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Normal SVT
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Other reasons to care about patient 

satisfaction?
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Sibley Heart Center Q2 Overall 
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Sibley Heart Center

• Wholly owned subsidiary of Children’s Healthcare of Atlanta

• Private practice model with & academic appointments

• 54 pediatric cardiologists

– 34 Outpatient physicians

• 22 clinic locations

• 41,000 annual clinic visits 

• Customer Service Priority

• TEAM
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Out-hustle and Out-compete

• Hospital consults - Referring physicians have a choice.

– “Why is everyone in your practice so pleasant?”

• Outpatient visits – Patients have a choice.

• Motivate your team.
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Avoid a bad start
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Set expectations

• Depending on potential testing during your visit it may be up 

to 2.5 hours in duration.

• While on hold: 

– “…medical appointments can be stressful…Just ask us at the 

time of scheduling if you have questions about your insurance 

coverage, deductibles or need an estimate for your visit.”
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Front desk = First impression
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What makes a job in 

healthcare unique?

Children’s Healthcare of  Atlanta | Sibley Heart Center Cardiology

Physician performance

59% of Patients 
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Patient feedback

• Prior to our use of NRC Health data the n-size significantly 

limited the use of feedback. 

– Appropriate physician skepticism regarding “data”.

• Conversion to NRC Health:

– Dramatic increase in n-size (320%).

– Physicians trust the data.

• Provided quarterly to each physician.

• Reports reviewed at annual performance review with Chief.
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83.3
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Comments

• Many focus on wait times.

• Overall theme to others has to do with provider interaction:

– “Seemed distracted”.

– “Did not address our concerns”, “Still worried”.

– “Needs better beside manner”.

• Hard to overcome initial impressions (“rude” staff).

• Still many positive comments.
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Harness spirit of  competition
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If  competition doesn’t work, try fear
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Sample response
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Polling our top-performers

• 9 physicians in our group had satisfactions scores 

greater than 90% for over 8 months of 2017.
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Do you take notes on the computer 

with a patient in the room?

87%

13%

Take notes on computer during 
visit?

NO

YES

Yes – “It saves me 
a lot of time 
when I am writing 
notes at the end 
of the day.”
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Do you sit down?

YES
100%
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Do you reference that you have 

reviewed their prior records?

87%

13%

YES

NO

Yes – “This is what I 
understand about 
you from reviewing 
prior records, please 
correct me as we 
go.”
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Things you do that provide positive 

patient experience:

• Computer should be used for educating, not charting.

• Introduce yourself to the family AND child.

• Lower seat to be eye level (or lower with patient).

• Make sure you understand family concerns.

• “If it is okay with you I’m going to think out loud.”

– Explain rationale for doing (or not doing) testing.

• Always apologize for wait. Never seem rushed.

• Avoid medical jargon.

• Do not start with “Why are you here.”
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Takeaway document

*Takeaway Document Included in the Event App
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Our next steps

• Distribute to all physicians in our practice

• Raise the bar

• Strategic planning

– Incentives for lower-performing clinics

– Price transparency


