
The Practice Engagement Model 

Service Cabinets Created for Clinical Areas 
• Collaborative Data Analysis 

 Identification areas for improvement & 
indicators 

• Target Setting 
 Specific targets for CY 2013 

• Collaborative Action Planning 
 Specific steps and accountability 
 Implementation of best practices 

• Regular meetings to track progress 
• Training modules for leaders to support 

improvement 
• Areas  – Neuro, OB/GYN, Ortho, Pediatrics, 

Surgery, Institute for Heart, Vascular and 
Stroke, Cancer Center, GI, Imaging, ED and 
Primary Care 
 



Target Setting, and Improvement Planning 

• MGH/MGPO level annual targets 
• 3 focus indicators for CY2013 

• Provider Explain 
• Staff Helpfulness 
• Staff Courtesy 

• Practice level improvement plans 
• Practice level focus indicators and targets 
• Coordinated with MGH/MGPO targets 
• Specific action plans required by all practices 
• Reviewed and monitored by service cabinets 

• Improvement plans supported by best practice 
implementation and training



Implementing Best Practices 

• Touch Points and Service 
Expectations 

• Staff and Leader Training 

• Rewards and Recognition 
Programs 

• Procedures for Informing 
Patients of Waits 

 

• Staff Huddles 

• Service Recovery programs 

• MD Communication Scores 
and Coaching 



MGH Service Academy 

Leader Modules 
• Survey Basics 
• Data Tutorials 
• Communication and Rounding 
• Reward and Recognition Approaches 
• High, Middle and Low Performers 
• MD Communication 

Best Practices 
• Discharge Calling 
• Quiet Times 
• Informed of Waits Approaches 
• Service Recovery 
• Hourly Rounding 

For Staff 
• Best Practices Outlined Above 
• Service Expectations 
• Service Refresher 
• Survey Basics
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Why CG-CAHPS? 

Been in place at MGH/MGPO for years (2008) 
Consistent with national direction 
Visit–specific version has questions that are 12 
month lookback 
In reality, it is our perspective that patients 
may speak to prior experiences or last visit 
regardless of the survey version 

Comments demonstrate that patients are 
considering both 

Minimal lag time allows for relatively recent 
data, sufficient to implement improvements  



Wrap Up 

Any questions?
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