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Summary
• Patient experience affects patient engagement, compliance, 

readmission rates as well as financial and reputational 
success of medical institutions 

• Factors associated with higher provider rating: male and 
optometric providers; older patients’ age; better visual acuity;
eye refraction/imaging/minor procedures performed; surgery 
scheduled; higher appointment attendance rate; higher survey 
completion rate

• Lower provider rating: new patient visit; comprehensive, 
cornea or glaucoma providers; longer survey response time



Why is Patient Experience Important?

• Patient engagement, compliance, 
readmission rates 

• Financial and reputational success of 
medical institutions 





Purpose

• To examine socio-demographic, disease, 
appointment, management, and survey 
factors that may influence overall provider 
ratings in a tertiary ophthalmology center 



Methods
• Consumer Assessment of Healthcare Providers 

and Systems (CAHPS) group of surveys -
standardized assessment of the patient 
experience 

• Clinician and Group (CG) CAHPS specific for  
an office setting
- 31 items: demographic information, assessment of 

different areas of the patient experience in addition 
to overall provider rating 



Methods
• Overall provider rating was answered on a rating 

scale (0-10) 
- converted to a binary variable for the purpose of this 

study: perfect or top box score (10) or non-perfect 
score (≤9) 



Methods

• Ophthalmology patients surveyed at the 
Cole Eye Institute, Cleveland Clinic, from 
January 2017 to January 2019 



Results

• 29,857 ophthalmology patient surveys 
• 73.4% of the included surveys scored a 

perfect 10 for overall provider rating 
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Multivariate Analysis Patient, Disease, and Appointment 
Factors and Top Box Score Provider Rating 



Provider Ratings and Patient, Disease, and 
Appointment Factors

Higher odds of TBS
• Provider: male

• Patient: older age, higher 
appointment attendance

• Disease: better visual acuity, 
optometry 

• Visit: eye 
refraction/imaging/minor 
procedures performed, 

surgery scheduled
• Survey: higher survey 

completion rate

Lower odds of TBS
• Disease: comprehensive, 

cornea or glaucoma 
providers

• Visit: new patient 
• Survey: longer survey 

response time



Conclusion
• In addition to the modifiable factors like improving 

physician communication skills, there are non-
modifiable patient- and provider-specific as well as 
disease- and treatment-specific variables that 
providers cannot always control

• Some of these, such as provider gender, may be 
important confounders that need to be controlled for in 
the assessment of patient satisfaction scores and 
addressed through education and attention to implicit 
bias
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