages for drilldown scores
* Which is more consumer friendly?

»  Which does the PTE Steering Committee prefer (multi-stakeholder
process)

Sustainability

* Wil state funding exist for another round of surveys?
*  Will we accept non-CAHPS surveys going forward?
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Key Take-Aways for AF4Q/CVEs

Start Small

We began our patient experience initiative with three pilot practices.

* The pilot program gave us insight into how we would report Patient
Experience, and what sorts of challenges we might face going into the
larger program

Results Will Vary
e In Maine the scores were lower than we expected

* We were forced to create our own cut-points for ratings based on state
specific data
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Key Take-Aways for AF4Q/CVEs

Communicate, Communicate, Communicate

* Unlike hospitals, who have been reporting on Patient
Experience for years, practices may be unfamiliar with patient
surveying tools and vendors

 If financial assistance exists, make sure practices know about
it. Many cannot afford to conduct surveys themselves

e Set clear guidelines on how the information will be used and
reported on. Communicate with stakeholders to reach
consensus on what the fairest way to report is
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