
STRATEGY
At Genesis Health System, a 
gynecology o�  ce decided it wanted to 
integrate patient feedback in a very e�  cient 
and cost-e� ective manner. Why pay for 
functionality that in the end would generate 
little feedback, when you can use an existing 
program, deploy it in-o�  ce, and do it all at 
a very low cost with better results? Using 
healthgrades.com Patient Satisfaction 
Surveys, an iPad, and a stand alongside 
the health system website, 
providers are able to ask 
patients to give immediate 
feedback before the patient 
even leaves the o�  ce.

RESULTS

TAKEAWAYS
• Deployment of a kiosk in the provider o�  ce is a great way to 

increase feedback on healthgrades.com and your hospital.com 
website.  It makes providers happy because it gives them greater 
control of their scores on healthgrades.com.  It makes healthcare 
consumers happy because they can provide immediate feedback 
without the hassle of receiving and completing (or more likely 

not completing) a survey in the mail weeks after their visit.  
It makes the marketing o�  ce happy because including 
healthgrades.com “star rating” links helps with search engine 
optimization for provider pro� le pages. Quite simply, it’s a win-
win-win that can be executed at a very low cost.

In 12 months since a practice consisting of � ve 
providers deployed this program, healthgrades.com 
responses grew over 1,200% (from 13 to 175) and 
reviews grew from zero to 50.  “Star ratings” have 
become a prominent part of the genesishealth.com 
provider pro� le, and pro� les on healthgrades.com 
have improved. 

• This individual gynecology clinic sees value in this program and 
views it as a success. Genesis is continuing with this project 
and considering how it can best be deployed at more of its 40 
sites across the service area within the next year.

BUSINESS CHALLENGE
• With the rise of transparency and consumer choice, one of the leading trends in healthcare today is the 

inclusion of provider ratings and reviews, also known as “star ratings,” on hospital.com websites within provider 
pro� les. Several companies are o� ering to ingest your hospital’s CAHPS data, scrub it, score it, and publish it 
within your hospital.com provider pro� les.  

• A number of challenges face providers who want to publicly receive and post feedback. At Genesis, the two 
main concerns are cost ($100 per provider per month for a CAHPS publishing and scrubbing program) and not 
generating the quantity of survey returns from the existing mail CAHPS program itself.
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Genesis Health System
• In 1869, the predecessors of Genesis Health System gave birth 

to one of the � rst community hospitals west of the Mississippi. 
Nearly 150 years later, we continue to grow.

• Today, our system services a bi-state region of the Quad Cities 
metropolitan area and the surrounding communities of Iowa 
and Illinois. O� ering a full continuum of care, Genesis consists 
of � ve hospitals, a group of employed primary care providers 
and specialists, hospice, rehabilitation, and long-term care that 
serve the community. Our a�  liates bring together more than 
665 licensed beds, 700 physicians, 4,500 sta�  members, and 
hundreds of volunteers to meet the community need.
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