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Hillcrest Hospital
•Full-service 424-bed, 2300 employee Cleveland Clinic Community 
Hospital in suburban Cleveland. 

•11-time Thomson Reuter 100 Top Hospital Recipient

•U.S. News and World Report Top 50 Hospital for digestive disease 
and pulmonary service lines

•Vision: To be the best place to receive care, the best place to 
work, and the best place to practice medicine



Charge

To effectively distill large amounts of 
data into meaningful information to 
support Patient Experience 
improvement efforts



Traditional Approach

• Manager access to vendor website 
for reporting

• Hospital Patient Experience KPIs 
included on balanced scorecards

• Limited unit-level analysis or public 
reporting alignment

• Targets tied to historic performance 
and incremental improvement



New Approach

• Retain manager-level access to 
vendor-based reporting but “push 
out” frequent summary statistics

• Provide unit-level detail
• Set new targets and stretch goals 

using external benchmarks
• Increase transparency of 

performance (employees, medical 
staff, and patients)



Example of early unit-level report

Sample data



Next iteration (includes historic data)

Sample data



Hospital Quarterly Trend Report

Sample data



Unit-Level Quarterly Change Report



Monthly Operating Reports

Sample data



Template-based Reports
Templates facilitate automation of report generation

Sample data



Downloaded data sheets from vendor site for each 
time period populate tab summarizing results.

Sample data



Supplemental Interventions
• Comment reports distributed weekly to staff
• Weekly Patient Experience ACTION Meetings
• Spread unit-specific best practices
• Weekly COO Update with analysis, narrative and 

best practice sharing re: patient experience
• Convened Patient/Family Advisory Council
• Enhanced patient experience orientation content
• Posting of unit-specific and hospital results in all 

departments
• Posting most recent results on hospital’s website
• Provide doctor-specific results to each physician



Next Steps

• Additional focus and analysis beyond 
“top box”

• Revisit targets and benchmarks
• Additional involvement of front line 

staff and patients in efforts
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