
© Fazzi Associates, Inc. 2007 7/24/2007

Figure 3. Likely to Choose Agency Again: Percent Likely by Response Category (n=18214)

Figure 2. Likely to Recommend: Percent Likely by Response Category (n=18218)

How likely are you to recommend this agency to another person?  One very important means of measuring 
patients' satisfaction with the services that they receive is through measuring the likelihood that the patient would 
refer others to your agency.  If patients and their family members feel good about services, they are far more 
likely to speak highly about your agency to physicians, case managers, discharge planners and, of course, to 
friends and other potential patients.  The scale ranges from Highly Unlikely to Completely Likely.  Positive 
responses not only mean better scores, they also represent the greater likelihood that future referrals will be 
influenced and increased due to the level of satisfaction of past or present patients.

If you needed home care again and could choose any agency, how likely would you be to choose this agency 
again?  Patients who are pleased with the services that they received are far more likely to request services by 
the same agency in the future.  Figure 3 provides a clear summary of the likelihood that your patients will seek 
your services in the future.

Likely to Choose Again:

Likely to Recommend:
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QI Statistical Analysis

Thoroughness 18058 36764 0.2 0.9 7.8 22.3 68.8 91.2 90.4 0.7 *

Quick response to messages 12178 24938 0.8 2.0 11.7 29.7 55.8 85.5 84.6 0.9  

Encouraged questions-
concerns

17974 35776 0.3 1.0 9.5 26.6 62.7 89.3 88.6 0.7  

Caring and concern 18149 36972 0.1 0.7 7.6 22.0 69.6 91.6 91.0 0.6  

Preparation for discharge 15628 31346 0.9 1.7 11.1 26.6 59.8 86.3 85.2 1.2 *

Referral Enhancer Index 88.8 88.0 0.8 *

Nursing services 15610 31799 0.2 0.9 7.1 21.2 70.6 91.8 91.1 0.7 *

Physical Therapy services 11547 22816 0.4 1.1 7.7 20.0 70.8 90.8 90.2 0.6  

Coordination of care 15231 30901 0.4 1.8 11.0 28.9 58.0 86.8 85.8 1.0 *

Explained patient rights 17593 35945 0.6 1.7 10.9 28.5 58.4 86.8 86.2 0.6  

Timeliness of first visit 18207 37119 0.4 1.0 10.1 27.5 61.0 88.5 87.3 1.2 *

Staff spent enough time 18254 37232 0.2 1.1 10.6 29.0 59.1 88.1 87.3 0.7  

Understandable explanations 18072 35960 0.1 0.8 9.1 26.2 63.8 90.0 89.3 0.7  

Arrived at agreed time 18210 37103 0.5 2.2 10.1 25.6 61.6 87.1 86.2 0.9 *

Advance visit scheduling 18015 36718 0.5 1.6 9.2 24.2 64.5 88.7 87.8 0.9 *
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Referral Enhancers

For more detailed information on each of the survey questions used by the Pat/Stat® survey refer 
to Table 1.  Explanations of the data in each column are provided below:



Table 1. Basic Statistics by Indicator

N:

Shows the percentage of reference group respondents giving a rating in the 
two highest categories of the rating scale.

% Hi-Sat Agency:

% Hi-Sat Reference:

The number of agency respondents for the question.



% Respondents:


(by Rating Category)

These five columns show the percentage of respondents in each of the five 
rating categories for the question.



Shows the percentage of agency respondents giving a rating in the two 
highest categories of the rating scale.

Shows the difference between the Hi-Sat Agency and Hi-Sat Reference 
columns.  If the agency result falls below the reference result, the 
difference is shown as a minus value.



Diff:

Denotes "significance" using an asterisk, whether the difference between 
the % Hi-Sat Agency and % Hi-Sat Reference is statistically significant.



Sig-nif:

N Ref: The number of comparison segment respondents for the question.
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 Agency Average = 4.46             Top 15% Threshold = 4.53Satisfaction Index:   

Table 1 (cont). Basic Statistics by Indicator

Occupational Therapy services 5871 11883 0.6 1.5 10.2 24.3 63.4 87.7 86.8 0.9  

Speech Therapy services 1936 4000 0.6 2.3 14.4 23.9 58.8 82.7 81.9 0.8  

Answered questions-concerns 12334 25327 0.6 1.9 11.0 29.7 56.8 86.6 85.5 1.0 *

Home Health Aide services 9135 19271 0.6 1.7 10.2 25.0 62.5 87.5 87.4 0.1  

Pain Relief Effectiveness 2241 4337 0.8 5.0 24.5 41.3 28.4 69.7 68.6 1.1  

Satisfaction Index 87.6 86.8 0.9 *

Social Work services 3780 8015 0.8 2.2 13.5 24.6 58.8 83.5 82.5 1.0  

Timeliness of discharge 
notification

15896 31869 0.8 1.8 11.2 27.6 58.6 86.2 85.1 1.1 *

Knowledge of needs 17970 36610 0.2 1.0 8.0 23.2 67.6 90.8 89.9 0.9 *

Taught to get emergency care 16495 33870 1.5 2.3 11.9 27.2 57.0 84.2 83.5 0.7  

Explained payment of service 12221 25575 2.4 3.4 13.9 28.5 51.7 80.2 79.6 0.7  

Involved you in decisions 17770 36214 0.2 1.0 10.1 29.0 59.7 88.7 87.8 1.0 *

Saw same staff for each svc 
type

16834 34091 0.9 2.9 12.7 27.0 56.6 83.5 82.0 1.6 *

Family communication 14005 27919 1.1 1.7 10.3 25.0 61.9 86.9 86.5 0.4  

Asked what patient needed 17437 34849 0.5 1.3 9.8 26.1 62.4 88.5 87.6 0.8 *

Time between visits 17262 34838 0.3 1.5 13.0 31.9 53.3 85.2 84.0 1.3 *
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Likely to recommend 18218 37031 0.5 0.5 3.0 36.1 59.9 96.0 95.2 0.8 *

Likely to choose again 18214 37047 0.6 0.6 2.7 33.6 62.6 96.2 95.3 0.8 *

Overall satisfaction 18271 37072 0.7 0.5 3.4 40.5 54.9 95.4 94.5 0.9 *
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Quality Indicators

Global Indicators




