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1 Million Surveys and Counting:
Big Data Reveals the Importance of
Communication

Communication Number 1 Driver of Patient Experience Ratings

Abstract - December, 2016
Analysis of over 1 million patient experience surveys nationwide shows that doctor-patient
communication is the number one factor driving patient satisfaction with a practice. In this
paper we’ll examine:
·

How much impact communication has on the patient experience

·

Key areas where doctors and staff should focus on
improving communication

·

How communication affects patient loyalty and the likelihood
that patients will recommend a provider or practice

·

How patient satisfaction and patient-centered communication
may lead to better health outcomes

Big Data for Patient-Centered Care
Big Data is helping to transform nearly every sector of our economy, and healthcare is no
exception. Doctors, researchers, technology companies, and practice managers are all
utilizing the flood of new information from digital networks and connected devices to improve
diagnostics, streamline procedures, and give better treatments.
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However, when it comes to data-powered change, some areas within the care continuum
have lagged behind others. Initiatives to improve patient experience often suffer from lack of
valid and reliable data. Even though the patient experience is becoming a top priority for
many providers, getting actionable information to guide doctors towards improvement has
thus far been a challenge for many practices.
At MedStatix we are filling in the gap with a rapidly growing data set that gives deep insights
into the key drivers of patient satisfaction and how the patient experience affects patient

So far, we’ve

loyalty, their engagement with their care, and the profitability of a practice. So far, we’ve

collected more than 1

collected more than 1 million validated patient experience surveys from the patients of over

million validated
patient experience
surveys from the
patients of over
20,000 providers in
all 50 states.

20,000 providers in all 50 states.
In our surveys, patients provide feedback on key aspects of the overall patient experience,
including scheduling, wait times, care coordination, and provider communication. Those
scores are then calculated on a 100-point scale for each metric, allowing providers and
administrators a quick and easy way to track performance via their customized practice
dashboards.
Over the course of one million completed surveys, we’ve learned a great deal about the most
important factors that drive patient satisfaction and patient retention. As adoption of our
platform continues to grow we are gaining significant insights into how providers can deliver
more patient-centered care that will keep patients happier, more engaged, and more loyal.

The Impact of Communication
When it comes to managing patient perceptions, hospitals and practices have gone to
extreme—and sometimes costly—lengths to boost patient satisfaction. But improving patient
perceptions of a practice doesn’t always take extravagant measures.
Through careful analysis of our data from all 50 states, we’ve learned that the number one
factor shaping overall patient experience scores is the quality of communication between the
provider and patient. Simply by listening respectfully to patients and by explaining things
clearly, providers can make great strides towards improving patient perceptions of their
practice and retaining patients.
By comparing the 30 metrics from our survey through statistical analysis to determine the
weight of everything from facilities to wait times to coordinated care, it becomes clear that the
best providers take time to listen to their patients and explain next steps of care in a clear,
understandable, and respectful way. In the metrics listed below, the percentages in each
column show how much each metric contributes to overall provider ratings. Compared with all
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other items in the MedStatix survey, which include demographic variables and evaluations of
front-office staff, communication ratings are consistently the most significant predictors of how
well a provider will be rated by patients.

As you can see in the table above, listening carefully and explaining things in an
understandable way accounts for nearly 50% of the variation in a provider’s overall
satisfaction score. The table below compares the top metric (listening carefully and
respectfully) with a lower-ranking metric (comfortable and pleasant waiting area) to illustrate
how well each item correlates to the overall provider score. As you can see, listening carefully
has a much stronger correlation to overall provider ratings. In other words, improvements on
the listening carefully and respectfully metric will lead to greater improvements in overall
satisfaction when compared with the same level of improvement on the rating of the waiting

Listening carefully

room.

and explaining things
in an understandable
way accounts for
nearly 50% of the
variation in a
provider’s overall
satisfaction score.

Our survey contains multiple questions that relate to doctor-patient communication. Those
questions are grouped to create the MedStatix Communication Index—a measurement of the
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overall communication of a practice. The Communication Index is closely correlated to overall
provider ratings and encompasses a number metrics. Beyond the top-ranking metrics
mentioned above, key contributors to the Communication Index also include:
•

Explaining necessary follow-up care

•

Involving patients in medical decisions

•

Awareness of care from other providers

•

Explaining new medications

Better Communication Leads to Increased Loyalty
We’ve examined the impact communication has on the patient experience, but improving
communication can have positive impacts on the financial health of a practice as well. Our
analysis shows that high communication scores also have strong correlations to whether or not
a patient would recommend a practice or doctor. For providers who want to boost their
overall ratings and gain new patients through word-of-mouth recommendations, improving
communication goes a long way.

Clear and concise communication also leads to loyal patients that are more likely to stay with
a practice and to promote that practice to others who are seeking new providers. We
measure patient loyalty in our surveys with a formula that takes into account overall provider
ratings, how long the respondent has been a patient with the provider or practice, and how
likely the patient is to recommend that provider or practice. Research indicates that measures
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of customer loyalty are good leading indicators of growth1. Practices and providers with more
loyal patients are more likely to outperform their competitors.
While high overall provider ratings strongly correlate to higher loyalty scores, maintaining
patient loyalty can be more of a challenge for providers. Our analysis suggests that only a
really great patient experience will keep patients loyal. In the graph below you can see how
even minor decreases in provider ratings lead to major losses in loyalty.

Our analysis shows that
high communication
scores also have strong
correlations to whether
or not a patient would
recommend a practice
or doctor. For providers
who want to boost their
overall ratings and gain
new patients through
word-of-mouth
recommendations,

The Deeper Value of Patient-Centered Communication
Most importantly, improving communication not only results in happier patients, it may also
help to improve health outcomes. It’s not difficult to imagine how clearly explaining
medications or follow-up care may help to improve the health of patients. But multiple studies
have also found links between improved patient satisfaction and better health status.

improving
communication goes a
long way.

According to a JAMA Internal Medicine study, improved patient satisfaction is associated with
decreased 30-day readmission rates and patient-centered communication may improve health
outcomes and reduce expenditures1.

Studies also show that patient-centered practice improved health status and increased the
efficiency of care by reducing diagnostic tests and referrals2. It does so by fostering
perceptions in the patient that common ground was achieved with the physician.
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Research also indicates that better patient care experiences are associated with higher levels
of adherence to recommended prevention and treatment processes, better clinical outcomes,
better patient safety within hospitals, and less healthcare utilization3.
We expect further findings on the connection between patient satisfaction and health
outcomes, as MedStatix is currently involved in joint research projects that will combine our
patient experience data with health outcomes data to gain deeper insight.

Conclusion
By analyzing over 1 million patient experience surveys from across the nation, an obvious
pattern emerges to suggest that patient-doctor communication plays a vital role in patient
satisfaction. Taking measures to improve patient-doctor communication can help providers
and practices retain more patients, gain more word-of-mouth recommendations, and most
importantly, improve health outcomes and reduce costs.
By tracking these metrics over time, users of the MedStatix platform are able to gauge their
current areas of strength and areas where improvements are needed. Setting goals around
these metrics provides motivation for providers and practice staff to improve in key areas that
lead to happier patients and a healthier practice.
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