Employee Satisfaction Survey - Healthcare System Case

Facing a highly competitive labor market, a healthcare provider wanted to better
understand the drivers of behavior based on their employee satisfaction survey.
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We first focused our attention on identifying key drivers of individual-level
turnover, then we expanded our investigation to cost centers within the system.
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Prior to modeling the outcomes, we used descriptive statistics to help inform our
hypotheses, create a base for comparison, and prioritize analysis efforts.
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intentions to leave Clinical employees are much more likely to
leave than any other group
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To assess the three outcomes, we analyzed and modeled 21 additional survey
questions — e.g. work environment, professional development, pay, benefits.
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For each of the three outcomes (i.e. satisfaction, recommend, intent to leave), we
developed three models for three employee cost center segments (i.e. clinical,
medical, support) ... for a total of nine models.

(3)| * Below is an example of a summarization of the strength of different Featured Client Case # 23
. oy - Healthcare Satisfaction
drivers within each of these models, e.g. Survey
. ] ] . . @ Project
o — anfldence In senior managem.erlmt and teaming were important + Analyze employee
drivers of satisfaction for the Clinical employee group satisfaction survey data
n identify drivers of self-
F- . stated outcomes
| — Across all three groups, Pay and Benefits are NOT the strongest Q) Approach
y driver of satisfaction + Identify drivers of self-
t stated Satisfaction, Intent
i Employee Satisfaction Survey — Satisfaction Model Summary t|§ Leave, Wc;lllngness to
ecommen
Clinical Medical
C ,
R APPRECIATION Supervisor appreciates my work ‘ ' e Analytlc Results
e CARE Senior mgmt care about employees ¢ Diﬁelrences extist b?tween
Work employee cost center
. Environment'< COOPERATE Work group cooperates and works as team % G segments, work groups,
DEPTWORKS Dept. works well with other departments and hospital types
u TEAM Am part of a team working toward success
| s — - ) ) () @ Recommendations
AUTHORITY Have authority to meet customer needs G O . .
t COACH Supervisor is a good coach 6 * Focusmg on5 (.)I'ItIfJIa|
elements can significantly
S Development<< CONFIDENCE Have confidence in senior mgmt ’ C G improve Clinical
SECURE Feel secure in having job if | perform well O O O employee’s Satisfaction
TRAINING Opportunities for training and development Q
Pay —{ PAY Pay is competitive with other places O O O
Benefits =™ BENEFITS Benefits are competitive with other places 6 6 Q




Employee Satisfaction Survey - Healthcare System Case

Relative to a base case, we quantified the estimated % increase across the three
outcomes assuming different improvements in the survey ratings.

Featured Client Case # 23

« By improving employees’ responses to ALL 21 questions asked in e ars Saticrastion

the survey by 10%, the Client could realize about a 9% increase in Survey
overall satisfaction across all three employee cost center segments (1) Project

A — The greatest lift in Satisfaction would come from Support ° ATl EhTAEIED
satisfaction survey data

n — The least lift in Satisfaction would come from Medical employees identify drivers of self-

F- stated outcomes

| Employee Satisfaction Survey — Base Case % Change in Overall Satisfaction @ Approach

y (Clinical, Medical, and Support) * Identify drivers of self-

¢ 20% 5% T8.9% stated Satisfaction, Intent

. 17.2% to Leave, Willingness to

1 Recommend

c 15% 1 14.0% 14.2% e Analytic Results

R 12.9% - Differences exist between

-§| Percent Change employee cost center

s in Satns_factnoqo% | 03% 9 4% segments, work groups,

u BR::“(‘:’gst: 8.6% and hospital types

| @ Recommendations

t 59 » Focusing on 5 critical
elements can significantly

S improve Clinical
employee’s Satisfaction

0%

Clinical Medical Support

=3 10% increase in survey ratings
B 15% increase in survey ratings
KX 20% increase in survey ratings




Employee Satisfaction Survey - Healthcare System Case

Running these scenarios revealed that if improvements are made across the 21
survey ratings, the greatest lift will occur in satisfaction and much less so in

Willingness to Recommend.
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Additional analysis indicated that there are also differences in employee outcomes
across hospital types.
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Recommendations were developed with scenarios that highlighted the most
critical elements to focus on in order to significantly improve the three outcomes
(i.e. Satisfaction, Recommend, Intent to Leave).

 Client could realize as much as a 0.30 improvement in Satisfaction
rating score by focusing on improving only 5 rating scores, i.e.

— Confidence in senior management
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