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Historical Summary
In the 2016 fiscal year, the Department of Radiology and Biomedical Imaging had
Press Ganey scores that were stagnant. We consistently underperformed in most
modalities. Our Patient Experience Forum took the initiative to start proactive projects,
including engaging front line staff to be a part of the solution. As the fiscal year progressed,
our Radiology Patient Experience Forum was completely restructured. We required each
modality to follow a new format established by the group leaders.

Methods
E-survey
Press Ganey e-survey was implemented during FY 2017 giving our patients a new and
improved way of providing real-time feedback to our staff on their experience in radiology.
Because of the convenience of this tool, we saw a large jump in the amount of surveys
returned to our areas for analysis.

Pre-appointment e-mails

Goals
--Increase Press Ganey scores to meet threshold by the end of FY 2017
--Address patient concerns in a more timely manner
--Increase overall patient satisfaction
--Give our patients a voice in the interventions taken to improve their care

Under the supervision of our
Nuclear Medicine Supervisor,
Jamie Sheehan, we began
sending pre-appointment
messages to all patients who
listed an e-mail address in EPIC.
This message included parking
directions, wayfinding tips, and
a venue for communication
if the patients had questions.
Throughout the fiscal year, 29,329 total e-mails were sent to
our patients (*noted start date of July 20, 2017).

Results

Post-appointment e-mails

Yale New Haven Health System uses a point scale in order to determine success when it
comes to the Press Ganey patient satisfaction surveys. Every department has a threshold,
target, and maximum value based on the previous fiscal year. With all the work done in
FY 17, The Department of Radiology was able to go from not being able to meet threshold,
to consistently performing at or above max on a monthly basis.

Jamie also began sending post-appointment thank you e-mails
to the same sampling of patients with e-mail addresses listed
in EPIC. In total, 95,944 e-mails were sent in the FY 2017.
Along with that, we heard from 3,908 of our patients with
both positive and negative feedback.
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Patient experience forum presentations
FY 18

Each modality pinpointed areas of improvement based on the feedback from our patients.
The teams initiated goals to improve overall patient satisfaction in their first presentation of
the fiscal year. On the follow up report out, the teams reported back on their action items,
and how they affected the patient experience.

Newsletters

Impact on the Patient Experience
The numbers are one way of showing our progress, but our patients’ voices cannot be
captured with data. Throughout FY 2017, our patients sent us thousands of responses
via e-mail describing the wonderful experiences they had throughout our 16 radiology
sites across the state. With direct access to our radiology managers, the post visit e-mail
tool gave our patients a voice. They were able to communicate both positive and negative
experiences in a quick and stress free venue. Our managers took the time to respond to
EVERY e-mail they received.

Each modality team created a newsletter related to activities occurring around the
department. Along with staff information, some of our areas even created a newsletter
for the waiting room for patients to enjoy.

The Voice of a Patient...
“I have been coming for yearly MRIs for 12 years. I have seen the Hospital grow and
expand. This time, I had an 18 month break in-between. I noticed quite a difference in
this time. I received specific instructions as to where to park and where to enter with
pictures of these spots, via messaging regarding my appointment. The valet parking
offered, and mentioned in my earlier messages, was nonexistent. I really appreciate the
direct entrance at 801 Howard. Wandering the basement hallways was always a stressor,
both before and after the MRI. To enter right into the office was such a relief. Thank you
for the improvements made, they are well noticed, and thank you for the people you hire
that take care of everyone.”

Parking validations
In FY 17, The Department of Radiology and Biomedical
Imaging decided to standardize valet parking prices for
all of our patients. We began a program to have our
patients pay a $4 flat rate for valet parking when they
use any of our services. This was accomplished by
creating a custom voucher to give to all patients at the
time of registration.
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