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A Asthe Manager of Press G a n e yW@dical Practice Consulting
Services, Tracey manages a team of Consultants who are dedicated
to helping our medical practices clients drive quality improvement
initiatives and increase patient satisfaction and loyalty.

o Along with the Account Managers, the Medical Practice

Consultants are part of the team that provides services to our
Medical Practice clients.

Tracey Doubrava

Manager, Medical

Practice Consulting 0
Services

The Medical Practice Consultants partner with clients to identify
issues and find solutions to facilitate improvements in patient
satisfaction.
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A A partner with Stevens & Leeds healthec
management group

A  Concentrates her practice in health law with a focus on loss control,
event management, and disclosure and apology for physicians,
hospitals, staff and long  -term care communities

A Develops risk reduction strategies for health care providers and
evaluates specialty -specific liability risk issues including the risks

Maggie Finkelstein, associated with bariatric surgery, obstetrics and gastroenterology
Esquire

A Works nationally with insurance companies, physicians and health
care organizations including hospitals and medical practices in areas
of risk management and patient satisfaction

A Assists in the creation of new insurance vehicles and companies
geared to liability risk reduction

A Regularly publishes on loss control and risk management topics,
including disclosure after an adverse event, liability risk reduction,
patient accountability and patient satisfaction
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A Why...?

T Patients go to lawyers

T Lawyers take cases
T Juries award excessive verdicts!

A Appropriately Create the Evidence Now
T Five - star service to improve patient satisfaction
T Event management
T Five-st ar documentalti onéBonus

A What we know about Liability Risk

A Strategic Plan to Reduce Liability Risk
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A Communication and
service lapses 1

A Lack of event
management

Ve
\

A The nApl uso

1. Levinson, W., Roter, D.L., Mullolly, J.P., Dull, V.T., Frankel, R.M.
fi P h y s-patient&oammunication: The Relationship with Malpractice Claims
Among Primary Care Phy dAMAI129R227;558-559;Sur g

Hickson, G.B., Clayton, E.C., Githens, s
Prompted Familities to File Malpractic A\ o}
JAMA. 1992; 287:1359-1363; Hickson GB, Federspiel CF, Pichert JW, Miller L\
CS,Gauld-J aeger J, Bo P. APatient Compl ai . B

h‘ .ot 6 7 v = 5 " .. . : .: g 3
THERE WAS JUST SOMETHING ABOUT HIM THAT SHoULD
HAVE MADE. ME REALISE. THIS PATIENT WAS TROUBLE.....

JAMA. 2002, Jun. 12; 287(22): 2951-7; See Huttington, B., Kuhn, N.
ACommunication Gaffes: A RootBUMause of
Proceedings 2003; 16: 157-161. See also Woolf S.M., Luzel AJ, Dovey SM,
Phillips RL. "A String of Mistakes. The Importance of Cascade Analysis in
Describing, Counting, and Preventing Medical Errors." Annals of Family

Medicine. Vol. 2, No. 4 (July/August 2004).
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A Your patientsod perceptions and expec
changed

A Transparency as a factor
A Pay -for -Performance is here to stay

A No pay for-peNbowomance. .. oONever event

0
I Medicare wil/| not pay for Apreventable
infections from a hospital stay 2

2Medicare Program: Changes to the hospital inpatient prospective payment systems and fiscal year 2008 rates. Fed Regist
2007;72:47379-47428.
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A Whether a patient sees a lawyer in the first instance

A Whether the lawyer takes the case
A Whether ajury (patients) awards damages

REDUCE LIABILITY RISK BY IMPROVING YOUR
PATIENT SATISFACTION

James W. SAXTON, EsQ., STEVENS & LEE

MAGGIE M. FINKELSTEIN, ESQ., STEVENS & LEE

STEFONI A. BAvIN, MA, JD, KNOWLEDGE MANAGER, PRESS GANEY ASSOCIATES, INC.
SARAH STAWISKI, PHD, RESEARCH ASSOCIATE, PRESS GANEY ASSOCIATES, INC.

CoNcLUSION

Communication, service, and patient satisfaction were known to be linked to liability
risk, but the extent is greater than originally believed. Previous research found that
satisfied patients are less likely to sue. That conclusion is further supported by this
new research, which not only reinforces the previous research but finds that patient

satisfaction is a strong driver of professional liability risk and litigation.
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3% $$ $$ $$

Risk Event laim Lawsuit
In the first .
place C‘reaz‘g positive
evidence Build the
Patient satisfaction piscilsure foundation Being aggressive using
5-Star the evidence
Risk Event Control of the A different
itigation Management process defense
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Clinical Clusters Professional Liability

Maloccurrence
Complication
Medical error

Adverse event
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A From a Macro level

Leadership buy -i n &hat is five -star?

Set up a committee of champions

Get a baseline assessment

Measure

Role out to stafféand

T
|
|
.
|
I Keep it alive é

A From a Micro level
I Invest 10 seconds!
I Bodylanguage 1T 90%
I At the practice/practical level
A 10 points of contact
€ Culture, culture, culture
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$$

Event

freate positre
eridence

Event
Management

VENS & LEE

Actions you and your staff must take
every day

I The first visit and on  -going
I Every part of your practice

Once you create a loyal relationship...
I tAitranscends the adver se

Event management
I Creating appropriate and favorable evidence
I QA opportunity
I Platform for disclosure

12

© 2009 Press Ganey Associates, Inc.



' STEVENS & LEE
PHESS G ANEY Effective _Pos_t - Adverse Event R
v ® Communication Understanding Your Business Is Our Business

PARTNERS IN IMPROVEMENT™

A Disclosure of adverse events to S ORRY
promote patient safety and reduce WORKS!

|Iab|||ty rISk 3 DISCLOSURE, APOLOGY, AND RELATIONSHIPS
PREVENT MEDICAL MALPRACTICE CLAIMS

A The keys:
I Understanding what nAito
I Understanding empathy v. responsibility

JG WOJCIESZAK, JAMES W. SAXTON, ESQ., AND
MAGGIE M. FINKELSTEIN, ESQ.

3 See Spath P.L., ed. Partnering with Patients to Reduce Medical Error. (2004 AHA Press)
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A An effective response usually starts with empathy:
s

o O

i m sorry. Clearly we did

O

o0 3O 3t N

i We are sorry for the del ay
A Consider providing courtesies

I Gift coupons for local food establishments

I Gift bags -pens, note pads, key chains, etc.

I Magazines and newspapers

I Validated parking, where the patient has to pay for parking

SorryWorks!

Disclosure, Communication,

Patient Safety

STEVENS & LEE

AWYERS & CONSULTANTS

Understanding Your Business Is Our Business

m sorry that you had a bad experience
not meet you
m sorry you were inconvenienced. Tha

. 0
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A Patient history form
A At -risk letter
A Procedure -specific informed consent

Al tods all evidence to

2009 Press Ganey Associates, Inc.



