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Monarch HealthCare is an 
Individual Practice Association

 Physician Network
1600+ Specialists
700+ Primary Care Physicians
24 Employed Hospitalists

 Member Network
116,000 Commercial/POS
28,000 Medicare
22,000 Medi-Cal/CalOptima

 Health Plan Contracts
Currently contracted with all major Plans 

in Southern California



MHC Committee Structure



Patient Satisfaction 
Measurement Tools

 Patient Assessment Survey (PAS)
– Annual Tool used by IHA, administered by the 

Pacific Business Group on Health (PBGH) 
/California Cooperative Healthcare Reporting 
Initiative (CCHRI) and used to measure 
performance in P4P’s Patient Experience 
domain

 Sullivan Luallin
– Independent, third party healthcare customer 

service consulting firm 



MY2006 PAS Results

Patient Satisfaction Measurement
Baseline: 2006



2007 Patient Satisfaction 
Interventions/Programs

 CQC Patient Experience Collaborative
– Participating physicians presented collaborative learnings

at General Membership Meetings

 Hosted Dr. Larry Baker (Subject Matter Expert)
– Doctor-Patient Communication

 Semi-annual physician awards for Patient and Peer 
Satisfaction (recognition and monetary award)

 Physician bonuses based on Patient Satisfaction 
individual scores



Patient Satisfaction
Measurement

MY2007 PAS Results



2008 Patient Satisfaction 
Interventions/Programs

 Hosted Dr. Dan O’Connell (Subject Matter 
Expert)

- Top 10 Tips for Efficient and Satisfying Patient 
Encounters

- Achieving Patient Compliance and Behavior 
Changes

 Patient Satisfaction Survey Exam Room 
Posters (“Lexus Survey”)

 Monthly Patient Satisfaction “Hints and Tips”
 Patient Satisfaction Toolkit Workshops



Patient Satisfaction
Toolkit Workshop

 Thriving in a Busy Practice
 Growing Your Practice
 Effectively Facing Patient Challenges
 Working with a Diverse Patient Population
 Working with Senior Members
 The Hiring Process: Screening for 

Outstanding Staff
 “Best Practices” from the Monarch 

Network
 The Four Habits Model
 Office Environment and Process 

Enhancements
 Patient Satisfaction Surveys
 Online Patient Communication Systems
 Lab Result Communication Tools

An Association of Physicians in Private Practice.
In Reach. In Touch. Independent.®



Patient Satisfaction
Toolkit Workshop



Promoting the 4 ‘FISH!’ Principles: 
Ingredients to an energy-filled workplace

 Choose your 
attitude!
 PLAY!
 Make their 

day!
 Be present!

An Association of Physicians in Private Practice.
In Reach. In Touch. Independent.®



MY2008 PAS Results

Patient Satisfaction 
2008 Measurement



2009 and Beyond…
 Butterfly Rewards Pilot Program

– An Office Staff Incentive Program
– Focus on: P4P Clinical Measures, Patient 

Satisfaction, Team Building, Engagement & 
Participation with Monarch

– Offices earn “Butterflies” for utilizing 
Patient Satisfaction Tools and Trainings



Amazing Office Response!



What we’ve learned…

 Start by contracting quality patient 
satisfaction–focused physicians
– New screening criteria and requirements 

during the credentialing/ re-credentialing 
process

– Service expectations are established upfront
 Continue to measure Patient Satisfaction
 Find creative ways to promote and reward 

offices for prioritizing Patient Satisfaction
An Association of Physicians in Private Practice.

In Reach. In Touch. Independent.®



Getting Started:
 Engage Senior Leadership
 Take advantage of educational and best 

practice sharing opportunities
 PDSA!!! 

– Plan: Analyze your data, set goals
– Do: Implement interventions
– Study: Re-measure
– Act: Adjust interventions

 Model the desired behavior!


