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Meet the Team

At CBHA we focus on delivering 
an experience to our patients that we would 
want for our family members, friends and for 
ourselves; this is why we strive to provide the 

best service and the best experience, 
every patient, every time! Purpose and 

passion are at the very core of what we do 
and the result is a positive patient 

experience. CBHA is the best place for 
employees to work, for providers to practice, 
and for the community to receive the best 

healthcare services all under one roof. 
The CBHA experience is on purpose, 

and our purpose is you!

A word from our CEO, Nieves Gomez

Quality Manager
Hayley Middleton

Site Director
Jonathan Madera
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Brief Overview

Language, Mode of Surveying Sample Size & 
What Are We Measuring?

Identifying our Barriers02
Timeline, Historical Data & Evolving our Methods
The Journey01

Identifying Goals & Switching up the Way We Utilize the Tools 
and Technology We Already Have.

Building Something New03
Comparisons, Current View and Next Steps.
Utilizing the Results04

Our team will talk through the evolution of how we measure our patient’s 
experience at CBHA  by taking a look at the changes over time, our current 
process and the vision for the future. 

Utilizing Iris for Patient Feedback.
Next Steps05



Crossroads
Referral Intentions 
Measurement.

Crossroads + West 
SMS Survey Implementation

Crossroads
Top Box Patient Satisfaction 

Qualitick
Same day iPad Survey 

2015 2016 2017 2018 2019

THE JOURNEY
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Referral 
Intention

Overall 
Satisfaction

How likely are you 
to refer CBHA to 
family or friends?

3 Point Scale
Very Likely

Somewhat Likely
Not Likely

What was your 
overall satisfaction 

with your most recent 
visit at CBHA?

4 Point Scale
Excellent

Good
Fair
Poor



IDENTIFYING OUR BARRIERS
Significant difference between 

Spanish VS. English 

Language Barrier

Method of Surveying

195 patients a month. 
Only 1.5% of total monthly visits 

Sample Size

True reflection of 
patient’s perception

What are we trying to measure?

100% phone calls. 
Duration: approx. 10 Mins.  



SURVEY GOALS
We analyzed our current surveying process 

to identify the desired improvements.

Increase Sample 
Size

Simple & Concise 
Survey

Create Actionable 
Insight

Accurate Patient 
Feedback

Service Recovery 
Opportunity 



INTEGRATING TECHNOLOGY

By utilizing Text and Phone calls we are 
able to survey about 3% of our patients 

(Phone & SMS Surveys) 

Doubled our Patient Responses

The majority of our patients 
prefer SMS communication. 

Over 80% of our patients 
prefer Text alerts.Coordinating efforts from our Partners 

for Mobile Messaging (West) and 
Patient Surveys (Crossroads). 

Utilizing our Resources

The survey takes less than 
1 minute to complete. 

One Click Access

Merging 
Systems

Quick and 
Simple

Reaching 
Our Patients

Sample 
Size



Infographic StyleTHE PATIENT PERSPECTIVE

8 QUESTIONS TOTAL

ENGLISH & SPANISH

SAME DAY SURVEY

SMS Message Received 
in Preferred Language



The Survey 
PROCESS

CBHA Evaluates 
Data

Patient follows link 
to complete survey
Link in embedded into our text and viewable on 
any smart device that receives the message.

Post Visit SMS Message sent
Post visit messages are sent at 2 times 
during the day (4PM & 6PM).

Patient Completes Visit
Patient visit is completed via 
our EMR schedule.

Crossroads 
tabulates data

Data is received and compiled by 
the team at Crossroads. 

Data is uploaded 
to BI dashboard

Data is uploaded into the 
Power BI dashboard for CBHA to

view and evaluate further. 



VIEWING the DATA

Compare Sites & 
Service Lines

Provider Detail & 
Detailed Comments

View Trends & 
Drill Down

https://app.powerbi.com/groups/me/reports/53fa7591-0548-49bb-ab3e-1df4e8676032/ReportSectione9d8fce0709806a0e6c0
https://app.powerbi.com/groups/me/reports/53fa7591-0548-49bb-ab3e-1df4e8676032/ReportSectione9d8fce0709806a0e6c0


In the First Two Months: 
We have doubled our patients surveyed 
between the Phone and SMS methods.

Our Likeliness to Refer results are within 
1% of each other.

We have received live comments for 45% 
of the completed surveys.

We are receiving more staff recognition by name 
because of the same day survey method. 

82%

81%

THE EARLY
FINDINGS



COMPUTER REPAIR & SUPPORT 

SATISFACTION 
RATING

63%

78% 
PHONE SURVEY

TEXT SURVEY

15%
INCREASE

(2 Months of Data)



ADDING VALUE

https://app.powerbi.com/view?r=eyJrIjoiODlkMDYwNzktZmExMC00MjRmLWFmYjktZjVkODE1MzdhZDJkIiwidCI6ImRmNDQ0OGJkLWY0ZDgtNGRiNS1iOTBiLWNkYzg0NTUyNGU2OCIsImMiOjZ9
https://app.powerbi.com/view?r=eyJrIjoiODlkMDYwNzktZmExMC00MjRmLWFmYjktZjVkODE1MzdhZDJkIiwidCI6ImRmNDQ0OGJkLWY0ZDgtNGRiNS1iOTBiLWNkYzg0NTUyNGU2OCIsImMiOjZ9


ADDING VALUE





Driving Change

• HCHAP Focused Questions
• Benchmarking capabilities – Traditional Net Promoter Score
• 10+ years of comparison data 
• Survey count is based on percentage of utilization
• Covers a broad range of questions.

Phone Surveys

SMS Surveys

Evaluate trends, create goals 
and create SMS questions.

BROADER SCOPE OF INFORMATION

Utilize specific questions to create 
Process Improvements and compare 

to Phone Survey data. 

SPECIFIC AREAS OF FOCUS
• Internal Focus Questions
• More timely responses = More accurate Patient Recollection
• Customizable scales and questions.
• Survey is optional but sent to all patients.
• Can be changed to gather data on specific areas of interest.



Infographic Style

At CBHA we are always looking to increase the Patient Experience as a whole. 
We do this by utilizing our resources, creating transparency and 

looking for ways to shake up the industry.

Ideas to increase Patient Experience

MOVING FORWARD…

Specific to Each 
Service Line & 

Operational 
Goals

Add a pharmacy 
survey. Based 

on fills not 
appointments. 

Gain alerts & 
Comments real 

time through the 
SMS survey.

Create 
dashboards to 

display in patient 
waiting areas. 

Use Iris for 
“kiosk” surveys 

and patient 
feedback.

Customizing 
Questions 

Adding 
Pharmacy

Utilizing 
IRIS Regularly

Customer 
Dashboards

Real Time 
Feedback



QUESTIONS?
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