


The West Virginia Primary Care Association (WVPCA) recognizes that patient experience is one of the top
priorities of health centers. The patient experience is an integral component of Patient-Centered Medical
Home (PCMH) recognition and, more importantly, is a driver to improve patient engagement, patient
care outcomes and patient retention. Everyone has a role in the patient journey: from the front office
staff to the CEO and clinical staff. By putting the emphasis on a patient's care experience - including:
respect, partnership, shared decision making, well-coordinated transitions - and efficiency - health
centers will see improvements in their patient experience survey data.

Patient Experience Surveys are collected on a biannual basis. This report provides total site data specific
to:

Health Center: Camden on Gauley
Location:; All Sites

Surveys Requested: 984
Surveys Completed: 987

It is important to note that some survey questions have multiple response possibilities and therefore the
actual count may surpass the number of surveys supplied. Additionally, a portion of respondents declined
to answer all questions, which generated fewer results for these skipped questions. All data points
presented in the report are response counts, indicating one respondent, unless otherwise noted (i.e.
depicted as a percentage).

The entire program, including questions, structure, and reports, are reviewed each survey period. Overall,
the 2024 survey question wording and order on the survey instrument is consistent with the 2023 survey
report. Results from the sliding fee questions are included in the last page of the report.

Items to note in the 2024 reporting:

« As you are aware, the 2020 Patient Experience Survey Program was canceled due to the impact of the
coronavirus pandemic. Historical data will include up through 2018 information only.

* Due to the low number of telehealth patient experience responses in the prior years, the WVPCA did
not provide this survey for any subsequent cycles. However, the WVPCA will work with health centers to
determine how to best implement a survey for a telehealth patient visit in the future.
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Patient Experience Question Index (PEQ):

For the numerator in the index calculation, each excellent response is worth 2 points, each
good response is worth 1, fair responses are counted as 0 and poor responses are counted
as -1. NA and blank responses are not calculated. These responses are then totaled.

For the denominator, all responses are counted as 2 points each. This represents if all
responses were excellent.

A simple ratio is calculated of the graded patient response totals (numerator), divided by
the ideal total of all responses being excellent (denominator). This shows an index with a
range of O to 1, for each organization, over each survey period. An index score approaching
1 is closest to the ideal scenario of all responses being a perfect excellent rating.

Example:

There were 100 responses to the survey guestion.
- 60 - Excellent
.20 - Good
- 10 - Fair
-10 - Poor

Doing the calculation for the numerator would be (60*2)+(20*1)+(10*0)+(10*-1) =130. For
the denominator, total response of 100*2 = 200. The index is then calculated as 130/200 or
0.65. This calculation is applied to each survey period for the selected questions and then
plotted on a line to see the slope over time.
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