Columbia Basin Health Association

Leveraging Technology During a Time of Crisis
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When Tlmes Get Tough Innovate’



Did you know?

of Americans own a cell phone

of Americans check their
phones within 10 minutes of waking up

According to a recent survey, we
might be so addicted to our mobile

devices that of you might
even text someone in this very room

in the next minutes...

In 2022 so far, we check our phones

times per day, a increase
over 2022 (once every 4 Minutes)




ion is...

The Quest

Do we design our operations thinking about the patient/customer experience first?



Pre Pandemic... CBHA Forward 2021 Strategic Plan

North Star Summary

Patient Experience, Quality Outcomes, Health Equity, Financial Performance

Finance Growth

Enhance business
intelligence to include
predictive analytics

Implement IT/IS
Platforms to support
growth.

Promote health equity to
underserved populations
via telehealth
technology.

People

Implement Employee
Engagement &
collaboration mobile first

app.

Develop “intentional
culture” and organizational
change management
strategy. Enhance talent
development
opportunities for CBHA
workforce (Power
BI/Power ON, Qligsoft
Chatbot Development,
etc.)

Quality

Advance CBHA position
to top of 1% of UDS
Quality Metrics.
Enhance Patient
Experience Top Box

Service Community

Implement a patient
engagement and
communication
platform/Digital

Technology/Mobile First.

Advance community
marketing and
education that

connects to CBHA
programs

Introduce technology
that enhances care
delivery - Reduce No
Shows, Bidirectional, and
Secure.

Promote Health Equity
and service parity for all
programs and services.




Mobile Device Dependency

A recent study indicated patient portals are not effective or equitable. 63% of patients report
not utilizing portals, most of them are Medicaid, and lack college education. Nonwhites also
report barriers to access due to needing more education on the navigation of portals.

% of U.S. adults who say they own a ...
100
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— Cellphone —— Smartphone

The Mobile Revolution — Pew Research Center 2021



The Stats....

Of Americans
Own a Cell Phone

Of Americans
Own a Smartphone

Of Americans
Ages 18-64 Own
a Smartphone

Of Americans
65+ Own a
Smartphone

Of Hispanics Own
a Smartphone

Of Rural
Americans Own a
Smartphone

Ownership

Most Americans spend their mornings, days, and
nights with cell phones

Americans Cell Phone Usage
and Addictive Habits

54%

.
of people say they panic when their
cell phone battery goes below 20%.

of Americans say they check
> - their phones within the first i -

40 minutes of waking up.
83% - ' use ar look at their
MONDAY, APRIL 12 phone on a date.
of Americans feel —l
uneasy leaving their
phone at home. ﬁ n 67%

have texted someone in the
Fa— 40% | d same room as them before.
use or look at their

phone while driving, @ 70%
’ ' ' use their phone on the toilet.

o 48*
.
consider themselves 6 2%

addicted to their phones.
sleep with their phone at night.

43*
say that they have never gone O

longer than 24 hours without say that their phone is their
their cell phone, most valuable possession.

On average, Americans check
their phones 262 times per day
(that's once every 5.5 minutes).

Q 22

52

() REVIEWS.or

Utilization

The Mobile Revolution — Pew Research Center 2021




Of patients are under 18

24% Drop In Patient Portal Use
Regardless Of Increased Marketing

Of patients are Medicaid /
Managed Care or Uninsured

Of patients have
Private Insurance

30% of Patients have a desktop or laptop at home
50% have Internet other than Cellular

90% had access to small form factor Mobile Device Of patients are Medicare



Innovations Which

Service Delivery Support Mobile

Pull = Patient Initiated Devices a Priority
Request
Push = Organizationally

Initiated R t
nitrate eaues Aggressively

Investigated Newer

Technologies




Patient Initiated oanter

»:QBHA

509.488.5256

ENJOY BETTER
SLEEP AGAIN

Now Offering
Sleep Apnea
Service:s! .

T

Patient Self
Registration &
Patient Self

| Payment
Portal Website |

Chatbot | Q Codes
App Aware

Access to Services

Provider Profiles

School Nurse Business
Intelligence (Al)

Self & Advanced

Scheduling | Interactive
(Portal) 7 Dashboards

Education Materials

Scheduled Text Curbside |
Virtual Visits | Check-In

(Audio/Video)



Remote

CBHA Initiated (6x) Monitoring

(Wearables)

Campaigns
Chatbot | Al/Rule Based (Pop Health)
Self Scheduling

PLrusH

Text Messaging Campaigns

Visit Confirmation Registration
_ Referral Outreach u‘
Secure Messaging Credit Card Payment Community
W Forms Outreach
°°°°°°° - History (Event Alerts)

Basin Health
Association
Hometown
Healthcare. Big
City Innovation

- Questionnaires

- Consent/specialty forms
App-less virtual visits

Geo Al Episodic Care (Pregnancy)

Location Phone Tree Integration
Chatbot

to Voice

(Translators)



Scheduling

Post Visit P
Ins(’z:uctlisgns CBHA Registrrez:ation
Patient
Journey

Appointment
Reminders




N

Scheduling
Touch Points

Text
Message

N

Chatbot



Call Center Transformation to Contact Center
7,160 Incoming Messages

Call to Text & Abandoned to Text Scheduling

as possible. Thank you!

20 Minute Appointments
(Universal Scheduling)

Patient Notifications
Inclement Weather Notifications
Provider Not Available Messages




Date Range: 02-01-2021 to 04-30-2021 _
C CONTACT CENTER INSIGHTS S [l |[4pome ‘
= Contact Center J  Phammacy ] 3| mw O - ’

—_—

f"d @ Total Calls Received Total Calls Abandoned

Calis CY Calis FY Abandoned Calls CY Abandoned Calls PY

Agents Performance

Calls Received Calls Handled
87,383 +27.43% 77,952 +35.59%

9

Avg. Answer Speed (in sec) Avg. Call Duration (in sec) mann sl Mar 2021 Apr 2021

90 Average Agents Average Queue Time

Avg Agenis CY — Avg Agents PY Avg Queue Time CY Avg Queue Time PY

Y, E2 @ g

14
Abandon Rate (Target < 8%) SLA (Target 80%)

10.8 %

T WdES

How are we trending Daily? Year Month Calis Received Calls Handled ASA (insec) AQT(insec) Call AbandonRate(%) SLA(%)
Apr 2021 108 5 115%™ 501% ™
Mar 2021 79 i 92% ™ 506% ™

Feb 2021 4 ; ME% M 447%™




Date Range: 04-01-2022 to 06-07-2022 _

C CONTACT CENTER INSIGHTS 5 ez o=
Contact Center Pharmacy ! 2

E @ Total Calls Received Total Calls Abandoned

Abandoned Calls CY —— Abandoned Calls PY
Calls Received Calls Handled [ 24¢

27K
55,208 51,516

@
Jun 2022 May 2022 Jun 2022

Avg. Answer Speed (in sec) Avg. Call Duration (in sec) May 2022
43 Average Agents Average Queue Time

Avg Agents CY —— Avg Agents PY Avg Queue Time CY —— Avg Queue Time PY

Agents Performance

Calls CY —— Calls PY

N il @
15

Abandon Rate (Target < 8%) SLA (Target 80%)
6.7 % 70.6 %

Jun 2022

How are we trending Daily? Year Month | Calls Received | Calls Handled ASA (in sec) AQT (in sec) Call Resolution(%) AbandonRate(%) | SLA(%)
b 4

Jun 2022 79% W g469% W
May 2022 71% ™ 684% W
Apr 2022 60% ™ 743% W




CLEARWAVE | Patient Self-Scheduling

Minimal Staff Effort
Personalized (Auto Fill)
Convenient & Rapid

Ohzi0
&,-u-

° Website CBHA.ORG
g IVR Bot

Ofyiss

Test Patient Info:
First Name: CT
Last Name: Patient
DOB: 4/4/1990
Phone: 509.855.2377

Health Maintenance Reminders

o Appointment Reminders
Reschedule Appointments
Care Campaigns (Pop Health)
Education




CLEARWAVE | Chat Bot Patient Self-Scheduling

Acute Visit (Medical)

After Hours Well Child (Medical)
Comprehensive Eye Exam

Recall Adult Exam (Dental)

Telehealth Audio (Medical)

_ 63% Complete PE (Medical)

Appointments Made In Advance _
Recall Child Exam (Dental)

Preventative Exam (Medical)

Express Same Day Appointments Follow Up (Medical)




CLEARWAVE

Of Acute Visits are
self scheduled

Of Behavioral Health
Visits are Self
Scheduled

SCHEDULE YOUR
APPOINTMENT

(CBHA

509.488.5256

Welcome to CBHA
patient self-

scheduling.
Bienvenido a CBHA!

What language would
you prefer to

continue in?
¢En qué idioma te gustaria
continuar?

English
Inglés

Spanish

Espanol

Powered by " -
clearwave Y

| Patient Self-Scheduling

cbha.org

Welcome to CBHA patient self-scheduling.
Bienvenido a CBHA!

What language would you prefer to continue

in?
¢En qué idioma te gustaria continuar?

English
Has the patient been seen at any CBHA clinic
before?

Please type in the phone number and date of
birth of the patient you would like to schedule
for:




CLEARWAVE | Chat Bot Patient Self-Scheduling

Broken Appointments

Traditional Scheduling

Self Scheduling




WELL HEALTH

SMS Texting Drive-Thru Instructions

PUSH

Ct thank you for scheduling an
appointment today, Wed Jun 08
2022, 5:00pm at our Connell Drive
Up Clinic. Attached is the map is our
designated parking area in green.
Once you have arrived, please reply
to this message with the parking spot
number.

Pre-Appointment Instructions
CBHA Drive-Thru Clinics Self Check In




WELL HEALTH | SMS Texting

y g PUSH.

Shaping Patient Experience

Appt. Reminders / Confirmation / Recalls

Communicate Clinic Events Appéi_ntment
(i.e. hours of services, service offerings, outreach) 1515 £ Columba St

Friday, June 3rd at 11:30AM

Initiated Secure Messaging o [
Text Campaigns




QLIqSOFT | Chatbot - Prescreening

Test Patient Info:
First Name: CT
Last Name: Patient
DOB: 4/4/1990
Phone: 509.655.2377




QligSOFT | Chatbot Pre App Health Screening

Lean Process
Quicker Registration
Proactive vs. Reactive




* QligSOFT

+1(509) 410-4414

You have an upcoming appointment

with Columbia Basin Health ® ® °
Association. To start your virtual visit a t 0 t — l I/‘ t Z/l a l S l t
click on the link below

Tiene una cita virtual programada
con Columbia Basin Health
Association. Para iniciar su cita
virtual, por favor haga click en el
siguiente enlace

Reply STOP to unsubscribe

You have an upcoming appointment

* No App Download
* Third Party Able to Join
SR « Consent Form Signed & Uploaded to EMR

Tiene una cita virtual programada
con Columbia Basin Health
Association. Para iniciar su cita

el e apelachend  One Click Launch for Provider

Reply STOP to unsubscribe ¢ NO Sign In ReqUired

o ’xl #Cash ::,;:;j n . .




WELL HEALTH

Post Operative Instructions

CBHA Connell Clinic

Thank you for visiting CBHA Dental!
We have some instructions and tips
to having a safe and speedy recovery
after having a tooth extracted. Click
the link below to watch! If you have
any questions or concerns, do not
hesitate to give us a call and
schedule a follow up appointment.

Post-Operative Instructions for
Extractions | Columbia Basin
Health Association




WELL HEALTH | SMS Simple Messaging

All CBHA Services Are Now Fully

Open!

We are committed to providing the
It's Time To Schedule care you need and are excited to

Your Child’s Wellness announce that we have resumed
Exam! scheduling all services as of May

19. Schedule your visit with us
jEs Hora De Hacer Una Cita today! Call us at

De Bienestar Para Su Hijo! Click on the link to see what we are
doing to protect you

PUSH

Mayra, It's Time To Schedule Your
Child's Wellness Exam!

| | | |
There are many ways to help your
Campaign Messagin
play, learn and grow! Our team is here

to help answer all your questions and
check in with your child to make sure
that they are growing in a healthy
way.

L ] 1 ]
H lth M Int n n R mln d ," Our records indicate it's time to
ea a e a Ce e e S schedule your child's wellness exam!
Call or text us at to
schedule your appointment or visit

Recalls

ah . (g2
f ) &Pay &,




A 4ea] WELL HEALTH (SR

Please review this video our
hygiene team has created for your

child Test . Please respond with

Creative Virtual Dental Care o s v v

you. Thank you for talking with our
CBHA dental team.

Family Oral Health Education

(FOHE) Program

& Educacion
% Dental Para
¥ Nifos

. Y?\‘
The Lip Py 590

LAUREN
SPILLES

DENTAL HYGIENIST

C@BHA

VALERIA
GOMEZ

HIGIENISTA DENTAL




WELL HEALTH

Total Messages Sent (Automations) Appointments Canceled via WELL Total Incoming Messages
from Patients

Total Unique Patients Reached Total Campaign Messages Sent Total Secure Messages Sent

9 3 /0 Of CBHA Patients Prefer to be Contacted Via Text Message




QliqSOFT
School Nurse Health Assist

Test Patient Info:
First Name: Test
Last Name: Test Patient 5
DOB: 11/19/2005
Phone: 509.855.2377
Student ID: 23456




QlLiqSOFT | Campaign Tool
School Nurse Health Assist

Telehealth Consent Form Campaign Tool

1,000 Consent Form Requests At a Time

4 Camera

AA webprod.gligsoft.com

CBHA School Nurse Health
« Assistant

« @

/CBHA School Nurse Health Assistant was
\ assigned

Hello! | am CBHA's Virtual
Assistant.

| help your students video




Leveraging
Bl For |
Decision
Making



CBHA BUSINESS INTELLUIGENCE Family Oral Health 1.0.1 v

« [ File v +» Export v & ChatinTeams @ Getinsights [ Subsaibe -+ [1 Bookmarks v [ View v ()

Facility Breakdown SCHEDULEL CONT

ﬁ,:CBHA FAMILY ORAL HEALTH conci — T \°

Months since last visit

Due for Oral Health

N Y

Clear Filters

from om substnng fiter

substring filter fr to

w

Lv A fro _ o substnng fite: pstring fife  Substring fitter from ) substn  substing fiter  substrog
v

O 011119 0/11/202 ™ H/O Aattawa Clinic
| 19 0078859 47372017 5 5 WA H/O Clinic 3 N 3

Amerigroup WA H/O Otheillo 4 7 11/9/2021 | 5

] 45 )88125 ng 3 509) 315-0490 Amerigroup WA H 9/2021 J A 121 4

| 317 12 2 \ H/O Cliric 3 2117
| 65 0077134 2/3/2016 5 ated Care Appie Health Kids n 2
L 492 i g helo C

] 660 0091936 611 2 0 3 3 ‘1

| 1st Attempt 84 10095708 V27120 A 5097331-9128 Amerigroy hello Clin 8/20 1 Y 5 021

857 ! 2 Maolina Healthcara Kids 2 41 ¥ 3

0 1041 0086413 & 5 Aattawa Clinic 3 3 ! 3/1/2022
8 1242 0096016 2717, Z Clinic 7 1 81/2021




\.

» INTELLIGENCE

ort ~ |# Share K Chatin Teams

Primary Filter.ﬁz

PERIOD
Year
uarter
@ Month

Date Range
12712021 &/3/2022

SERVICE LINE

DENTAL

W MEDICAL
MENTAL HEALTH
VISION

LOCATION

B CONMELL CLIMIC
MATTAWA CLINIC
[l OTHELLO CLINIC

SPECIALTY

All W

PROVIDER

StantsPainter DO, Matt... ™
TOP N

Attribute

Operations Dashboard 1.0.1 Data updated 6/7,

¢ Getinsights [ Subscribe - %0 Resettodefault [] Bookmarks
BrOken AppDI ntme ntS Active filters: - Service Line: MEDICAL - Provider: StantsPainter DO, Matthew Seth ; Date Range: From 12/1/2021 To € HIGHEST NO S[I)-IOW RATE 0
Locations: - OTHELLO CLINIC, CONNELL CLINIC 53 /[]"
Goal: 11.7% {+50.88%)

Broken Appointment by Provider Broken Appointment by Appt Time Broken Appointment by Weekday Broken Appointment by Appt Type

Prowder BA TA BA[%) GRP TL TME BA TA | BAPS TL " Weelkday BA TA BAM%) |TL Appointment Type BA TA BARE) | TL
- s

, M 1PM 31 256 5 Friday 119 733 162% 20 Z--General Check (M} | o = 00% O
Total 10AM| 43 345 125% 6 Thirsday 149 885 168% 10 Z--Complete PE (M) | o ot S
MAM| 3 337 10T% 4 Tuesday 03 687  135% 16 Z--Abd Pain (lower) (M) | o 1 oo% 0
17 142 120% 3 Wednesday | 112 I 153% 14 Vasectomy (M) | a T

- il ¥ Total 480 3,082 15.6% 68 ’

Mo Show Rates by Date &

Attribute_Value ® (Blank)

12A/2021 17172022 2N/2022

Mo Show Rates by Date & Broken Appointment by Appt Time

Attribute Value 12/1/2021 1/1/2022 211/2022 3/1/2002 | 4/1/2022 | 5/1/2022 6/1/2022

COMMNELL CLINI 7
Total B.1% 5.7% 3% 1.7% &.6% A% 53% &% OTHELLO CUNIC | 163 198 361 2305




Power Bl CBHA BUSIMESS INTELLIGENCE Contact Center Dashboard 1.0.4 | Data updated 6/7/22 v

&« [ Fle v — Export v W ChatinTeams ©Q Getinsights [= Subsaibe --- ) Resettodefault [] Bookmarks v~ O view v~ (O

: Date Range: 04-01-2022 to 06-07-2022 _
CBHA BUSINESS CONTACT CENTER INSIGHTS “

INTELLIGENCE J [ 4!1[202d ] 6/7/2022 ‘
e Contact Center Pharmacy ! ) @ ' Agents Performance
A I g G Lit &

Wellchild Population M... @" Total Calls Received Total Calls Abandoned

Calis CY Calls PY Abandoned Calls CY —— Abandoned Calls PY

Covid

Calls Received ; :
Contact Center Dashboard 1.0.4 Calls Handled 1K

55,208 51,516

Dental Dashboard 1.0.1 m

Dental Wait List 1.0.0 @
Dental Working Availabilit...

Avg. Answer Speed (in sec) Avg. Call Duration (in sec)

Flu Shot Inventory 1.0.1 43 Average Agents Average Queue Time

MA Dashboard 1.0.1 Avg Agents CY ——— Avg Agents PY Avg Queue Time CY Avg Queue Time PY

May 2022 Jun 2022 May 2022 Jun 2022

Medication Management ... =
Mew Patient Analysis 1.0.2 g F _ﬂ:
New Patient Worklist 1.000 Abandon Rate (Target < 8%) SLA (Target 80%)
o/ o
Operations Dashboard 1.0.1 6.7 % 70-6 jD

May 2022 Jun 2022 May 2022

How are we trending Daily? Year Month Calls Received Calls Handled ASA (in sec) AQT (in sec) Call Resolution(%

PSR Dashboard 1.0.2 hl
Jun 2022 4703 921% ™

Patient Experience Dashb... May 2022 24 155 929% ™
Apr 2022 22 658 940% ™

Patient Benefits Worklist 1...

Pharmacy Dashboard 1.0.4
Phamacy Refill Requests ...
Risk Benchmarking Collab...

SyncTimes Dashboard 4.0.7




Date Range: 03-01-2022 to 06-07-2022
C Contact Center Agent Performance Prior 3 Months 1Mar-7Jun

Most Calls Per Day Longest Avg Call Duration Highest RNAs Per Month Highest Hold Time ®

Ximena Aleman Bracam... Luciana Roa Jazmin Barajas Garcia Diana Flores
112 245 13 69

®
ah

Scatter Chart

Calls Calls/Day RNA/Mth Call Duration Ring Time Talk Time Hold Time Average Calls Handled Per Day Per Agent Trend

Avg Calls Per Day/Agent @ Group Average

h
Keniag
Ximenab

69
63

Mayrae
Anarang
Amaiap
Shaniks
Karinac

Apr 2022 May 2022 Jun 2022

Average Calls Not Answered Trend

Avg RNA Per Agent @ Group Average

Jazminb
Lucianar
Elisas
Azucenab 29 25
Michelleal

Perias
Apr 2022 May 2022 Jun 2022

O O = W e =a W NN WD S -

SN0 WwN O 0D

Cassandrag

o] - - -
Melizav Call State Distribution

Talking Ready

Marielam
Dianaf
Thaliar
Erikaga
Teresab

- NN DN




@BHA

3 KEYS TO SUCCESS

A Acknowledge

Introduce

MEDICAL CBHA EXPERIENCE DASHBOARD

EXPERIENCE RATING SATISFACTION RATING LOYALTY/REFERRAL RATING

80.11% 713.11% 81.80%
OVERALL SATISFACTION PROVIDER EXPLANATION PROVIDER HAND WASH
@ Connell @0Othello & Wahluke @ Connell @Othello @ Wahluke
65% — 7 73%  84%
496 (Blank)
81% —

TEST RESULTS RECEIVED PROVIDER LISTENING PROVIDER STAFF COURTESY

@ Connell @Othello & Wahluke @ Connell @Othello @ Wahluke @ Connell @0Othello @ Wahluke
72% 66% —
gl 86% —82% 85%
255 498 498
82% —
88% 75%
30%

85% 80% 7% 82% 78% 79% 81% 85% 82% 81% 82% 82%
May-21 Jun-21 Jul-21 Aug-21 Sep-21 Oct-21 Nov-21 Dec-21 Jan-22 Feb-22 Mar-22 Apr-22

LOYALTY RATE (CURRENT YEAR) @LOYALTY RATE (PREVIOUS YEAR)

6/7/2022 5:06:27 AM

Latest Refresh

®

TOP PROVIDER SATISFACTION

OTHELLO (TEAM MATEO)

100%-

Goal: 75% (+33.33%)

WAHLUKE (TEAM CAMPBELL)

100%-

Goal: 75% (+33.33%)

CONNELL (TEAM KAISER)

84%-
Goal: 75% (+12.28%)

STAFF MENTIONS

The way the provider listened to
me about my concerns. (Laura Ely
and the medical student that was
working with her were very
attentive. | felt that they really
listened to my concerns. They

helped me by answering all my
auestions and made me feel x

CIOIOI®IC)




CBHA

Oas
Fa

Page Navigation

Arrival Times

fient Experience Supprort

Filters

Date

127272021

y to Print

m Group By

Annually

6/6/2022

(—0)

Site

All Monthly
Service Line

Medical N

Spedialty Site
Multiple selections W Shreice Line

Provider

Jesstine Kane

O SyncTimes

Specialty
Provider
Payor Type

Gender

Language

w

[}

Visits per Provider Hour

Acute Visit

Badk Pain (1

Adult Prop

Acute Visit (.
¥ Blood Press

onic Care

Chr

Provider
6.0 123%}

Mar 2022

Chronic Car.
Consultatio.

@ Goal

@Lctusl

3022

Y 2ULL

Jam 3079
Jan 2022

Surveys

Follow Up
Follow Up (..

Apr 2022

Patient Experience in Exam Room

Legend: @Time with Provider @Time with Staff @ Time Alone
40 —
35 36
3 34 34
30

0
Mar 2022
100
50 e —T
0 o 30 31 N
i i
ol » -
0

Chronic Care

hronic Car.
Consultatio.
Contracepti..

Acute Vis

(

) Back Pain (M)

> 5]
o
B -
Follow Up m
B

Establish Ca..

Cantracepti.

Caontract &

Apr 2022

Time Waiting

;...

T

Follow Up (..




SINESS INTELLIGENCE SyncTimes Dashboard 4.0.7 | Data updated 6/7/22

o

Early 4 to On-Time @Early 5-9 @

2 @

D Resetto default [] Bookmarks ~ [ View

Arrival Time Early 4 to On-Time @ Early 5-9 @ Early 9+ Late 1-4 @ Late 5-9 @Late 9+

100% .l.....-u..... -..-...--

illand

atthew Stant

JloEun

I
I

nira Gonza
Laren Knehbl

=
Zj




@BHA

Cross-Tabulation Report

| Overall Satisfaction

All Sites

All Specialties

Crosstab
Year

-

2022
2021
2020
2019

2018
Total

Crosstab @Insured @ Medicaid @ Medicare

Overall Satisfaction By Payer Type: (Top Box)

Self Pay/Sliding Fee

Show Filters

2015

Insured
Score

66.1
632
o684
65.3

a0.7
63.9

n

753
1,311
1,011
1,022

o968
T.215

Medicaid
Score n
717 159
648 403
625 510
646 531
588 G5AA
615 3,590

Medicare
Score n
784 245
738 366
671 79
679 112
A3II 120
707 1122

Self Pay/Sliding Fee Total
Score

72.2
65.4
7.7
66.6

f4.6
65.6

n

237
572
689
658

A97
4,561

2018

Score

69.9
66.0
68.1
65.6

61.5
64.3

2020 2021 2022

1.394
2,652
2,289
2,323

2,353
16,488




o
Title
@BH A Quality of Care By Age: (Top Box)
S

Cross-Tabulation Report

Quality of Care

e o Crosstab @ 18-35 @36-55 @56-75 @ Over 75 @ Under 12

Multiple Sites )

Multiple Specialties
' 202 2021 2022
Crosstab 18-35 36-55 56-75 Qver 75 Under 12 Total
Year Score n Score n Score n Score n Score n Score n
2022 722 209 738 275 8.5 281 829 76 715 144 7115 985
2021 664 405 734 451 814 451 802 101 687 345 733 1753
2020 622 98 635 104 756 41 333 3 604 91 635 337
Total 67.6 712 723 830 829 71713 80.6 180 68.1 580 73.6 3,075




. Show Filters
@BHA Quality of Care By Language: (Top Box)
—
Reset Data
Cross-Tabulation Report
Quality of Care
>elected Question Crosstab '.Enghs" .Spanish
All Sites
e 80
All Specialties
75
- 2020 2021 2022
Crosstab  English Spanish Total
Year Scare  n Score. n Score n
2022 |8U.8 925 £9.2 451 710 1376
2021 | 781 1467 639 1,173 718 2640
2020 |?5.5 188 60.4 424 650 612
Total |?3.9 2,580 643 2,048 724 4,628
.




Questions?
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