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Enabling strategic victories with 
Real-time and Star Ratings
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History of OrthoNebraska

Patient Experience

NRC/Real-time & Star Ratings

Real Use of Real-time

Key Points
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Introductions
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Where we are… 

Omaha



PAGE 3
25th Annual NRC Health Symposium – Omni Nashville Hotel

Nashville, Tennessee
August 14─16, 2019

NRC Health Symposium  |  A journey to understanding | #NRCSymp 5

How we started…

NRC Health Symposium  |  A journey to understanding | #NRCSymp 6

Who we are… 
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30 clinical physicians

30 advanced practice providers

600+ employees (hospital & clinic combined)

102,000+ clinic visits annually

24 inpatient beds

12 operating rooms

Services include: orthopaedic, rheumatology, 

emergency medicine, orthopaedic urgent care, physical 

therapy, imaging, inpatient and outpatient surgery

Overview

NRC Health Symposium  |  A journey to understanding | #NRCSymp 8

Nebraska

Omaha (2)

Fremont

Norfolk

Sarpy County

Iowa

Council Bluffs

Missouri

Fairfax

OrthoNebraska Clinic / Locations
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OrthoNebraska Volumes (2018)
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Clinic Volumes (2018)
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The OrthoNebraska Way

NRC Health Symposium  |  A journey to understanding | #NRCSymp 12

Quality, Experience & Recognition
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Patient Experience Journey

Sept 2015

Hired Clinic and 
Patient 

Experience 
Director

Sept 2015

Hired Clinic and 
Patient 

Experience 
Director

Oct 2016

Began sending 
patients Survey 

Monkey for 
some feedback 

Oct 2016

Began sending 
patients Survey 

Monkey for 
some feedback 

Aug 2017

Began 
discussions with 
NRC on Real-

Time

Aug 2017

Began 
discussions with 
NRC on Real-

Time

Nov 2017

Project kickoff

Nov 2017

Project kickoff

Feb 2018

Go-live with 
Real-Time 

(surveyed back 
to Jan 1)

Feb 2018

Go-live with 
Real-Time 

(surveyed back 
to Jan 1)
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Before Real-Time…

Manual Process

– Survey Monkey & Campaign Monitor

24 questions

Negative Factors

– Small sample size

– Low response rate

– Anonymous

– Email only

In 15 months = 3,200 completed surveys

Patient Experience Surveys

Source: The Beryl Institute
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Why Real-Time & Transparency?

Source:
NRC Health
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Project Team

Quality Manager
Patient Experience Coordinator
IT
Analytics
Clinic & Senior Leadership
Marketing

Real-Time Project
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Milestones

Project Kick-Off 
Data Dictionary & Organization 
Hierarchy
Question Selection
Outreach Modes
Data Validation
Education/Training
Communication

Real-Time Project
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1. Please tell us who referred you to OrthoNebraska.

2. Were you able to schedule an appointment with this provider as soon as you needed?

3. Did the care providers give you enough information about your health and treatment?

4. Did the care providers listen carefully to you?

5. Was your wait time reasonable?

6. Overall, how would you rate the scheduling and reception staff?

7. Overall, how would you rate the clinical staff?

8. Using any number from 0 to 10, where 0 is the worst provider possible and 10 is the best provider possible, what 

number would you use to rate this provider?

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

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

Real-Time Questions
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Access/Training

Patient Experience Coordinator *

Quality Manager *

Leadership / Administration 

Marketing Dept.

Analytics Dept.

* Administrative privileges (access to PHI, Service 
Alerts and user settings)

Comments 

Patient Experience Coordinator will review all 
comments and will provide a summary of trends to 
leadership, executives and physicians.  

Managers have on demand access for monitoring 
and sharing with staff.

Real-Time Process & Procedure
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Service Alerts

NRC initiated Service Alerts / Manual Alert

Monitored and/or reviewed daily (excluding 

weekends/holidays)

If verified to be a Service Alert:

– Target is to contact patients as soon as possible 

(7 days minimum per CMS regulations). 

OrthoNebraska average is <24hrs!

– Communication and involvement of appropriate 

staff as needed.

Real-Time Process & Procedure



PAGE 11
25th Annual NRC Health Symposium – Omni Nashville Hotel

Nashville, Tennessee
August 14─16, 2019

NRC Health Symposium  |  A journey to understanding | #NRCSymp 21

Go Live!
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Survey Participation
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Then & Now

2017

2,604 Surveys
20% response rate

2018

20,256 Surveys
45.6% response rate
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0

100

0

1,000

Scores

N-Size

Score Summary

Full Time MDs Averages
N-Size Score
578 79.1
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Patient Feedback
I thought the office was very friendly, clean, and 
everything was on time.  The doctor was a good doctor. Best office ever. We have sent 3 

other family members there!

Well exceeded my expectations - WOW!

Best place in town!!!

From the minute to I arrive they explained why I was there 
until the time I left every staff member was very helpful and 
keep me in touch with everything told me what needed to be 
done.  And if I had questions they were answered completely. 

My over experience was top notch. 

Everyone was extremely 
nice. You all made a very 
stressful situation better for 
our family. 

Very good, got me in 
quick and took care 
of my needs.

Everyone is very professional, caring, and knowledgeable. 

Excellent customer service.

Everyone was very thorough with me.  My options were 
discussed in great detail and my questions were 
answered.

Everyone was polite and courteous 
from the check in to the check out. 
The doctors were patient and present 
while in the room and answered all 
my questions as well as the 
extended staff that took care of me.

I am very pleased I was referred to OrthoNebraska.  So far a great experience!
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Understand patient expectations

Give patients an easy way to voice their 
concerns and provide feedback

Embrace the process of empathy

Provide staff with the ability to act

Use patient feedback to improve

Service Recovery

Source: NRC Health / Five critical steps for effective service recovery
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Projects / Process Improvement
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NRC Real-Time Transparency Timeline

January

Started 
Surveying 
Patients

January

Started 
Surveying 
Patients

February

View 
Reporting

February

View 
Reporting

March

Finalize 
Physician 
Reports

March

Finalize 
Physician 
Reports

April

Physician 
Reporting 

and 
Feedback

April

Physician 
Reporting 

and 
Feedback

May

Website 
Design 

May

Website 
Design 

June

Website 
Testing

June

Website 
Testing

July
Comments 

made 
public on 

new 
website

July
Comments 

made 
public on 

new 
website
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Provider StarCards & Review Process
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Provider Reactions
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Transparency Project
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The World of Online Reviews

Source: Khalid Saleh, CEO Invesp.
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Doctors

• 20,000 ratings
• 4,869 reviews
• MDs average 

600+ reviews and 
100+ comments
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Locations
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Specialties
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Incredible Search Engine Optimization (SEO) benefits

33 percent increase organic traffic from Google

21 percent increase in overall website sessions

49 percent increase in online appointment requests

Double Impact

More people clicking to our website from Google 
because they see the ratings

Greater percentage converting into patients by 
requesting appointments after they are on our website 

Results
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Patient Experience 
Coordinator

Leadership, Managers 
& Executives

Providers

Committees

“Mile High View”

NRC Health Symposium  |  A journey to understanding | #NRCSymp 38

Lessons Learned
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Jodi Gabriel, MSN, RN

– Patient Experience Coordinator

– jodi.gabriel@orthonebraska.com

Dave Zauha

– Chief Administrative Officer

– dave.zauha@orthonebraska.com

Questions / Contact Information


