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2020 GHCA Fall Survey Reports

Agenda

« 2020 Georgia Reports

 New Surveys

 NPS

» Using your data — what’s next?
 GHCA QIP Program

* (Questions?
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What is important to Customers and Staff?

 Belief survey is confidential
Belief action will be taken

« Convenience

Post-Survey Follow Up

Communication is the most critical step to the success of our
survey and response rate
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Survey Questionnaire




Resident/Family

* 12 Questions

* 4 pt. scale
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HEALTH

| SURVEY INSTRUCTIONS |

Please answer the following questions about
your experience.

1. Does staff really care about you?
No
Yes, somewhat
Yes, mostly
Yes, definitely

2. Does staff listen to you?
No
Yes, somewhat
Yes, mostly
Yes, definitely

3. Does staff respect your personal choices and
preferences?
No
Yes, somewhat
Yes, mostly
Yes, definitely

4. Are staff aware of your important health needs?
No
Yes, somewhat
Yes, mostly
Yes, definitely

5. Does the staff have the training and knowledge
to meet your care needs?
No
Yes, somewhat
Yes, mostly
Yes, definitely

6. Are your concerns responded to in a timely
manner?
No
Yes, somewhat
Yes, mostly
Yes, definitely

7. Are you treated with courtesy and respect?
No
Yes, somewhat
Yes, mostly
Yes, definitely

8. Are you kept informed about services and care?
No
Yes, somewhat
Yes, mostly
Yes, definitely

9. Do you trust the staff?
No
Yes, somewhat
Yes, mostly
Yes, definitely

10. Is the dining experience enjoyable?
No
Yes, somewhat
Yes, mostly
Yes, definitely

11. Do activities, services, and programs support
your health and wellbeing?
No
Yes, somewhat
Yes, mostly
Yes, definitely

12. Do you feel safe and secure here?
No
Yes, somewhat
Yes, mostly
Yes, definitely

2026



Resident/Family

* CoreQ)
* NPS
* Open End
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[CVERALL IMPRESSIONS ]

[ADDITIONAL QUESTIONS |

-

The following three questions are part of a
national initiative to measure the quality of
skilled nursing care centers.
13. In recommending this facility to your friends
and family, how would you rate it overall?
- Poor

- Average

- Good

- Wery Good
- Excellent

14. Owverall, how would you rate the staff?
- Poor
- Average
- Good
+ Very Good
- Excellent
15. How would you rate the care you receive?
- Poor
- Average
- Good
+ Very Good
- Excellent

| OVERALL RATING |
16. How likely would yvou be to recommend this
facnny to your family and friends?
- 0 Not at all likely

[=l-R N L SN S

- 10 Extremely Likely

17. What else would you like to say about your
experience?

18. Did someone help you complete this survey?
- Yes
© No » Thank you. Please return the
completed survey in the postage-paid
envelope.

19. How did that person help you? Select all that apply.
- Read the questions to me
© Wrote down the answers | gave
- Answered the questions for me
+ Translated the guestions into my language
- Helped in some other way
+ Mo one helped me complete this survey

THANK YOU!
Please return the completed survey in the
postage-paid envelope.

Mail the completed survey to: NRC Health
Survey Processing Center, PO Box 82660,
Lincoln, NE 68501-2660. NRC Health phone: 1-
800-T33-6714.

‘& NRC Health, All Rights Reserved

December 9, 202®



Employee
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12 Questions
4 pt Scale
NPS

Open end

EMFLOYEE

1. Does this work environment inspire you to do your
best work 2823
£ Neo
7 Yes, somewhat
3 Yes, mostly
4 Yes, definitely

2. Atwork, are you able to do your best every day?soan
£ Neo

2 Yes, somewhat
1 Yes, mostly
4 Yes, definitely

3. Do you have great relationships with the people you
work with 25474
1 No
2 Yes, somewhat
3 Yes, mostly
4 Yes, definitely

4. Do the people you work with treat each other with
re: f5aEd

1 No

2 Yes, somewhat

3 Yes, mostly

4 Yes, definitely

5 Do you have the training and support you need to
do your job effectivelys0zsg
T No

2 Yes, somewhat
i Yes, mostly
4 Yes, definitely

6. Does the person to whom you report create
opportunities for your professional growth?sa742
T No

2 Yes, somewhat
i Yes, mostly
4 Yes, definitely

7. Is there effective communication among the people
you work with %0312
T No
2 Yes, somewhat
1 Yes, mostly
4 Yes, definitely

mail the completed survey to:
NRC Health

Survey Processing Center
PO BOX 82660
Lincoln. NE 68501-2660
1-800-733-68714

8. Do you have the equipment and supplies you need
to provide effective care for your residents?s0312
1 No
2 Yes, somewhat
3 Yes, mostly
4 Yes, definitely
9. Are workloads reasonable?az7
1 No
2 Yes, somewhat

3 Yes, mostly
4 Yes, definitely

10. Is there consistency in work processes among co-
workers when providing care o314
1 No

2 Yes, somewhat

3 Yes, mostly

4. Yes, definitely

11. Does this organization value its employees?aax
1 No

2 Yes, somewhat
3 Yes, mostly
4 Yes, definitely

12. Where 0 is the least likely and 10 is the most likely,
how likely are you to recommend this organization to
others as a place to work 2273
5 i

0 Nota
1
i 2 13. Ts there anything else you would like to say
p 3 about your experience with this organization?
55
i 6
T
2 8
39
10 10 Extn




Trending

* CoreQ)
* Crosswalk
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No, Yes somewhat, Yes mostly, Yes
1 Does staff really care about you? Sefintely v Similar 7 The staffs care and concem for you Excellent, Good, Fair, Paor
] No, Yes somewhat, Yes mostly, Yes
2 Does staff listen to you? defintely No Match n/a nia
3 Does staff respect your personal choices  [No, Yes somewhat, Yes mostly, Yes J Meet o d orefe
and preferences? definitely Similar £ELINg your choices and preferences Excellent, Good, Fair, Poor
n Are staff aware of your important health  [No, Yes somewhat, Yes mostly, Yes wa wa
neads? definitely No Match
No, Yes somewhat, Yes mostly, Yes
5 Do you trust the staff? defintely No Match nla nla nla
6 Are your concems addressed in atimely  [No, Yes somewhat, Yes mostly, Yes » 8 Managements responsiveness to your Excellent. Good, Fair, Poor
manner? definitely Similar suggestions and concerns
] Mo, Yes somewhat, Yes mostly, Yes
oMo, \ \ o
Are you treated with courtesy and respect? defitely Similar 2 The respect shown to you by staff Excellent, Good, Fair, Poor
8 Are you kept informed about senices and  [No, Yes somewhat, Yes mostly, Yes il 5 Keeping you and your family informed about Excellent, Good, Fair, Por
care? definitely Similar vou
Do activities, senices, and programs No, Yes somewhat, Yes mostly, Yes . "
9 suooort vour health and wellbsing? defintely Similar 3 (Offering you meaningful activities Excellent, Good, Fair, Poor
No, Yes somewhat, Yes mostly, Yes
o \ \ , o
10 Do you feel safe and secure here defintely Similar 9 How safe it is for you Excellent, Good, Fair, Poor
) . No, Yes somewhat, Yes mostly, Yes .
1 Is the dining experience enjoyable? defintely Similar 10 How Enjoyable the dining experience is Excellent, Good, Fair, Poor
In recommending this facility to your ] '
12 friends and family, how would you rate it |Poor, Average, Good, Very Gaad, Excellent 13 In recommending this acilty to your fiends  |Poor, Average, Good, Very Good,
. and family, how would you rate it overall? Excellent
overall? Matching
Poor, Average, Good, Very Good,
13 Overall, how would you rate the staff? Poor, Average, Good, Very Good, Excellent Matching 14 Overall, how would you rate the staff? Excollent
Poor, Average, Good, Very Good,
14 How would you rate the care you receive? |Poor, Average, Good, Very Good, Excellent Matching 15 How would you rate the care you receive? Excellent
15 ?Ld su;]eone help you complete his Yes or No Matching 15 Did someone help you complete this sunvey?  [Yes or No
Read, Wrote, Answered, Translated, Helped Read, Wrote, Answered, Translated,
16 How did that person help you? in ather wa Matching 1 How did that person help you? Heloed in ather wa
How likety would you be to recommend - . What is your recommendation of this
i this facility to vour family and fiends? Likely 000 Similar ? community to athers Bxcallert, Good, Fat, Poor
18 VWhat else would you lie o say abaut Open Question N/A 18 Any other comments or suggestions Open Questions
vour experience?




Resident Reports




R
Resident Net Promotor Score

How likely would you be to recommend this facility to your family and friends?
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Measuring Loyalty — Net Promoter Score (NPS)
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WHAT IS IT?

A Net Promoter Score ® (NPS)' is a simple, easy to measure, singular metric that can be used to
track customer loyalty. The score is driven off of the following “likelihood to recommend” question:

How likely would you be to recommend this facility to your family and friends?
O—Notatalllikely 1 2 3 4 5 6 7 8 9 10— Extremely likely

Based on their response, each consumer can be categorized into one of three groups - Promoters,
Passives, and Detractors.

Promoters (9 or 10)

Promoters are loyal and enthusiastic. Likely to remain over time, refer to others, and generally more
pleasant to interact with.

Passives (7 or 8)

This group is satisfied—for now. Their likelihood for repeat visits or referrals to others is lower than
that of promoters. They may defect to competition.

Detractors (0 to 6)

DETRACTORS PASSIVES PROMOTERS
Detractors are unhappy. Accounting for \ \
majority of negative word-of-mouth, they — = - D
have high rates of defection. Their ' ' w w ' “
criticisms diminish a company’s
reputation. § g g Toptag ot g g @ S

An NPS is calculated by subtracting %
detractors from % promoters.

38% 60% 22%
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Net Promoter Score (NPS)

DETRACTORS PASSIVES PROMDTERS.
e © 6 & & o o (s o 0 o
|Recommendationtofamilyand friendsl ' ' ' ' ' ' '| w w w w
| 0 [ 1% |= e e & T
0 1 2 3 4 5 6 8 9 10
I 1 | 0% |
| z |
| 3 | 1% | = 23.07
I 4 | 0% |
I 5 | 1% |
| 6 [ 2% |=—
I 7 | 4% I} 24.6%
| 8 [ 10%
| 9 | 14% |} 08 9%
| 10 | 65% |

Net Promoter Score — % Promoters —

28.2 51.8% 23.6%
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Survey Facility

CoreQ

Year

‘ SNF - Resident - SNF Resident

~ | [2020

SNF-R_AHCA: Qverall care rating

80.0%

60.0%

40.0%

Positive Scare

20.0%

0.0%

SNF-R_AHCA: Overall care rating
SNF-R_AHCA: Qverall staff rating

SMF-R_AHCA: Rate recommendation overall

nrc
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SNF-R_AHCA: Qverall staff rating

Response Breakdown

Excellent Very Good Good
25% 25% 25%
28% 25% 25%
28% 30% 23%

SNF-R_AHCA: Rate recommendation overall

Average Poor
13% 3%
13% 3%
13% 4%

December 9, 2020

13
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Presentation Notes
81% top3 box


| | [ O[T —— All Questions

HEALTH
Survey Facility Year
| SMF - Resident - SNF Resident - | 2020

SNF-R: Feel safe, secure 21%

SNF-R: Treated with courtesy and respect 27%
SNF-R: Staff trustworthy 26%
SNF-R- Staff i= aware of key needs 28%

SMNF-R: Staff training and knowledge meet needs

SMNF-R: Staff really cares for me

SNF-R: Kept informed of care, service

W
=1
2

SNF-R: Respect my choices preferences

SNF-R: Staff listens to you

SNF-R: Concerns responded to timely

SNF-R: Dining is enjoyable 29%%

SNF-R: Service supports wellbeing 28%

SNF-R: Had help completing survey

[ ] Yes, definitely Yes, mostly [ | Yes, somewhat M no
* all percentapes might not total 100% due to rounding

'an December 9, 2020 14
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Priority Table

MEaLTH
Survey Facility Year
| snF - Resicent - SNF Resigent ~ | [z020 -

Priority

Low Positive % and High Correlation

High Positive % and High Correlation

Low Positive % and Low Correlation

High Positive % and Low Correlation

. Low Positive % and High Correlation

Question ID

55706

55857

60315

60318

55716

59685

55700

55653

55721

55692

55710

55680

. High Positive % and High Correlation

Question ShortText

SNF-R:

SNF-R:

SNF-R:

SNF-R:

SMNF-R:

SNF-R:

SNF-R:

SNF-R:

SNF-R:

SNF-R:

SNF-R:

SNF-R:

Respect my choices preferences

Staff listens to you

Concerns responded to timely

: Staff training and knowledge meet needs

: Feel safe, secure

Treated with courtesy and respect

Staff really cares for me

Staff trustwarthy

: Dining is enjoyable

Service supports wellbeing

Kept informed of care, service

Staff is aware of key needs

. Low Positive %2 and Low Correlation

Positive % Respondent n-size Correlation to Overall Rating

. High Positive % and Low Correlation

nrc
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December 9, 2020



Resident Response Rate

| ] O PR——

Response Rate

Survey Facility % Year

|50 - Resicent- SNF Resicent v | [z020 -
Distributed Surveys Undeliverable n-size Returned Surveys Response Rate Facilities Participating

2020 | SNF - Resident - SNF Resident 13,557 2,127 5,022 78.7%

277

nrc

HEALTH

December 9, 2020 16



Comment Summary

Survey Facility

Year
SMF - Resident - SMF Resident v | 2020 A
. Positive MNeutral . MNegative . Both
Comment Category
Dietary/servce | NN I
accass/Coord of care [ NN Comment Category: Dietary/Service

Respact o e S moenk eoee ot
Distinct count of Comment 1D: 58
Murse/Nurse aide _
Physical Comfaort _
activities |
Housekeeping/Room -—
Emotional Suppart -
Families/Friends l-
Positive Recognition -
Information/Education [
Doctor/Physician -
Medication/Prescrip -
Social Services [
Religion I
Billing/Accounting I
Threat to Leave | 4
Continuity/Transition |
Radiology l
Cardiology | 2

Admit/Registration | 1

o 50 100 150 200 250 200 350 400 450 500 550 600 650 700 750 200 850 900 950 1000 1050 1100 1150 1200
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December 9, 2020 17



Family Reports




Family Net Promotor Score

How likely would you be to recommend this facility to your family and friends?

2,400
2,266
2,200
2,000
1,800
1,600
22.6%
Passi
Bssive a P
c
50.0 % e
NPS € 1000
13.7% B1G
e ater 63.7% 800 723
Promoter
G600
ada 372
193 208
=5 48 s a2
o . == o= ——=] =] -
in 9 B r B 5 4 3 2 1 D Mot at all
Extremely [ikely

Likely

'an December 9, 2020 19
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Survey Facility
SNF - Family - SHF Farmsly

CoreQ

2020

AHCA: Dverall care rating

5O 0%

Positive Score

Excelbernt
SNF-F_AHCA: Dwerall care rating 41%
SMF-F_AHCA: Overall staff rating 40%
SMF-F_AMCA- Rate recommend ation owerall 41%

* all pereentages might nat total 100% due to rounding

nrc
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SHF-F_AHCA: Owerall statf rating

Response Breakdown

Very Good Good
4% 16%
34w 16%
daw 15%

F-F_AHCA: Rate recommendation overal

Average Poar
7% 2%
796 1%
% 2%

December 9, 2020

20
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NINC | s

P
Suruey Facility
SMF - Family - SMF Family
SNF-F: Treated with courtesy and respect
SNF-F: Loved one safe and secure
SKF-F: Keep inform of loved ones care
SNF-F: Staff aware loved ones needs
SHNF-F: Staff brustwaorthy
SHF-F: Staff really cares-loved one
SMF-F: Staff training and knowledge meet neads
SHIF-F: Staff listens to you
SNF-F: Respect for choice/preference
SMF-F: Concarns résponded totimely
SMF-F: Support loved one's health and wellbeing
SNF-F: Dining is enjoyable

B res, definitely Yes, mostly
* all pereentages might nat tetal 100% dus to reunding

All Questions

=
"
B

3

Put
3
#

H

“|||‘
3

§

31%

21%

31%

i

§

B ves, somewhat B no

December 9, 2020



Survey Facility
SHF- Family -

Prigrity

Lewr Positive % and High Correlation

v % and High Correlation

Lowr Positive % and Low Correlation

we % and Low Correlation

B Lowe Positive % and H

h Carrelation

Priority Table

Year

Question ShortText

SMF-F: Concerns respandid b

SMF-F: Staff

SMF-F: Respect for

SNF-F: Staff training and knowledge meet neads

SHF-F: Staff really care

SNF-F: Loved ane sate and seeure

SMF-F: Staff trustwort|

SMF-F:

EMF-F:

SMF-F: Keep inform of loved anes care

SNF-F: Staff aware loved ones needs

m

SNF-F: Treated with courtesy and respect

Correlation ta Overall Rating

December 9, 2020
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Family Response Rate

Survey Facility Year
[(ain + | [2020 -
Distributed Surveys Undeliverable n-size Returned Surveys Response Rate Facilities Participating

2020 | SNF-Family - Georgia Health Care Assn SHF-F Overall

SEfamiy-SNERamy 1322 5001

43.0% 278

.an December 9, 2020 23
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Employee Reports




| Employee - SMF Employee - 284503

Respondent n-size

Where 0 is the least likely and 10 is the most likely, how likely are you to recommend this organization to others as a place to work?

5,500

5,000

4,500

4,000

3,500

3,000

2,500

2,000

1,500

1,000

500

480

1,042
355
1 0 Notatall

likely



NITC | tran st All Questions

HEALTH
Survey Facility Year
[Employes - SNF Employee - 284503 ~ | [2020

EMP: Training and support to do your job 280
EMP: Relationships with people you work with 3204
3206

EMP: Do your best every day

EMP: Environment inspires my best work 28%

EMP: Equipment and supplies 28%

EMP: Direct leader creates opportunities for growth 249

EMP: Org values its employees

EMP: People treat each other with respect

EMP: Consistency in work processes 329

EMP: Workloads are reasonable 30%

EMP: Effective communication 28%

w
I
S

|
z
o

[ ] Yes, definitely Yes, mostly [ ] Yes, somewhat
* all percentages might not total 100% due to rounding

'an December 9, 2020
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Employee Response Rate

]’] rC Human understanding
Response Rate
Survey Facility Year
[(an v | |2020 -
Distributed Survays Undeliverable n-size Returned Surveys Response Rate Facilities Participating
2020 | Georgia Health Care Assn Employee Overall 26,963 3,605 17,012 72.8% 277
SNF Employee 26,932 3,598 16,950 72.8% 277

'an December 9, 2020 27
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Comment Summary
Survey Facility Year
| Employee - Georgia Health Care Assn Employee Overall - 284502 - | 2020 A
. Positive Meutral . Megative . Both

Comment Category

Wages/benefits 1,213 251

Respect/professionalism 145
Managemen‘tfsu pervisors
Staffing

Communication

Patient care
Equipment/supplies

Enviroanment

Training/education 9.

Staff retention

Positive Recognition

Adequate rescurces
Workplace safety

Medical errors |

(=]
[
[=]
(=]

200 300 400 500 500 700 200 00 1000 1100 1200 1200 1400 1500 1600 1700 1800 1500 2000

[

'an December 9, 2020 28
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What’s next

What are you going to do?
Post survey follow-up
Communicate your results
Action Planning
Implement Action Plan




GHCA QIP Program

2021 Incentives will be based on the CoreQ
recommendation question

In recommending this facility to your friends and
family, how would you rate it overall?

Resident and Family data combined
Top3 Box responses (Excellent, Very Good, Good)




]
ABC Health Care Center

State FProvider Mumber:
ooooooo00

100 Hospital Drive FO Box 0000
Amny Town G4 D000

Quuarterly Quality Incentive Report
View a description of these measures online at http:/feraw.gnha.crg/DCH. pdf

Data: 3rd Quarter 2019 Effective: Jan 1, 2020

Point Total
Earned Points

Facility Score Thresholds

4 Mon-Clinical Measures wvia My InnerView data

In 2014 to Current

ResidentFamdy satisfaction 2015 Fr83.3% — a
Employee satisfaction September 2010 InFmie e 1
RM/LVN Stabity B17% 70.2% 1 3
CHAMA Stabiity T0.0% 84.6% 1

. _________________________|
6 Clinical Measures via CMS or My InnerView data

CMS High Risk Pressure Sores 10.4% 8.8% a

CMS Physical Restraints 2.2% 0.5% o

CMSE Long Stay Pain 2.T% 8.3% 1

CMS Flu Waccine 29 0% 25 4% 1 3

CME Falls wiMajor Inj. 3 2% 3.2% 1

CMS Pressure Sores - Newivorsensd 5_1% 1.5% o

|QUALITY INCENTIVE ADD-ON | 2% |

nrc
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QIP Report

A facility is eligible for an award based on the following:

1. Participation in My InnerView Family or Resident Satisfaction Survey after January 1, 2018

2. Then, to eam the 1% add-on, a facility must score at least one point from the four Non-Clinical
measures, one pomnt from the six Clinical measures, and a third point from either the Clinical or
MNon-Clinical measures.

3. To eam the 2% add-on, a facility must score at least one paint from the four Non-Clinical
measures, three points from the six Clinical measures, and the remaining two points from either
the Cliical or Non-Clinical measures.



_
Reminder

« My InnerView portal is sunsetting Dec 31
 No access will be available aftter this month

» Save any reports/data you will need for the
future

* Quality Metrics are being collected via email
link

uuuuuu


Presenter
Presentation Notes
The MIV portal is shutting down at the end of this month, Don’t neglect to save any reports you will need


Teresa Costello
tmcostello@nrchealth.com

Customer Support contact:
georgiahealthcaresupport@nrchealth.com
888-343-2851 option#2

uuuuuu
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