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How Am | Doing...and They Mean It

ost hospital leadersarefamiliar with patient satisfaction surveys. Some
M hospital suse questionnairesthey have developed ontheir own. Others
usecommercia serviceslike Press-Ganey. Last month, Health Grades,

Inc. announced the most ambitioussurvey plansusing aninteractive Web site.

Health Grades, Inc. isahealthcare quaity ratings company. Founded in 1999,
the firm is headquartered in Lakewood, CO. It provides clients with targeted
information that enabl e them to measure, assess, enhance, and market healthcare
quality. Over onemillion consumersvisit itssite each month for: Hospital Report
Cards, Physician Quality Reportsand Nursing Home Quality Reports. Over 15
million consumersnow haveaccesstoitsinformation through their employers, hedlth
plansand benefits managers.

Now comes CompareYourCare. Health Gradesexplainedit totheWall Street
Journd thisway: "After walking patientsthrough an online questionnaire about recent
doctor vigts, the program gradesthe care using datafrom nationd treatment guidelines.
Surveysaretailored for conditions such asasthmaand diabetesbut dsoincludean
adult 'general health' comparison tool to gauge whether doctors are providing
recommended screeningsfor blood pressure and cholesterol, and counseling on
smoking, exerciseand diet.” While CompareYourCareisafreesarvice, thecompany
providesreports on hospitalsand doctorsfor $10.

Dartmouth Medica School in Hanover, NH, isexpandingitsonlinesurvey known
as"How'sYour Heath?' Thesurvey hasbeen availableto the military and state
health departmentsfor severa years. 1t will beavailableshortly through non-profit
and business groups and to consumerslater thisyear. Beyond surveying patients
about overdl hedlth, thesteasksabout patient experienceswith the hedthcare system,
such ashow well and how often patients connect with their doctorsand whether
they feel doctorsareaware of problems, explain thingsclearly and provide useful
informetion.

TheWall Street Journal reportsthat also, later thisyear, thefederal Center for
Medicareand Medicaid Servicesplanstolaunch aconsumer site-Hospital Compare-
offering reports on how thousands of hospitals carefor heart-attack, heart-failure
and pneumoniapatients. Medicareisalso designing asurvey, as part of Hospital
Compare, to gather patient perspectiveson inpatient care, such ascommunication
with doctorsand nurses, pain control and the usefulness of information provided at
discharge. Resultswill be posted onlineto provide acomparison of hospitalsfrom
thepatient'spoint of view. A smilar survey will rate patient experiencewithindividua
physcians

It goeswithout saying that some doctorsand hospitalsare uncomfortablewith
the comparison tools. There are doctorsthat think of the patient surveysasyet
another infringement on their ability to practice medicine. Hospital leaderssuggest
that using random patient surveysto gradeindividua hospitalsisunfair.

However, everyoneisawarethat patientsare becoming savvier consumers. Mark
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How Am | Doing...and They Mean It (continued)

Fisher, chief executive of the Minnesota Healthcare
Network, which includes 500 primary care doctors and
500 specidiststold the Journa that "hisgroup encourages
patientsto take the CompareYourCare surveys, print out
the results and come back with questions if it appears
something wasoverlooked. Asconsumersarebeing asked
to dig deeper into their own pocketsfor healthcare, they
need an unbiased source of information to hel p them make
decisons. We've seenthephysiciansdo a180-degreeturn

asthey redlizethat if patientsaren't satisfied, they may not
return.”

Expect morethird-party questionnairesgoing out toyour
patientsjudging your safety and convenience and whether
physicianson your staff are meeting the best standards of
care.

That's my opinion. What's yours? Send it to:
hprice-tmg@worldnet.att.net.

Gain-Sharing is Back
By: Rick Kneipper, Chief Administrative Officer and Co-Founder of PHNS

ddenly gain-sharing with physiciansis
, ater having been banned by federa

ti-kickback laws such as Stark. The
Department of Health and Human Services
Officeof Inspector Generd (Ol G) recently has
issued advisory opinionsthat say it would not
imposeanti-kickback sanctionsfor arrangements
inwhich hospitalssharewith physicianscertain
cost savings from improved use of cardiac
surgery and catheterization supplies. The OIG said that
whilethe proposed arrangementswoul d congtituteimproper
paymentsto physiciansunder anti-kickback laws, the O1G
would not impose sanctions because of the proposed
safeguards, which includethe "transparency" of, and the
"credible" medical support for, the arrangements. (The
decision by agovernment agency to publish opinionssaying
that it won't enforce afederal statute adopted by Congress
raisesfascinating legal and political issuesthat won't be
addressed here.)

Whilelimited to the specific proposed arrangements,
these opinions could have widespread implicationsto the
hospital industry. Hospita shave struggledtofind new ways
to reduce costs, and exhorting physiciansto help hasn't been
aseffectiveasit could be becausethe hospitalsdidn't have
agood answer to "what'sinit for me." Moreover, many
hospitd shavelost phys ciansto phys cian owned specidty
hospitas, which providethe ownerswith economic benefits
from cost reduction.

So, the new policy could beagood thing.
The approved arrangements are projected to
save 10 percent to 25 percent on supply costs
for the not-for-profit hospitals, and produce
significant cost-savings paymentsto thedoctors
who help toimprovethe efficiency of the not-
for-profit hospitalswherethey practice. And
the for-profitsare jumping aboard too. HCA
Inc. wasreported in yesterday's edition of The
Wall Street Journal to be seeking OI G gpprova for asgmilar
physician gain-sharing arrangement on cardiac and
orthopedi ¢ supplies, which account for about $1 billion of
HCA hospitas $3.5hillioninannua purchasingcosts. Thus
the OI G gain-sharing opinionscould bevery helpful to both
for-profit and not-for-profit hospital sthat need hdpinfurther
lowering their costs.

However, acritical issueiswhether these cost-savings
arrangementswill adversely affect doctors decisionsto
provide quality patient care. There isno question that
hospitalsneed help fromtheir physiciansin order to lower
costs, but that help should only bedlowed if it can bedone
without lowering the quality of patient care. Inthe past
we've seen examples of how pressuresto reduce costsand
improve hospita efficiency had negative effectson patient
care, and thusthe OI G needsto tread carefully sothat it
doesnot let that happen againinthe name of cost-savings.

I would like to hear your comments.
Send them to: Richard.Kneipper@phns.com
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hen Sergio Zyman writes people
read. He's guaranteed to be
provocative. Hislast book was

The End of Marketing asWeKnow It. His
latest book isnolessprovoking. Itstitleis
Renovate Before You Innovate-Why Doing
the New Thing Might Not Be the Right
Thing.

In his last book, Zyman argued that
Madison Avenue-style marketing
campaigns were done for: the purpose of
marketing wasto get more customersto buy
more products, not to amuse people with
arty ads. In his new book, Zyman throws
cold water on another marketing axiom:
innovation, the designing and branding of
new products and services, are awaste of
time and money. "Only one of every 58
new introductions succeeds," he points
out, and those that do may end up
cannibalizing acompany'sexisting brands.
Renovation, he says, is a better way for
companies to spend their resources.

Zymanwritesfrom years of experience
asthe chief marketing officer of the Coca-
ColaCompany and the practical knowledge
gained from his consulting work across
many different industries.

Using examplesand statistics, Zyman
driveshometheneed for executivestoretain
customers, to think in terms of what
customers want (not in terms of what they
can be sold) and to require dollar-based
accountability from marketing strategies.

Hislatest book offerspractical toolsto
rejuvenate acompany and drive sustainable,
profitable growth. Among other things,

you'll learn the crucial difference between
your core essence and your core
competency, how to rethink your value
proposition and how to avoid the five
innovation pitfalls. Themistakesare:

1 Focusing on leveraging core
competencies instead of core
essence.

2 Pursuing credtivity at any cost and
treating al new ideas as potentially
equal.

3 Limiting innovations to only new
products and services and forgeting
that innovationisabout creating new
valuefor customers, consumersand
the business.

4. Growing horizontally instead of
vertically.

5 Trying to innovate by acquiring
other companiesinstead of growing
organicaly.

You'll enjoy statementslike"We've got
abunch of companies that have forgotten
all that boring stuff that made them
successful inthefirst place and are getting
into areas they don't know anything about
and have no business being in at
all...'innovation' is just another word for
'giving up.' It's saying that things are so
bad that it's easier to get into an entirely
different line of businessthan to deal with
our problems.

It will surpriseyou to learn how much
Zyman writes can apply to the healthcare
industry. His books are quick reads-no
jargon, no technical discussions-and
relatively short (233 pages).
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FYA - For Your Advantage is brought
to you by TrendLeader Connections.
The function of TrendLeader
Connections is producing educational
materials and seminars that help
healthcare executives differentiate
between fads and trends; and making
connections with "Trend Leaders"
within the healthcareindustry.

We arecommitted to delivering
new perspectives and ideas, creative
and innovative heathcare solutions,
provocative concepts and quality
educational materials to today's
healthcare leaders. We want to

concentrate on "what comes after what
comes next."
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Renovate Before
You | nnovate

Why Doing the New
Thing Might Not Be
the Right Thing.

SERGI0 ZYMAN

by Sergio Zyman

$24.95 - Hardcover
Click heretoorder thisbook online.

Some hospital security systems block
purchases over the Internet. As an
alternative, call 406/586-8775to placean
order for thisbook.
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PHNS is an innovative healthcare services company providing strategic outsourcing services in information technology, health
information management and receivables management to approximately 160 hospitals. PHNS is not a consultant, vendor or
software company but a partner, a solution. PHNS understands healthcare because our partners are heathcare and healthcare
only. Unlikeitscompetitors, PHNS strategically alignsitself with ahospital's clinical and financial goalsand objectives. Through
its unique business model, PHNS reduces costs by aggregating, consolidating and sharing resources among its participating
hospital partners. PHNS helps hospitals manage information systems, computer technology, patient records, coding and patient
billing to improve patient care, safety and efficiency and increase profitability and efficiency. For more information, visit

www.phns.com.
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