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How to Establish a Practical Patient Experience Program

From the Front Lines:
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Objectives

1 Offer a framework for establishing or expanding a Patient and Provider 
Experience program in ambulatory settings.

2

3

Identify successful strategies and tactics to engage stakeholders and 
drive performance.

Share lessons learned and future planning.



Who is Tandigm Health?

 Provider-led; clinically focused

 Over 170 independent primary care 
practices serving approx. 100,000 
patients.

 Mission: to improve healthcare in the 
Philadelphia area while making it more 
affordable for everyone. 

Proprietary & Confidential
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Patient 
Experience

Provider 
Experience

Practice 
Experience
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Our Journey to Excellence

2020
Engage

2021
Build

2022
Refine

2023 +
Grow
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Catalyst for Change

 Increased CMS emphasis on patient experience

 Weighted measures growing from 
1.5x (2017) to 4x (2023)

 It’s the right thing to do
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What We’re Measured On

Improving or 
Maintaining 

Physical Health

Monitoring 
Physical Activity

Improving 
Bladder Control

Reducing the 
Risk of Falling

Improving or 
Maintaining 

Mental Health

HOS: Health Outcomes Survey

Getting 
Needed Care

Getting Appts 
& Care Quickly

Care 
Coordination

Getting 
Needed Rx 

Drugs

Provider 
Communication

CAHPS: Consumer Assessment of Healthcare Providers and Systems
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We Learned from the Best

For Healthcare 
Professionals to 

Acknowledge That 
Their Time Is Also 

Valuable

To Be Treated with 
Dignity & Respect 

by Everyone

To Be Informed, 
Educated and 

Guided

To Be Encouraged

To Be Recognized 
& Thanked
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2020 | Engage

Educate

Motivate

Engage

Incentivize
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2021 Patient Experience Manual2021 | Build
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2021 | Build
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Foundation Patient Experience Training Video

 Key concepts fundamental to the patient experience.

 Stories told through providers and staff across network.

 Required viewing for team members; part of the PCP Incentive Plan.

 Let’s hear from a Tandigm physician…
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Foundation Patient Experience Champions League

Champions across 
the network.

Average attendance 
at monthly webinars.

Create a community 
of Champions.
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Access to Care &
Care Coordination Call Us First® Program

Triage Process Access to Care Patient Awareness
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Our Specialty Alliance: 37 practices;
165 locations across the 5-county region
 Orthopedics
 Cardiology
 Gastroenterology
 Ophthalmology
 Oncology

We look for specialists who will:
 Create and utilize clinical best practices
 Self-manage to quality and 

utilization targets
 Support most cost-effective sites of 

service

Same Day Soon / Specialty AllianceAccess to Care &
Care Coordination
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Health Outcomes UI & Falls Reduction

Focus on patients’ experience of care as well as their 

clinical outcomes
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Trust, but Verify: Year-End Attestation

Practices required to do year-end attestation to document level of 
activity completion.

100% of practices completed the attestation.

Data validation and review conducted to assess accuracy of 
submissions.
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 Champions League

 Practice Support 

Sessions

 Network Quality Forum

 Video Recordings

Maintaining 
Network 

Engagement
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Network Training Sessions

Practices requested training

Minute commitment per 
practice, per session

Recommended entire practice in attendance

Sessions between June to 
December
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3 Key Observations

1. Communication gaps are the biggest hurdle to 
overall performance

2. Practice Experience = Patient Experience

3. Ongoing professional development and 
training often needed
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Challenges and Barriers

 Pandemic and practice fatigue

 Bandwidth at practices and our own team

 Staffing

 Scope creep
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Leverage the Patient Experience Champions

Full practice participation to connect the dots

Patient Experience sensitivities

Providers are eager for communications skills training

Return to meaning is an antidote

Key
Takeaways
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2022 Patient Experience Manual2022 | Refine

Survey Measures

 Medicare Advantage 
patients

 Triggered by PCP visit claim

 Interactive Voice Response 
& Text

 13 questions total

 4 questions are incentivized

Process Measure

 Selection and completion of 
2 self-selected goals.

 Practices given 4 months to 
complete goal 
requirements.
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Questions?

Proprietary & Confidential
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Jason B. Ruda, MS, CPXP
Experience Director

jruda@tandigm.com
215.568.4654

Let’s Connect!
www.linkedin.com/in/jasonruda



Questions?

1. Wait for the microphone

2. Please stand

3. Provide us your name & location of your 
organization

4. Ask your question

VirtualIn-person

Add your questions to the question box.

Ask a Question


