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Study Phase 2

How can narrative information be reported to 
practice leaders and clinicians in ways that 

are easily understood and useful for 
improving patient experience?
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Phase 2 Methods

 Focus Groups to Assess User Needs
 Design Sprint for Prototype Development
 Prototype User Testing Sessions
 Prototype Implementation in 6 Sites
 Pre-Post Analysis across all 9 sites (intervention 

and control):
– PG/CG-CAHPS scores
– All-Staff Patient Comments Surveys 
– Administrator and Clinician Interviews
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Focus Groups to Assess User Needs
 Process 

– Three 90-minute sessions conducted in January 2018
– 29 participants in total across 6 practice sites

– Participant roles included: Practice Administrator, Medical 
Director, Physician, Nurse, Medical Assistant, PFA (Patient 
Financial Advisor)

 Topics Discussed
– Reflections on current weekly comment reports
– Reaction to sample narrative content
– Ideas about report content, display, access, and distribution
– Thoughts about how to facilitate taking action for improvement
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Focus Group Findings: 
What would make a feedback report most useful to practices?

 Report Content
– Extract and present key themes, but also allow drill-down to actual

comments
– Indicate valence and frequency of themes (but include “outliers” too)
– Link comments to survey scores and “target indicators”
– Link comments to patient demographics, visit date
– Provide comparisons to peer groups where possible
– Show trends over time
– Provide links to “helpful tips” for improvement
– Attribution to individual clinicians/staff: include names for positive

comments only; redact names for negative comments

 Report Format/Access
– Provide a print-ready summary snapshot, as simple as possible
– Attach the report to an email message: no password required!
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Designing the Report based on Feedback: 
“Design Sprint”

 Partnered with Wowza, Inc. (creative design firm in
Minneapolis)

 Engaged in a 5-day virtual “design sprint” to develop
report prototype:
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Promotional Campaign
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Prototype Report: Dashboard
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Prototype Report: Dashboard (cont.)
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Prototype Report: Dashboard (cont.)
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Theme Details
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Full Narrative Drill Down
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Phase 2 Next Steps (July-December 2018)

 Analyze “patient comments survey” collected across all 9 
sites in April (baseline data for assessing value of 
narratives)

 Roll out enhanced feedback reports in 6 sites in 
November 

 Continue collection of Elicitation Protocol through the 
Fall to provide updated content to feedback reports

 Field second staff survey and conduct interviews with 
practice leaders and clinicians to assess ”value added” 
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