STAFF AND PATIENTS GIVE LANGLADE HOSPITAL HIGH MARKS
 
Langlade Hospital is committed and focused on Five Performance Pathways: Clinical Excellence, Mission Excellence, People Excellence, Service Excellence and Financial Excellence. Today we will focus specifically on the People and Service Pathways. 

 

PEOPLE PATHWAY
 

 Langlade Hospital’s strategy is to build a work environment in which employees and physicians feel valued and focus the entire organization on achieving outstanding patient and customer service. Why? Studies have shown that there is significant correlation between employee engagement and overall patient satisfaction and loyalty. More specifically, employee engagement seems to influence patient satisfaction – not vice versa – implying that happy employees can drive improvement in the overall patient experience. Because the patient is at the heart all that we do at Langlade Hospital, it is critical to do whatever possible to ensure a positive work environment and patient experiences that exceed expectations. 

 

In February of 2009, Langlade Hospital conducted its Work Climate Survey which is done periodically for the purpose of understanding the culture of the workplace and assist in identifying areas with the greatest potential for improvement. The survey was administered by The Jackson Group, a leading healthcare consultant specializing in the area of employee and physician satisfaction surveys. They offer healthcare organizations unique and innovative strategies to achieve a highly engaged and satisfied workforce and establish a benchmark to compare our employee satisfaction levels to others and over time, measure our Hospital against itself in future surveys. Over 140,000 healthcare employees across the county comprise their database.        

 

Employees and leaders were asked to participate in a confidential online survey. The survey was designed to collect data that would provide the hospital with insight to create positive change within the work environment.   94% of hospital employees (staff and leadership) took the time to participate which is nearly a 13% increase over the last Work Climate Survey that was conducted in 2007. According to Janelle Markgraf, Langlade Hospital’s Human Resources Director, “A participation level this high clearly indicates staff’s commitment to the process and that our employees trust that Hospital Administration will listen to what they had to say in order to continue the successes and facilitate change where possible”. 

 
Survey Highlights: 
 

· 100% of Leadership and 96% of staff are proud to be employed at Langlade Hospital 

· 100% of Leadership are committed to what Langlade Hospital stands for 

· 89% of employees would recommend Langlade Hospital as a great place to work. 

· 93.8%  of Staff and 100% of Leadership believe LH is headed in a positive direction 

· 93%  of staff would still make the decision to work at Langlade Hospital 

· 100% of Leaders believe the goals of Langlade Hospital reflect the best interest of all concerned 

· 100% of Leadership believe Langlade Hospital is a quality organization 

· 91.5% of staff feel positive about things going on at Langlade Hospital 

 

According to The Jackson Group, “The results of what must be a very focused, intensive and sincere effort to improve the Langlade Hospital’s employee and leadership work environments are obvious throughout the survey.”

 
 
SERVICE PATHWAY
 

Langlade Hospital’s commitment to you, our patients, is to provide outstanding hospital care through the quality and compassionate service we provide. A part of our commitment involves dedication to service excellence for our patients, our visitors and each other. At Langlade Hospital, service excellence is the fulfillment of our mission and vision through the practice of our core values: Stewardship, Dignity, Compassion, Quality and Service. The hospital continually identifies opportunities for improvement, opportunities to enhance service, implement best practices and concentrate even more on the needs of our patients and their families. 

Langlade Hospital has two key ways to measure the level of our patient’s satisfaction. The hospital utilizes Press-Ganey, which partners with more than 7,000 health care organizations—including nearly 40% of U.S. hospitals—to measure and improve their quality of care. Press-Ganey surveys millions of patients every year to produce the most comprehensive national benchmark data on service quality and safety culture. Press-Ganey with it’s over 20 years in the satisfaction measurement business offers health care providers the industry's largest comparative customer feedback databases, as well as actionable survey data and solution resources. This information allows Langlade Hospital to continue to provide best practice, best service and best care for those we serve.
 

Langlade has seen consistent increases in patient satisfaction scores; yet we realize that there are always opportunities for improvement. Below is a quick snap shot of first quarter information from the Press-Ganey Patient Survey. 

 

Patient Satisfaction Highlights:
 

On average - 

 

·        Surgery patients ranked the care they received at Langlade Hospital 94.8 out of 100 possible. 

·        Emergency Department patients ranked the care they received at Langlade Hospital 88.3 out of 100 possible.

·        Inpatients ranked the care they received at Langlade Hospital 88.3 out of 100 possible.

·        Outpatients ranked the care they received at Langlade Hospital 91.6 out of 100 possible.

 

 

Langlade Hospital is committed to meet and exceed the service expectations of our patients and their families and will continue to strive to bring forth a spirit of compassion and service to all those that we serve.

 

