Health Care Should be Patient Centered

The Institute of Medicine defines patient-centered as “providing care that is respectful of and responsive to individual
patient preferences, needs and values and ensuring that patient values guide all clinical decisions.”

The information in this section of the report comes from the opinions of patients. Patients’ opinions and experiences were
collected during July, August, and September 2004 using a confidential satisfaction survey used by all hospitals in
Vermont. The survey was developed by Press Ganey, Inc., a hationally recognized, independent hospital survey
company. The survey asks patients more than 40 questions about their hospital stay. Answers are reported in 11
categories, which are described below. Hospitals are compared to two categories of hospitals in the Press Ganey national
database: all hospitals, and similar hospitals (academic medical centers for Fletcher Allen Health Care, and hospitals of
similar sizes for the other hospitals).

Table Key:
XX The score for the hospital is significantly above the national hospital average (by at least 2 standard deviations above the national
average)
X The score for the hospital is not significantly different than the national average (within 2 standard deviations of the national
average)

¢ Means that the score for the hospital is significantly below the national hospital average
(by at least 2 standard deviations from the national average)
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http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/overall.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/admission.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/room.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/meals.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/nurses.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/tests_and_treatments.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/visitors_and_family.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/physician.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/discharge.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/personal_issues.pdf
http://www.bishca.state.vt.us/sites/default/ext/HRC/HRC_2005/Press_Ganey_data/overall_assessment.pdf

About the Rating Categories

Overall Hospital Rating — Average of all measures. Gives a snapshot of how satisfied patients were with their inpatient
care overall.
(return to table)

Admission Process — The time it took to complete the admission process and the courtesy of the admission staff.
(return to table)

Room Satisfaction — The appearance and cleanliness of the room, including temperature and noise levels, courtesy of
the cleaning staff, and whether the TV and call button worked
(return to table)

Meals — Includes the temperature and quality of food, the courtesy of the food staff, and how well a restricted diet was
explained.
(return to table)

Nurses — Includes nurses' friendliness, attitude, attention to patients' needs and pain, overall skill, and how well they
informed the patient.
(return to table)

Tests & Treatments — The patients' experience with hospital tests and treatments, including waiting time, courtesy and
skill of staff, and concern for patient comfort
(return to table)

Visitors & Family — How well the hospital did at making visitors and family feel at ease and comfortable during the
patient's stay
(return to table)

Physician — How much time the doctor spent with the patient, the doctor's skill, courtesy, concern for patient questions,
and responsiveness to patient pain
(return to table)

Discharge Process — Whether the patient felt ready to go home and the speed of the discharge process.
(return to table)

Personal Issues — How the patient was treated as a person including concern for privacy, concern for health problems,
pain control, how well emotional and spiritual needs were met, and the patient's involvement with treatment plans.
(return to table)

Overall Assessment of Hospital — The patient's total in-patient experience including the hospital's cheerfulness, overall
rating of care, and whether the patient would recommend the hospital to someone else.
(return to table)
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