
     

System Policy: 5 Star Transparency Program Governance - SCL Health 
Department(s) Initiating: Quality/Patient Experience 
Application: This policy applies to SCL Health and all its Controlled Corporations, as that term is 
defined in the SCL Health Bylaws, and to any entity owned in part by SCL Health or an affiliate 
and/or managed by SCL Health or an affiliate, if that entity’s governing body has adopted the policy 
[as its own]. 
Document Owner: Michael Six (Executive Director Patient 
Experience & Physician Dev) 

Last Review Date: No Review 
Date 

Effective Date: Not Approved Yet Next Review Date: No Review 
Date 

Committee/Executive Approver(s): System DCA Oversight, 
Alan Baker (VP Chief Operating Officer - Medical Group), James 
Valin (EVP Chief Clinical Officer) 

Approval Date: Not Approved 
Yet 

 

Policy Reference #: 27015, Version #: 1 

Page 1 of 3 

Purpose: 
In the spirit of transparency and person-centered care, SCL Health is committed to posting solicited 
Quantitative Data and comments from our patient satisfaction survey program to the SCL Health 
website. Research indicates that consumers review online ratings when choosing a healthcare 
physician or Provider. By posting these ratings, SCL Health is committed to proactively managing our 
physicians’ and Providers’ online reputations. This policy establishes the guidelines and processes for 
reviewing, approving, and appealing comments selected for publication to the physician and Provider 
profiles on the SCL Health website. 

Scope:  
This policy applies to specific roles/functions including all employed physicians and Providers of the 
SCL Health Medical Group and hospital-based clinics. EXCEPTION — it does not apply to residents 
(either employed by or working in any SCL Health residency program clinic or care site) or non-
employed affiliated physicians and Providers. 

Care Site Exceptions:  
Caritas Clinics - Saint Vincent & Duchesne, Lutheran Hospice, Marian Clinic, Mount Saint Vincent, 
SCL Home Health, System Services, West Pines Behavioral Health 

Definitions: 
5 Star Rating Scorecard — the document that is created and emailed to all physicians and 
Providers every month. The “Star Card” includes Quantitative Data and comments that will be 
published to the SCL Health website. 

Natural Language Processing — a type of artificial intelligence (AI) that enables computers to 
analyze and understand human language. 

Provider — any SCL Health associate that is employed to deliver care to a customer, patient and 
their family within an SCL Health entity. Refer to the Centers for Medicare and Medicaid Services for a 
List of Eligible Professionals. 

https://www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-Instruments/PQRS/Downloads/2015_PQRS_List_of_Eligible_Professionals.pdf
https://www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-Instruments/PQRS/Downloads/2015_PQRS_List_of_Eligible_Professionals.pdf
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Quantitative Data — the average of all the numerical ratings, (e.g., 4.7 out of 5) that patients provide 
via the patient satisfaction survey program.  

Reporting Period — a span of time when patient satisfaction surveys are received from patients and 
compiled. Surveys are sent to patients on an ongoing basis. Star Cards are produced and sent to 
every physician and Provider on a monthly basis.  

Solicited Data — information collected on our behalf by a contracted vendor. Patients that were seen 
in an SCL Health clinic by an SCL health physician or Provider are invited to complete a survey in the 
approved SCL Health patient satisfaction survey program. 

Policy: 
1. Patient Satisfaction Survey Program 

a. Patients seen in SCL Health Medical Group and hospital-based clinics are invited to complete 
a patient satisfaction survey following their visit. A random sample of patients receive a mailed 
survey, while the remaining patients receive either a text or email invitation, provided they 
share an email address, or have “opted in” to text messaging. Patients are invited to complete 
a survey every 90 days.   

b. Returned surveys are compiled by the patient satisfaction vendor. The Quantitative Data 
(ratings) and comments are collected from questions related to the patient’s interactions with 
his or her physician or Provider. The data is then prepared and sent for review and publication 
to the physician’s or Provider’s profile on the SCL Health website. All physicians and 
Providers enrolled in the Patient Satisfaction Survey Program are eligible to receive a 
monthly Star Card. Physicians and Providers must meet a minimum of 30 returned 
surveys before their data is published to their online profile.  

2. Reviewing and Preparing Comments for Publication 

a. Comments are transcribed into the online platform. The approved vendor uses a Natural 
Language Processing tool to review all comments. A secondary review of the comments is 
provided by the SCL Health Medical Group patient experience team. Comments such as those 
listed below will not be eligible for publication: 

i. Comments disclosing personal patient information 

ii. Comments using profane, derogatory, discriminatory, racist, slanderous or libel language  

iii. Comments about another attending physician or Provider 

iv. Comments describing experiences from other episodes of care including inpatient, 
emergency, or prior experience (e.g., prior surgeries) 

v. Comments about another department (billing, lab, procedure area) or experiences not 
directly related to the care delivered by that particular physician or Provider 

vi. Comments that risk patient privacy (too much personal detail) 

vii. Comments critiquing physician’s or Provider’s medical decisions 

viii. Comments about the physician’s or Provider’s physical appearance  

3. Physician and Provider Approval or Appeal of Comments 
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On or around the 15th of each month, enrolled physicians or Providers will be emailed a “Star 
Card.” It will include the Quantitative Data (rating), as well as comments selected for publication.  
Physicians or Providers have 15 days from the date of the email to appeal the approved 
comments. If the physician or Provider approves of the comments, and does not respond to the 
email, the comments will be published after the first of the following month, or 16 days after the 
date of the email. If the physician or Provider wishes to appeal any comments, the following steps 
must be completed: 

a. An appeal begins by sending an email to patientexperience@sclhealth.org with the specific 
comment(s) to be reviewed. 

b. A Physician Review Board, which will consist of physician or Providers from each regional 
market, will meet quarterly (or ad hoc if an imminent issue arises) to address all appeals. The 
Physician Review Board will be appointed by the Ambulatory Quality Committee upon the 
recommendation of the Patient Experience Advisory Council. A physician or Provider 
interested in serving on the Physician Review Board may submit his/her name to the email 
patientexperience@sclhealth.org for consideration. Quarterly meetings will take place during 
February, May, August, and November of the calendar year. Comments will be suppressed 
until the appeals process is complete and decisions are communicated to the requesting 
physician or Provider.  

c. The physician or Provider who has requested an appeal will need to be present either in 
person or by phone during the Physician Review Board meeting so that he/she can discuss 
and/or defend his/her position.  

d. Once the comment(s) are reviewed, a decision will be sent via an SCL Health email. The 
criteria listed in section 2 of this policy will be used to determine the outcome of the appeal. 
Decisions of the Physician Review Board are final.  

4. Published comments will remain on the physician’s or Provider’s profile on the SCL Health website 
for a rolling 12 month period. Once a physician or Provider has separated from SCL Health, 
his/her profile will be removed from the SCL Health website within 60 days.  

References: 
• 2015 Physician Quality Reporting System (PQRS) List of Eligible Professionals, 

https://www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-
Instruments/PQRS/Downloads/2015_PQRS_List_of_Eligible_Professionals.pdf. 
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