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Large urban hospitals disadvantaged by
medicare/medicaid patient satisfaction rating
system

May 19 2015

The largest urban health systems, which serve as safety nets for large
patient populations with lower socioeconomic status and greater
likelihood to speak English as a second language, do worse on
government patient satisfaction scores than smaller, non-urban hospitals
likely to serve white customers with higher education levels, according
to a new study by Mount Sinai researchers published this month in the
Journal of Hospital Medicine.

Patient satisfaction scores, in part due to the Affordable Care Act of
2010, are a key part of the formula that determines reimbursements
levels to hospitals by the Centers for Medicare and Medicaid Services
(CMS). The ACA has encouraged hospitals to evolve from a fee-for-
service model to one based on measures of value, including patient
satisfaction. Hospitals are rewarded or penalized based on metrics that
assess quality and efficiency of care in part culled from Hospital
Consumer Assessment of Healthcare Providers and Systems (HCAHPS)
surveys.

The study authors suggest that the current formulas need adjustment to
be fair to large, urban hospitals, and offer a formula to achieve this

equity.

"Our analysis found that the lowest satisfaction scores were obtained
from population-dense regions of Washington, DC; New York State,
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California, Maryland and New Jersey, and the best scores were from
Louisiana, South Dakota, Iowa, Maine and Vermont," said senior author
Randall Holcombe, MD, Professor, Medicine, Hematology and Medical
Oncology, Icahn School of Medicine at Mount Sinai, and Chief Medical
Officer for Cancer for The Mount Sinai Health System.

"Across the country, large hospital size and non-English as a primary
language predicted poor patient satisfaction scores while white race and
higher education level predicted better scores," said co-author Daniel
McFarland, DO, Clinical Fellow, Hematology and Medical Oncology,
Icahn School of Medicine at Mount Sinai. "Other demographic factors
were also important but these four were the most significant."

"This study points out that the interpretation of patient satisfaction
scores can be very complex," said Sandra Myerson, MBA, MS, BNS,
RN, Senior Vice President and Chief Patient Experience Officer of the
Mount Sinai Health System. "It is important to understand these trends in
order to provide the highest quality of patient experience."

Study Details

The Mount Sinai research team analyzed survey data from 934,800
respondents seen at 3,907 hospitals across the country to identify
statistical links between determine patients' perceptions of their care and
demographic factors outside the control of individual hospitals. The
study revealed that changes in patient satisfaction tracked with changes
hospital size and English as a primary language, regardless of location.
These factors were then capable of predicting patient satisfaction levels
when fed into statistical models.

Dr. Holcombe and co-authors Dr. McFarland and Katherine Ornstein,
PhD, Division of Geriatrics and Palliative Medicine, Icahn School of

Medicine, developed an adjustment formula to account for the inequities
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in patient satisfaction scores.

"When this adjustment formula was applied to all New York State
Hospitals, three large, urban academic medical centers—NY
Presbyterian, Montefiore and Mount Sinai—moved into the top 10 in
ranking," said Dr. Holcombe. "The formula removes excessive influence
of the top 4 contributors of patient satisfaction bias that are outside of
the control of a hospital. Our study suggests CMS could eliminate biases
by modifying its formulas."
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