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  Coauthored by Heather Reed, Senior Director, Press Ganey Patient Safety Organization
During the COVID-19 pandemic, healthcare organizations have experienced decreases in patients’ likelihood to recommend and other patient experience measures. Further, an analysis of national patient experience data has revealed unprecedented drops in Emergency Department patient experience specifically. (See Figure 1.)
Figure 1 (click here to expand)

[image: ]
As we see significant declines in the Emergency Department patient experience, it is important to remember to assess safety and safety culture in this environment, given the strong connection between safety culture in healthcare and patient experience. The COVID-19 pandemic has led to significant declines in patient safety culture across the nation. In a new, deeper analysis of national Press Ganey safety culture data segmented by care setting (from September 2021 through May 2022), a notable finding was that ED safety culture performs worse than all other settings (Figure 2).
	Emergency Departments (ED) performed worst on Safety Culture surveys when compared to other care settings including Ambulatory Surgery, Home Health, Inpatient, Medical Practice, Nursing Home/Rehab, and Outpatient Services, based on survey responses from both Emergency Department employees and physicians.
	Perceptions of Safety Culture for physicians and employees are very aligned.  

Figure 2 (click here to expand)
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EV=Employee View, PH=Physician View
When comparing Inpatient and Emergency Department safety culture scores, the biggest differences in performance occurred in the Prevention and Reporting domain, which measures employee and physicians’ perceptions of whether discussions of error prevention are taking place, whether the organization is doing things to improve safety, the ability to speak up for safety, the level of blame experienced when reporting errors, and the changes made based on error reporting.
Emergency Department scores were lower than all other care settings in all questions, except “Effective teamwork between medical personnel” and “Good communication between medical personnel,” potentially a result of the strong bond between Emergency Department colleagues.
How Press Ganey can help your healthcare organization improve patient experience and safety culture in healthcare
Press Ganey Workforce Engagement Survey with Safety Culture Measurement: Press Ganey has the largest national database of safety culture data. Press Ganey’s validated safety culture measurement and pulse survey capabilities provide real-time, comprehensive feedback from employees, nurses, and physicians. Ideally, safety culture is measured as part of an overall workforce engagement measurement strategy. When safety culture is measured, healthcare organizations are paired with safety culture improvement experts providing best practices for safety culture transformation.
Press Ganey Strategic Safety and Reliability Consulting: Press Ganey’s Strategic Consulting experts specialize in strategy design and execution related to safety culture transformation and outcomes optimization in safety, quality, and patient experience. Safety and high reliability experts guide organizations along their journey to improve patient safety, having helped over 1,000 hospitals, integrated health systems, long-term care providers, and medical group practices reduce Serious Safety Event Rates® (SSER®) by 80% within two years, then sustaining these improvements over time. High reliability organizing principles and skills can be applied to improve any aspect of care, including safety and the patient experience.
Press Ganey Patient Safety Organization: The Press Ganey PSO offers cross-industry sharing and learning to support healthcare organizations on their journey to improve patient safety culture, leveraging Press Ganey’s HRO-based approach to patient safety improvement. Members can take advantage of high reliability education from Press Ganey safety and reliability experts, insights from the PSO national database, safety alerts, and collaboration with fellow PSO members in an online community.
Press Ganey High Reliability Platform™: Press Ganey’s High Reliability Platform™ is used as the frontline safety event reporting system by hospital staff, allowing for work assignments for individual users, strong action planning tools (accountability and closed-loop communication), and HRO-based root cause analysis methodologies for safety events that occur in the ED. This daily learning management system is utilized by safety leaders to target opportunities and identify trends in patient safety events throughout the health system as well as specifically in the Emergency Department.
Press Ganey ED Reset Solution: The ED Reset offering is designed to improve ED processes, throughput, staff reconnection to purpose, and the patient experience. This improvement is achieved through deep understanding of your data to gather insights that contribute to challenges in the ED as well as inpatient and medical practice environments that impede a patient’s ability to access care at the appropriate level. These insights are leveraged to provide targeted training for leaders and staff to reconnect to purpose and promote problem solving at all levels. The culmination of the offering includes co-designing a roadmap for process improvement and coaching to successfully implement improvements for sustainable change.
The Emergency Department (ED) has been coined as the “front door” of a hospital. Not only does patient experience in the ED contribute to HCAHPS performance, the ED is a critical access point for patients to receive needed care. During the pandemic, the ED has been on the front lines—and we are seeing the impact in safety culture and patient experience data. Based on this worrisome data, it is imperative that organizations focus on the ED for safety culture and high reliability improvement efforts.
To learn more about our safety offerings, reach out to one of our patient safety culture experts.
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                      Collect patient feedback along the digital patient journey for a better care experience.
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          See what improves new hire retention in healthcare, as well as key strategies for employee engagement and building a thriving workforce.
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          Aligning insights, data, and resources to support nurses' health and well-being
        

        
          Nurse burnout threatens healthcare. Industry leaders are collaborating on solutions for nurse well-being—leading to better patient care.
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          Explore the influence of AI in healthcare. See how artificial intelligence is reshaping patient care and revolutionizing the future of medicine.
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          Celebrating excellence in healthcare at Press Ganey's annual Human Experience Conference.
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          High standards, high stakes: How healthcare provider reviews drive patient choice
        

        
          Online doctor reviews build trust and drive consumer choice. See how online reviews are a critical factor on a patient's healthcare journey.
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          Why continuous employee listening is the best financial investment of 2024
        

        
          Explore the power of continuous listening in healthcare—boosting engagement, patient experiences, and financial gains. Learn why a connected HX platform is vital for industry-wide change.
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          NSIs: Analyzing key trends before, during, and after COVID-19
        

        
          Nursing-sensitive indicators (NSIs) provide insight into nursing practice and quality performance. See the latest NSI trends.
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          Navigating new challenges for nurse managers in 2024
        

        
          Dive into the unique challenges faced by nurse managers today, and gain insights into navigating dynamic shifts in the healthcare landscape.
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          Charting the course to zero harm: A nationwide call to elevate safety
        

        
          See how to improve patient safety nationwide with these 3 foundational areas of focus.
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          Consumer experience in 2023, and its critical role in PX
        

        
          Healthcare consumerism significantly influences the patient customer journey and your patient acquisition strategies. See how to improve your healthcare digital front door.
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          The state of nursing turnover and key nurse retention strategies
        

        
          Nearly 1 in 5 RNs left their organization between 2022 and 2023. Focusing on listening and supporting during selection and onboarding is critical.
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          Top tools and technologies for continuous workforce listening
        

        
          Employee feedback is key to driving healthcare improvement. See how high-performing organizations continuously collect this meaningful data.
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          Changes to MCAHPS 2024: What’s new, and what’s staying the same 
        

        
          Modifications are being made to the survey administration process that will allow for web-based responses.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          [image: Lessons in safety from the U.S. Navy]
          
        
      

      
        
          5 months ago
        

      
        
      

        
          Lessons in safety from the U.S. Navy
        

        
          A veteran shares his insights into how healthcare, like the military, depends on a culture of high reliability.
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          Continuous listening 101: A healthcare leader’s guide to employee feedback
        

        
          Deep, intentional workforce listening is crucial to organization-wide improvement and outcomes. Here’s how to tune in to healthcare employee feedback.
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          The value of nursing preventative strategies in reducing hospital-acquired pressure injuries
        

        
          Press Ganey data shows the importance of nursing care in pressure injury prevention.
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          Star Ratings: Key strategies of high-performing health plans to drive improvement
        

        
          Facilitate a more seamless member journey, a better member experience, higher health plan member engagement, and improved health plan ratings.
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          A CNO's takeaways from the ANCC's 2023 National Magnet Conference and Pathway to Excellence
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          Tech meets the human touch: Leveraging digital tools to improve healthcare experiences
        

        
          Healthcare PX leaders must embrace new digital technologies to listen to patients more deeply, strategically, and intentionally.
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          The impact of high-performing nurse managers across clinical settings 
        

        
          An analysis of high-performing nurse managers vs. bottom-performing nurse managers across all healthcare settings.
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