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March 5, 2020

Ginger Dzick, Manager, Child and Family Experience

Children’s Wisconsin

NRC Pediatric Collaborative

Transparency empowers consumer choice, gains 
physician buy-in, and drives improvement

1

2



3/6/2020

2

We now live in a 
consumer-driven healthcare economy

Consumer expectations of healthcare have changed for good

OUTCOMES
Not diagnoses

PERSONALIZATION
Not generalization

CONSTANT IMPROVEMENT
Not status quo

CONVENIENCE
Not complexity
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77% of consumers begin their healthcare search online

45% of consumers look at online reviews before scheduling 
an appointment

88% of consumers trust online reviews as much as personal 
recommendations

2017 Study Conducted by NRC Health consisting of 3,089 national respondents. 
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NRC Health’s Transparency solution 
enables healthcare systems to own 
their online reputations and grow 
market share.

 Increase online visibility

 Drive new customer acquisition

 Protect your brand

 Improve performance

Family feedback is essential…

Ratings appear in online search results. 

Ratings and 
reviews 

published on 
website

Encounter

Customer 
receives survey 
through email, 
IVR, or SMS

Customer
completes 

survey

Survey results 
available in 

real-time
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Transparency

Online Star Ratings 
and Reviews

Provider 
Scorecards

Reports

Board of Directors

Experience 
Cabinet

Medical Directors

Leadership Improvement 
Steering Teams

Service Alerts Patient Relations

Real-time survey data drives Transparency…and more!

Provider profile on chw.org
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Google search

Learning from our experience: 
Tips for success
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Survey question:  
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?

Choose your question;  Keep it simple.

Engage stakeholders…
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Keep providers informed…
• Audience:  Eligible Primary 

Care and Specialty Care 
providers

• Content:  
• Key metric: Overall Rating 

of Provider
• Location scores
• Question scores
• Provider tips
• Patient/Family comments
• Star rating
• Scheduled comments
• Comment appeal Link

• Frequency:  Monthly

• Distribution:  Email

Keep leaders informed…
• Audience: Clinic Managers and 

Medical Directors

• Content:  
• Net Promoter Score trend
• Location score breakdown
• Question scores
• Provider breakout
• Patient/family comments

• Real-time report 
subscription

• Frequency:  Monthly

• Distribution:  Email
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Ensure a robust comment-review process…

Primary

Vendor: 

NRC Health

Secondary

Children’s 
Wisconsin: 

Patient 
Experience Team 

Tertiary

Children’s 
Wisconsin:

Provider 
Scorecard

Quaternary

Children’s 
Wisconsin:

Transparency 
Advisory Group

Provide the ability to appeal…

Comment 
published or 

archived

Transparency 
Advisory 
Group 

reviews

Provider 
submits 
appeal

Provider 
reviews 

scorecard
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Establish an 
advisory group…

__
TAG

Providers

Operational 
Leaders

Legal/Risk

Family 
Partner

Marketing

Patient 
Experience

Offer training 
and support…

__
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Say thank you…

__

Children’s Wisconsin launched Transparency as part of an 
overall website re-launch strategy

Better ratings than on third-party sites
More web traffic, more appointments
Improved patient loyalty
Increased focus on experience – provider and team

The impact of Transparency
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Average star rating is 4.77 out of 5

364 providers are live on chw.org

88.3% of reviews are 5-star reviews

96% of all comments are published

Transparency by the numbers
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Questions?

Networking Discussion
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