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Background

VIDANT HEALTH"

Employee

Clinic

Primary and acute care

e Open to all Vidant Employees regardless of insurance
¢ Including dependents over 13 years old with MedCost insurance
e Benefit within insurance coverage
e Freestanding ambulatory clinic
e Clinic History
e Opened in 2006 with multiple changes in services provided and hours of operation
e High provider turnover
e Poor patient satisfaction scores
e Low moral
e Limited access
e Multiple variations in provision of care among providers
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Project Mission .
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Enhance patient experience and quality of care
through the use of standardization with methods
that can be reproduced for future projects
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Improve patient cycle times by 20%

Maintain patient volumes during implementation of change

Improve CG-CAHPS scores by 10%:

Provider seen in 15

Access to care .
minutes
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Baseline Data
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e Average
appointment
length

57 minutes

9, 898.06 e WRVUs 2015

e Not meeting
goals

CG-CAHPS
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CG-CAHPS Baseline Data
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Measure Top Box Percentile
Timely Immediate Care Appointments 49.2
Timely Routine Care Appointments 54.1
Same Day Answer to Medical Questions 51.7
Provider Seen within 15 minutes 40.6
Helpfulness of Staff 70.1

Courteous/Respectful Staff 79.4
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Interventions

Patient Centered Care

Staff Development
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Interventions

Workflow Standardization

Utilization of MyChart



(

VIDANT HEALTH"

Interventions

Provider education and collaboration

Standard patient scheduling templates

Decentralized outgoing referral completion
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Challenges

Defining clinic culture and care model

EHR Integration
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Lessons Learned

Changing a culture



QUESTIONS



