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Housekeeping and Requests

For today’s call, everyone is muted.

• Please use the Chat box (right side of your screen) for questions and 
comments

• If we are unable to get to your question today, we will follow up with you

• Slides will be emailed to all attendees
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The IPRO QIN-QIO
Who We Are

The IPRO QIN-QIO
• A federally-funded Medicare Quality Innovation 

Network–Quality Improvement Organization (QIN-QIO)

• 12 regional CMS QIN-QIOs nationally

IPRO:
New York, New Jersey, and Ohio

Healthcentric Advisors:
Connecticut, Maine, Massachusetts, New 
Hampshire, Rhode Island, and Vermont  

Qlarant:
Maryland, Delaware, and the District of Columbia

Working to ensure high-quality, safe healthcare for 

20% of the nation’s Medicare FFS beneficiaries
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Focus Areas Across Settings

Nursing Homes Community Coalitions 

Working with  more 

than 1,500 of the 

nursing homes in 

the region

Communities that encompass at least 65% of 

the Medicare beneficiaries in each state 

Members collaborating to improve outcomes 

for the communities they serve:

• Acute Care Hospitals

• Critical Access Hospitals

• Federally Qualified Health 

Centers

• Home Health Agencies

• Skilled Nursing Facilities

• Physician Practices

• Pharmacies

• Community Based 

Organizations

Cross-Cutting Priority Areas

• Health Information Technology

• Health Equity

• Trauma-Informed Care

• Patient & Family Engagement

• Rural Health

• Vulnerable Populations

Program Focus Areas

Behavioral Health & Opioid Use

Patient Safety

Chronic Disease Self-Management

Care Transitions

Nursing Home Quality
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The IPRO QIN-QIO 

Quality Innovation Network – Quality Improvement Organizations 
(QIN-QIOs)

• Bring together healthcare providers, stakeholders, and Medicare beneficiaries to 
improve the quality of healthcare for targeted health conditions

• Work toward better care, healthier people & communities, and smarter spending

• Catalyze change through a data-driven approach to improving healthcare quality 

• Collaborate with providers, practitioners and stakeholders at the community level to 
share knowledge, spread best practices and improve care coordination 

• Promote a patient-centered model of care, in which healthcare services are tailored to 
meet the needs of patients 
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Presentation Overview 

Objectives

• Develop an effective and comprehensive data strategy

• Derive deep insights from robust quantitative and comment analyses

• Implement data-driven performance improvement using high-reliability 
principles
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Our Speaker

Joe Gallion is an Advisor with Press Ganey Associates, an organization 
whose mission for more than 35 years has been to support health care 
providers in understanding and improving care delivery across the entire 
continuum. In his role, Joe engages with client organizations to improve the 
overall patient experience by impacting outcomes, culture, and caregiver 
engagement.

Joe brings a varied background in healthcare improvement drawing from his 
work with academic research medical centers, regional health systems, 
critical access/rural hospitals, medical practices, and post-acute networks.

He holds certifications in leadership coaching, clinical performance 
improvement team facilitation, and organizational development program 
delivery.  Joe has presented for university courses in Quality Improvement 
and Change Management.

Joe currently resides in Asheville, NC
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Integrated solutions that enable health care enterprise transformation

COVID-19 and the New Consumerism: The 
Critical Importance of Humanity and
Building Trust.

Joe Gallion

Patient Experience 
Advisor Press Ganey
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OUR GOAL:

Alleviate by 
responding to 

Inherent patient 
needs

OUR GOAL:

Prevent 
suffering by 
optimizing

care delivery

image
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Defining Trust

• At its core, patient trust is based on an unshakable confidence in providers’ commitment to 
delivering the safest, highest-quality care possible

• Trust is a critical type of “social capital” which encompasses shared values and relationships that 
enable organizations to accomplish goals that might otherwise be out of reach

• The bottom line is that patients’ trust in their health care is intertwined with caregivers’ trust in their 
organizations
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Trust is won or lost based on how care is delivered
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If patients suspect that caregivers or the organization is not being straightforward 
in expressions of its values, they will withhold their trust

Frei, F.X., and A. Morriss. May–June 2020. “Begin with Trust.” Harvard Business Review.  
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COVID-19 Raises the Bar

• Admiring caregivers does not mean patients trust that their needs will be met safely and well

• It is essential that organizational leaders have clear ideas of the values that are most important to 
[their patients] and to the organization and convey those values in all they do

• Health care organizations must continue to demonstrate that the reduction of patients’ suffering is 
their overarching goal

• Richer data are needed to guide the redesign of care that builds patients’ trust

• The deeper insights from additional survey questions and from analyses of comments become 
particularly important during times of disruption and change, when care is being actively redesigned
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Key Topics for Discussion

COVID-19 AND THE NEW CONSUMERISM: THE CRITICAL IMPORTANCE OF HUMANITY AND BUILDING TRUST

Development of an effective 
and comprehensive data 
strategy

Derivation of deep insights from 
robust quantitative and 
comment analyses

Data-guided performance 
improvement using the 
principles of high reliability
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Developing a Comprehensive Data Strategy

• This is a time when feedback is essential to continuously guide corrections to evolving care models

• In an era when quality truly matters and the complexity of delivering care is only increasing, a 
strategy for clinical quality data is as important to an organization as financial data

• Ongoing feedback channels such as patient surveys are needed to understand how health care 
consumers may be changing the way they evaluate care

• Point-of-care feedback collected using rounding tools provides an element of real-time surveillance 
of performance across an entire patient population, allowing teams to identify and address critical 
issues that emerge

• Because an engaged workforce is critical to meeting patients’ needs, surveying of doctors, nurses, 
and other personnel is equally important during this time
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Deriving Insights from Analyses

• Using survey data and analysis of comments from patients, Press Ganey began publishing insights 
in April showing that patients’ experiences were evolving from week to week as the COVID-19 
pandemic unfolded

• Data on the first 3.5 million patients sampled after telemedicine visits largely replaced in-person 
ambulatory care this spring show that patients’ experiences with this model varied by patient 
segment

– Older patients had a harder time accessing care, and younger patients particularly appreciated the convenience 

– Clinicians themselves had variable performance, suggesting that there was plenty of opportunity for learning and 
improvement guided by data
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Deriving Insights from Analyses
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Deriving Insights from Analyses
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Driving Improvement Using Principles of High Reliability

• Pursuing zero harm and the other goals related to reducing suffering and providing compassionate 
care is no less important during a time of turmoil

• Emerging practices to promote trust in patient safety

– Public reporting of caregiver transmission rates 

– Limiting the use of waiting areas by patients or family, including, when possible, keeping patients in their cars until 
they are ready to be seen 

– Public reporting of the sufficiency of PPE 

– Video examples of cleaning processes highlighting the environmental services staff who do the work

– Disease-specific interviews with physician leaders about the health risks associated with not seeking needed care 
or returning to routine care (e.g., obstetrics, cardiology, diabetes care, etc.) 
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Driving Improvement Using Principles of High Reliability
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Looking Forward

Operational and personal

• Providing a safe work/clinical environment

• Financial viability during an ever-changing business model

• How can we be nimble and agile as health care delivery continues to change?

• Commitment to patient experience regardless of the vehicle/tool used for care

• Staff concern about employment stability

• Patient engagement and adherence to care instructions
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In Conclusion

Thank you for what you do EVERY DAY

Health care organizations and their caregivers performed magnificently during the first 
phase of the COVID-19 pandemic. 

Their readiness to put the needs of patients and their communities ahead of their own, their 
creativity in meeting those needs, the speed with which changes were made, and the hard 
work and courage they demonstrated will be among the finest memories those who work in 
health care will have of this period of their careers.



Learn More & Stay Connected

https://qi.ipro.org/ Follow IPRO QIN-QIO 
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