Can advanced analysis

increase the impact of patient evaluations of
general practice? i wisnuce chrisionvon pesen

Insights from the EUROPEP data modelling project.

2- A shorter questionnaire

Decision tree modeling helped us identify the questions with the highest

oredictive power for satisfaction. Most predictive questions were:
How do you assess your doctor/practice with respect to...

1- Improvement along thematic areas

The factor analysis yielded four themes ( "latent factors")
that can serve as an orientation for improvement of the
primary care patient experience. A practice could first use a
survey to evaluate which of the themes is most in need of
improvement, and then selectively monitor it (or seek
additional qualitative insights.)

...showing interest in
your personal situation?

...cleanliness of the practice? _
...thoroughness of the -
approach to your problems?

..getting an appointment to suit you? .

The four themes are:

Helpful information and support
Empathic and attentive communication
Customer experience

Facility appearance and cleanliness

_ Class 0
...knowing what has been done or told -C.Ziil

during previous contacts in the practice?
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Starting point

EQUAM has a growing patient survey ¢
latabase from hundreds of family practice
We are convinced, that much more
benefit can come out of this structured

Information Empathic Customer

S . Appearance
and Support communication Experience PP

Making you feel he/she takes time for you ?

Showing interest in your personal situation?

Making it easy for you to tell (...) about your problems?
Involving you in decisions about your medical care?
Listening to you?

Keeping your records and data confidential?

Providing quick relief of your symptoms?

Helping you to feel well so that you can (...) daily activities?
Thoroughness of the approach to your problems?

Physical examination of you?

Offering you services for preventing diseases? 0.65 ‘ patient feed baCk. O ne Of Ou r ideas iS’ that
Explaining the purpose of examinations, tests and treatments? -
Telling you what you wanted to know (...) symptoms and/or illness? I 1 - {4
Helping you deal with the emotions related to your health status? 0.71 : We Ca n u Se t h e d ata to m atc h m a ke

Helping understand why it is important to follow his/her advice? 0.79
Knowing what has been done or told during previous contacts? U.vo3
The helpfulness of the practice staff (other than doctor) to you?
Getting an appointment to suit you?
Getting through to the practice on telephone?
Waiting time in the waiting room?
Providing quick services for urgent health problems?
How pleasant and appealing (...) is the facility of the surgery?
How would you rate the cleanliness of the surgery?

between people who need a doctor and
primary care practices. We started
with some exploratory analyses.
Here are examples of
what we found...

3- Cluster analysis revealed distinct patterns:

The largest segment of patients provided high ratings across
all thematic areas of the survey. This was not surprising, as
they typically stay with the same family practitioner over
long periods of time. The second largest group provided
moderately high scores for all themes. One group responded
with very low scores on "Helpfulness Information and
Support” and very high scores in all other areas. Finally, one
group (4%) rated only questions on customer experience as
very low.

4- The analysis confirmed, that SOcCiodemographic factors piay

an important role in the experience of healthcare in general practice. Most
importantly: Younger users of the services, and those with a high education
tend to evaluate the experience in the practice more critically ( = with
greater differentiation of what could be better.)
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Background + Methods

For nearly 20 years, the 23-item questionnaire of the
European Task Force on Patient Evaluations of General
Practice Care (EUROPEP) has been in use in general
practice in Switzerland and elsewhere in Europe.
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High ratings Moderatly high Poor experience Poor 'customer
across all areas ratings across all only on 'Helpful experience'

areas information and (helpfulness,
support’ appointment,
telephonic access)
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EQUAM, a Swiss nonprofit organization that supports
quality improvement in ambulatory healthcare,
mandates EUROPEP surveys as part of its accreditation
program for general practice. As a result, EQUAM has a
growing database based on repeated cross-sectional
multi-site patient surveys.

We conducted secondary data analysis of a dataset
based on 42,000 completed questionnaires from
anonymous EUROPEP patient surveys, carried out
between 2017 - 2022 in over 200 sites in German-
speaking Switzerland. The analytics included
exploratory factor analysis, clustering, and decision
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¢, tree modeling.
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