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The Power of a  
Patient-Centric Culture 

Having a true patient-centered mindset requires 

shifting paradigms to arrange everything around 

patients and their outcomes, communicating with them 

during and after a hospital stay, keeping their needs and 

concerns central. Hospitals and health systems must 

also set ambitious goals, make everyone accountable in 

the quest for continuous improvement, and have the 

courage to identify and fix what’s not working.

A patient-centric culture extends to the patient 

experience as well. Positive patient experiences 

correlate to processes of care for both prevention  

and disease management. In particular, good 

provider communication with patients enhances 

adherence to medical advice and plans of treatment. 

Better care experiences often translate to improved 

health outcomes.1 What’s more, positive patient 

experiences increase patient engagement, and 

improve an organization’s reputation and revenue.2

A culture of patient safety 
goes beyond policies and 
procedures. It is actually the 
mindset of an organization, 
mindset of the employees, 
and mindset of the owners. 
That is what is most 
important. Patient safety 
needs to come from bottom-
up and top-down. It needs to 
be ingrained in the culture 
and fabric of the institution.

“

Dr. Ahmad Imran, MD, MBA
Vice President Quality  
& Value Based Care 
Prime Healthcare

”

1  Section 2: Why Improve Patient Experience?, Agency for Healthcare Research and Quality,  
https://www.ahrq.gov/cahps/quality-improvement/improvement-guide/2-why-improve/index.html

2  The Impact of Improved Patient Experiences, NRC Health, https://nrchealth.com/impact-improved-patient-
experiences/#:~:text=The%20patient%20experience%20represents%20a,of%20loyalty%20to%20your%20organization

The events of the past year have caused both consumers 
and hospitals to refocus on the importance of patient-
centered care delivery, and how positive care experiences 
lead to better health outcomes. Every hospital endeavors 
to provide the best care for their patients, but only an 
exceptional few stand out in the areas of patient safety 
and patient experience. The 2021 Healthgrades Patient 
Safety Excellence and Outstanding Patient Experience 
Awards celebrate these leading hospitals. Consumers 
seeking care from these top-performing hospitals 
for patient safety and patient experience improve 
their chances of a positive outcome, and a greatly 
reduced risk of a negative event or experience.

https://www.ahrq.gov/cahps/quality-improvement/improvement-guide/2-why-improve/index.html
https://nrchealth.com/impact-improved-patient-experiences/#:~:text=The%20patient%20experience%20represents%20a,of%20loyalty%20to%20your%20organization
https://nrchealth.com/impact-improved-patient-experiences/#:~:text=The%20patient%20experience%20represents%20a,of%20loyalty%20to%20your%20organization
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How Location Impacts Patient Safety and  
Patient Experience Across America’s Hospitals

For many people, the pandemic changed the fundamental way we live and work.  

For some, it has presented an expanded ability to work remotely or even from a new 

hometown, while for others it sparked an interest in relocating to a new community. Recent 

studies show 20% more consumers are planning to move in 2021 compared with last year3, 

driven by more flexible work-from-home schedules and other pandemic-related lifestyle 

changes. Many consumers are reevaluating their care options, and exploring care options 

in new locations with new providers and new hospitals. 

Special Analysis: Regional Analysis  
of Patient Safety & Patient Experience

Recognizing this shift, Healthgrades conducted supplemental analyses to highlight the 

relative performance of hospitals in patient safety and patient experience by region.  

Using the U.S. Census Bureau regional definitions4, Healthgrades analysis showed that:

For Patient Safety, three areas of the country stand out in the analysis; the Pacific Division 
ranked highest for the proportion of 2021 Patient Safety Excellence Award recipient 
hospitals, with the South Atlantic and the East, North, Central Midwest ranked closely 
behind. The South Atlantic led in terms of absolute number of recipient hospitals with 
91 hospitals receiving an award, just two more than the East, North, Central Midwest. 
California (53), Texas (45), and Florida (43) lead at the state level, in terms of number of 
recipients.  Overall, all regions of the country showed strong performance with recipient 
hospitals in all regions and divisions, and in 46 states. 

3  More Americans are looking to move as remote work gains acceptance during Covid pandemic, CNBC,  
https://www.cnbc.com/2021/02/22/more-americans-are-looking-to-move-this-year-as-remote-work-takes-hold.html

4  https://www2.census.gov/geo/pdfs/maps-data/maps/reference/us_regdiv.pdf

https://www.cnbc.com/2021/02/22/more-americans-are-looking-to-move-this-year-as-remote-work-takes-hold.html
https://www2.census.gov/geo/pdfs/maps-data/maps/reference/us_regdiv.pdf
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The regional analysis identified one patient safety 
indicator where all regions and hospitals must 
remain vigilant and many have an opportunity 
for improvement. On average, the proportion of 
hospitals across all regions that performed ‘Below 
Expectations’ for in-hospital falls with hip fracture 
is 20x higher than the proportion performing ‘Above 
Expectations.’ In-hospital falls are a challenging 
problem faced by health systems, and complicated  
by the pandemic.

A recent Healthgrades survey showed that nearly 

64% of clinical leaders identify Fall Prevention as 

the most significant patient safety challenge their 

organization is working to address. Many resources 

are available to clinical teams working to lower fall 

rates and several excellent examples were shared 

during the How 3 Quality Leaders are Embracing the 

Patient Safety Journey webinar. Elizabeth Angelo, 

Senior Vice President & Chief Nursing Officer, Carle 

Health, shared a leading practice employed by their 

teams is an immediate post-fall huddle for every 

event that occurs. Real-time, non-punitive debriefs 

are held to understand and address what happened, 

with the aim of producing clinical and practical 

improvements that reduce injuries and falls.

Rural areas were slightly 
(10%) higher than urban 
areas for dual recipients. 
The Midwest had the  
most dual recipient 
hospitals with 38% of  
the dual recipients.

Metropolitan counties: Large central metro 

counties in MSA of 1 million population that:  

1) contain the entire population of the largest 

principal city of the MSA, or 2) are completely 

contained within the largest principal city of the 

MSA, or 3) contain at least 250,000 residents of 

any principal city in the MSA.

Large fringe metro counties in MSA of 1 million 

or more population that do not qualify as large 

central Medium metro counties in MSA of 

250,000-999,999 population.

Small metro counties are counties in MSAs  

of less than 250,000 population.

Nonmetropolitan counties: Micropolitan  

counties in micropolitan statistical area;  

Noncore counties not in micropolitan statistical 

areas data access website.

CDC National Center for Health Statistics Urban-Rural 
Classification Scheme for Counties, https://www.cdc.gov/nchs/
data_access/urban_rural.htm

https://partners.healthgrades.com/highlights/how-3-quality-leaders-are-embracing-the-patient-safety-journey
https://partners.healthgrades.com/highlights/how-3-quality-leaders-are-embracing-the-patient-safety-journey
https://www.cdc.gov/nchs/data_access/urban_rural.htm
https://www.cdc.gov/nchs/data_access/urban_rural.htm
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The regional Patient Experience analysis is equally encouraging, with strong results across 

the nation. There is a 2021 Outstanding Patient Experience award recipient in 46 states, 

and the District of Columbia. California and Texas lead all states with 28 recipients each, 

followed closely by Wisconsin (26), Pennsylvania (25), and Ohio (24). The Midwest leads the 

nation with 155 recipient hospitals, and the East, North, Central Midwest has the highest 

rate of award recipients, though New England is a close second.  

Across the nation, the recently introduced ‘Care Transitions’ survey question shows the highest 

correlation to an overall patient experience rating of nine or 10. This holds at the regional level 

and across all but two areas. In the Pacific Division and the East, South, Central Southern 

Division ‘Nurse Communication’ carries the strongest correlation to an overall experience 

score of nine or 10. This interesting takeaway from the regional analysis provides a key insight 

as hospitals look to maximize the reimbursement value of the HCAHPS (Hospital Consumer 

Assessment of Healthcare Providers and Systems) survey results.

2021 Healthgrades Patient  
Safety Excellence & Outstanding 
Patient Experience Awards

The Healthgrades Patient Safety Excellence and 

Outstanding Patient Experience awards recognize 

hospitals that work tirelessly to prevent serious, avoidable 

complications or injuries. They celebrate those that create a 

culture of safety and go the “extra-mile” to make a patient’s 

hospitalization as positive an experience as possible.  
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Patient Safety Excellence Award  
Methodology, Recipients, and Findings

The 2021 Patient Safety Excellence Award results are rooted in an 

analysis of 13 patient safety indicators, as defined by the Agency 

for Healthcare Research and Quality (AHRQ), for patients treated 

from 2017-2019. This encompasses events such as Postoperative 

Wound Dehiscence, Accidental Punctures and Lacerations, 

and Death Rate in Low-Mortality Diagnosis Related Groups 

(DRGs). As part of the assessment, Healthgrades also reviews 

the ‘Retained Foreign Object’ indicator; this adverse outcome is 

considered a “never” event and hospitals that report even one of 

these events are ineligible for the award.

Healthgrades assessed the performance of over 4500 hospitals 

nationwide and identified 453 recipients of the 2021 Patient 

Safety Excellence Award, the Top 10% of hospitals in the 

nation for patient safety. The findings from the 2021 Patient 

Safety analysis underscores the importance of a hospital’s 

commitment to constantly improving, but also reveals that 

variations in care exist hospital-to-hospital. Healthgrades 

estimates that there were 190,273 potentially preventable 

patient safety events among Medicare patients in US hospitals 

between 2017-2019, a decrease of 3.99% from the 2020 

analysis. But variation in hospital performance continues, 

evidenced by the fact that if all hospitals performed similarly to 

patient safety excellence award recipients, on average, 53,624 

patient safety events could have been avoided.5 

5  Statistics are calculated from Healthgrades Patient Safety Ratings and Excellence Award methodology 
which is based primarily on AHRQ technical specifications (Version 2020.0.1) to MedPAR data for 
years 2017 through 2019 and represent 3-year estimates for Medicare patients only.

Additionally, Healthgrades  
found that patients treated  

in hospitals receiving the  
2021 Patient Safety Excellence  

Award were, on average5:

60.3%
less likely to experience 
an in-hospital fall 
resulting in hip fracture, 
than patients treated at 
non-recipient hospitals.

66.5%
less likely to experience 
pressure sores or bed 
sores acquired in the 
hospital, than patients 
treated at non-recipient 
hospitals.
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https://www.healthgrades.com/quality/patient-safety-excellence-award?cid=44partners_quality_page
https://www.healthgrades.com/quality/patient-safety-excellence-award?cid=44partners_quality_page
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2021 Outstanding Patient Experience  
Award Methodology, Recipients, and Findings

To assess patient experience, Healthgrades leverages patient generated assessments of 

their hospital experience. To identify top performers, Healthgrades evaluated nearly 3,300 

hospitals that submitted at least 100 patient experience surveys to the Centers for Medicare 

and Medicaid Services (CMS), covering admissions from January 2019 through December 

2019. The survey questions focus on patients’ perspectives of their care in the hospital, 

ranging from cleanliness and noise levels in patient rooms, to other factors such as provider 

communication. The measures also include whether a patient would recommend the hospital 

to friends or family.

This year’s analysis identified 417 recipients of the 2021 Outstanding Patient Experience 

Award, representing the Top 15% of hospitals in the nation for patient experience. In previous 

years, “Nurse Communication” had the highest correlating responses to an overall rating of 

nine or 10 and would recommend the hospital to family and friends6. However, continuing a 

trend from last year, the new Care Transition Measure included in the survey, asking “How 

well did hospital staff communicate to patients about their health and care needs as they 

were leaving the hospital?”, continues to be of significant importance. For two years in a row 

now, it had the highest correlation to patients likely to give a hospital an overall experience 

rating of nine or 10, and say they would recommend the hospital to family and friends6.  

Of special note are the 84 hospitals, less than 2% of all hospitals, who are recognized as 

BOTH 2021 Patient Safety Excellence Award and 2021 Outstanding Patient Experience 

Award recipients.

6  Healthgrades evaluates patient experience in U.S. hospitals using Hospital Consumer Assessment of Healthcare Providers 
and Systems (HCAHPS) patient survey data released in January 2021 by the Centers for Medicare and Medicaid Services 
(CMS), covering patients discharged between January 1, 2019 and December 31, 2019.
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When our patients report a great experience, that tells us we’re doing our jobs the 
right way as caregivers—listening to our patients’ needs, responding in a timely 
manner, maintaining a safe environment, collaborating, and delivering care 
with respect. We’ve built a culture at Saint Anne’s Hospital that emphasizes the 
patient experience. Our staff share a commitment to our patients and to each 
other. Staff feel supported in their work and hold each other accountable  
for delivering an exceptional experience to our patients.
Carole Billington, MSN, RN, NEA-BC
Chief Operating Officer/Chief Nursing Officer
Saint Anne’s Hospital - Steward Health

“

”

https://www.healthgrades.com/quality/outstanding-patient-experience-award?cid=44partners_quality_page
https://www.healthgrades.com/quality/outstanding-patient-experience-award?cid=44partners_quality_page


For detailed information regarding our methodology,  

data sources, inclusion and exclusion criteria, risk-adjustment  

models, model statistics, and odds ratios, read  

Healthgrades Hospital Ratings & Awards Methodologies.

For more information about partnering with Healthgrades  
to elevate and promote hospital quality, please contact: 

Anthony Del Vicario
adelvicario@healthgrades.com  |  (303) 390-2505 

For media inquiries, please contact: 

Jennifer Newman  |  jnewman@healthgrades.com
Liz Austin  |  liz.austin@healthgrades.com

 

Final Thoughts

As the nation recovers from the pandemic and patients begin to schedule many delayed 

and much-needed surgeries and procedures, a heightened focus on hospital safety and 

experience increasingly affects hospital choice. Patients are seeking out the best facilities 

and hospitals, concentrating more intently on results and improved perceptions of 

quality, safety, and experience.  

Hospitals and health systems must continue to place an importance on creating a 

culture of safety to improve the patient experience and reduce adverse outcomes. 

Consumers are more attuned than ever to safety standards and are making decisions 

about their care based on these factors. 

At Healthgrades, we take the guesswork out of finding the right doctors, 
hospitals, and care for consumers. By making healthcare easier and more 
transparent, Healthgrades empowers consumers to make decisions based 

on information, not just instinct. Consumers can rest easy knowing they 
are receiving proven, high-quality care that’s right for them.

https://www.healthgrades.com/quality/ratings-awards/methodology
mailto:adelvicario%40healthgrades.com?subject=
mailto:jnewman%40healthgrades.com?subject=
mailto:liz.austin%40healthgrades.com?subject=
https://us02web.zoom.us/webinar/register/5616189464626/WN_idhsZclKSi2AAHRyVb08uA?cid=44emhs_prmwbnr2021q20512hmpsareyoureadyforthetidalwave&utm_source=map&utm_medium=email&utm_campaign=hs_prmwbnr2021q20512hmpsareyoureadyforthetidalwave&utm_content=wyntk
https://us02web.zoom.us/webinar/register/5616189464626/WN_idhsZclKSi2AAHRyVb08uA?cid=44emhs_prmwbnr2021q20512hmpsareyoureadyforthetidalwave&utm_source=map&utm_medium=email&utm_campaign=hs_prmwbnr2021q20512hmpsareyoureadyforthetidalwave&utm_content=wyntk
https://partners.healthgrades.com/webinar-recording/how-3-quality-leaders-are-embracing-the-patient-safety-journey
https://partners.healthgrades.com/webinar-recording/how-3-quality-leaders-are-embracing-the-patient-safety-journey

