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Safety, Communication, Operational Reliability and
Engagement (SCORE) Survey Domains

Culture Domains Engagement Domains**
Improvement Readiness*  Growth Opportunities
Local Leadership Job Certainty

Burnout Intentions to Leave
Personal Burnout Decision Making
Teamwork Advancement

Safety Workload Strain

Work-Life Balance

*- the “Learning Environment” domain was renamed “Improvement Readiness.” The
items remained exactly the same.

* Some
facilities only
administer
the SCOR

(Culture
domains), so
your reports
may not
include the
Engagement
domains




Why Look at Data by Work Setting?

The two charts below illustrate why it is important to look at data at the Work Setting level. Even
though the Hospital has a good average score (74%), you can see the vast difference in

perceptions within that hospital’s work settings.
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The SRH Reporting Platform
Landing Page
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Reporting Platform Landing Page

st Repzp i . ropinin: The Select a Report

Ovriview Report - Culture and Engagement Work Settings:
Improveme

Overview Report - Culture Only Readiness P Te m p I ate I i St a n d

All positions selected ~

All work settings selected

Overview Report - Engagement Only Burnout Climate

Domains to Include

Engagement Safety Climate
Work-Life Balance Other Report Options:

Work Setting Report(s) - Culture Only Engagement: i n Re po rt Wi I I Va ry

Growth - 5 o
X Opportunities » Compare work settings in each domain
Work Setting Report(s) - Engagement Only PP i Include bar charts for question level responses
Engagement: Job

.
. ¢ Compare positions in each domain d d
Combined Work Settings Report - Culture and Certainty e e n I n O n

. Include bar charts for question level responses
Engagement Engagement.
Intentions to Leave

ape
Engagement: Bar Chart Sort By: Bar Chart Sort Order:
st whether your facility

Engagement: = Percent = Descendin
Combined Work Settings Report - Engagement Advancement <

.
Only Engagement: « Show Positive/Neutral/Negative on question bar charts I d d
Workload Strain Hide work setting labels I n C u e
Engagement.
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optionally compare the




Reporting Platform Landing Page

Select a Report Template:

The Population
=

All work settings selected v

Overview Report - Culture Only
Overview Report - Engagement Only

Work Setting Report(s) - Culture and
Engagement

Work Setting Report(s) - Culture Only

Work Setting Report(s) - Engagement Only

Combined Work Settings Report - Culture and
Engagement

Combined Work Settings Report - Culture Only

Combined Work Settings Report - Engagement
Only

The overview report will provide a view of the hospital with a comparison of each work setting and each position type for each selected domain score. It can
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Improvement
Readiness

Local Leadership
Burmnout Climate
Personal Bumout
Teamwork

Safety Climate
Work-Life Balance
Engagement:
Growth
Opportunities
Engagement: Job
Certainty
Engagement:
Intentions to Leave
Engagement:
Decision Making
Engagement:
Advancement
Engagement:
Workload Strain
Custom Questions

All positions selected ~

Other Report Options:

+ Compare work settings in each domain

Include bar charts for question level responses

+ Compare positions in each domain

Bar Chart Sort By:

Name

Include bar charts for question level responses

Bar Chart Sort Order:
Ascending

= Percent = Descending

# Show Positive/Neutral/Negative on question bar charts

Hide work setting labels

optionally compare the responses for each question across the work settings and/or position types of respondents.

selectors allow you
to select the \Work
Setting(s) and
Position Type(s) to
include in any of the
reports.



Reporting Platform Landing Page

Select a Report Template:

Domains to Include
Overview Report - Culture and Engagement in Report:

Improvement
Overview Report - Culture Only Readiness
Local Leadership
Bumout Climate
Personal Bumout
Work Setting Report(s) - Culture and Teamwork
Engagement Safety Climate

Work-Life Balance

Overview Report - Engagement Only

Work Setting Report(s) - Culture Only Engagement:
Growth

Work Setting Report(s) - Engagement Only Opportunities

Engagement: Job
Certainty
Engagement:
Intentions to Ledle
Engagement:
Decision Making’
Engagement:
Combined Work Settings Report - Engagement Advancement
Only Engagement:
Workload Strain
Custom Questions

Combined Work Settings Report - Culture and
Engagement

Combined Work Settings Report - Culture Only

Population:

SRR All work settings selected ~

Positions: All positions selected ~

Jther Report Options:

« Compare work settings in each domain

Include bar charts for question level responses
« Compare positions in each domain

Include bar charts for question level responses

Bar Chart Sort By: Bar Chart Sort Order:

Name Ascending
= Percent = Descending

Show Positive/Neutral/Negative on question bar charts

Hide work setting labels

The overview report will provide a view of the hospital with a comparison of each work setting and each position type for each selected domain score. It can
optionally compare the responses for each question across the work settings and/or position types of respondents.

Other Report Options
allow you to show bar
charts for each item (in
addition to the Domains)
for each work setting and
each position. You can
also choose how to sort
the charts; to see % of
Positive/Neutral/ Negative
on items; and if work
setting labels (names)
should appear. 9
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Select a Report Template:

Domains to Include
Overview Report - Culture and Engagement in Report:

Overview Report - Culture Only ::;dm '
Local Leadership
Bumout Climate
Personal Bumout
Teamwork

Safety Climate
Work-Life Balance
Engagement:
Growth

Work Setting Report(s) - Engagement Only Opportunities
Engagement: Job
Combined Work Settings Report - Culture and Certainty
Engagement Engagement:
Intentions to Leave
Engagement:
Decision Making
Engagement:
Combined Work Settings Report - Engagement Advancement
Only Engagement:
Workload Strain
Custom Questions

Overview Report - Engagement Only

Work Setting Report(s) - Culture and
Engagement

(LU ROV Y VY

Work Setting Report(s) - Culture Only

LY

LY

Y]

Combined Work Settings Report - Culture Only

Y]

Y]

Y]

?yﬁ SAFE & RELIABLE

Population:
Work Settings:

y. All work settings selected + \

Positions: ’ All positions selected ~ ‘

Other Report Options:

Compare work settings in each domain

[ Include bar charts for question level responses
Compare positions in each domain

[/ Include bar charts for question level responses

Bar Chart Sort By: Bar Chart Sort Order:

' Name  Ascending
® Percent = Descending

Show Positive/Neutral/Negative on question bar charts
[ Hide work setting labels

The overview report will provide a view of the hospital with a comparison of each work setting and each position type for each selected domain score. It can

| —

optionally compare the responses for each question across the work settings and/or position types of respondents.

Healthcare




The Work Setting Report

Select a Report Template:

Overview Report - Culture and Engagement
Overview Report - Culture Only
Overview Report - Engagement Only

Work Setting Report(s) - Culture and

Engagement

Work Setting Report(s) - Culture Only
Work Setting Report(s) - Engagement Only

Combined Work Settings Report - Culture and
Engagement

Combined Work Settings Report - Culture Only

Combined Work Settings Report - Engagement
Only

Domains to Include
in Report:

¢ |mprovement

Readiness

Local Leadership

Bumout Climate

Personal Bumout

Teamwork

Safety Climate

Work-Life Balance

Engagement:

Growth

Opportunities

+ Engagement: Job
Certainty

¢ Engagement:
Intentions to Leave

¢ Engagement:
Decision Making

¢ Engagement:
Advancement

¢ Engagement:
Workload Strain

¢ Custom Questions

S ONL YL L VL MR UL Y

Population:

WorkSettings: All work settings selected «
Positions: All positions selected ~
Other Report Options:

+ Compare work seftings in each domain

Include bar charts for question level responses
+/ Compare positions in each domain

Include bar charts for question level responses

Bar Chart Sort By: Bar Chart Sort Order:
Name Ascending
= Percent = Descending

< Show Positive/Neutral/Negative on question bar charts
Hide work setting labels

The work setting report will iterate over each work setting selected in the Work Setting dropdown defined in Population. It will create an individual report for each
work sefting and automatically download the PDF report for that work setting. In the work setting report, the results for the individual work setting can be compared
rk settings. Additionally, a break down of the results by position for respondents in that work setting can be provided.
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The Combined Work Setting Report

Select a Report Template:

D e 2o includ Pop

Overview Report - Culture and Engagement in Report: Work Settings: All work setlings selected ~
« Improvement

Overview Report - Culture Only

Readiness »
¢ Local Leadership Positions: All positions selected ~
Overview Report - Engagement Only ¢ Bumout Climate
¢ Personal Bumout
Work Setting Report(s) - Culture and ¢ Teamwork
Engagement ¢ Safety Climate
» Work-Life Balance Other Report Options:
Work Setting Report(s) - Culture Only « Engagement:
_ gth - + Compare work settings in each domain
Work Setting Report(s) - Engagement Only R < Include bar charts for question level responses
#/ Engagement: Job . . 5
) ) Certainty +/ Compare positions in each domain
Combined Work Setiings Report - Culture and @ Enaa & ¢ Include bar charts for question level responses
- gagement:

Intentions to Leave
« Engagement: Bar Chart Sort By: Bar Chart Sort Order: You Ca n Ia bel th e
Decision Making Name Ascending .
« Engagement: ® . i
Combined Work Settings Report - Engagement Msazoemem st SR Com b I n ed Work
Only # Engagement: + Show Positive/Neutral/Negative on question bar charts g
Workload Strain Hide work setting labels S ettl n g sre po rt as
# Custom Questions .
Name of Combined Work Settings pp ropn ate for the
(i.e. Inpatient Units, Department ABC, John Smith’ Units, efc.)
AlLYor Setunge work settings you
select (a dept or

service line, etc).

Combined Work Settings Report - Culture Only

The combined work setting report allows you to create a report for a subset of all of the work settings in your hospital. For example, if you selected all of your
ambulatory units in the Work Setting drop-down, you can label that as ‘Ambulatory Units' in the Name of Combined Work Setting Report field. The results for eacl
ted domain will be providing comparing across work settings in your combined group, and/or by positions in the combined group.
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Overview Report
SCORE Survey Culture and Engagement Survey Results

Demo Hospital

Survey Period: July 2015
Total work settings surveyed: 46
Current period response rates:

- Demo Hospital: 68%

Survey results are increasingly accurate as response rates (RR) rise.

We do not report work setting data with response rates <40% or with fewer than 5 responses.
At 40-60% RR, the data requires other corroboration (i.e. interviews of staff).

At >60% RR, the data depicts an accurate image of a work setting.
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Work Setting Report: ICU
SCORE Survey Culture Results

Demo Hospital

Survey Period: July 2015
Total work settings surveyed: 46
Current period response rates:

- Demo Hospital: 68%

Survey results are increasingly accurate as response rates (RR) rise.

We do not report work setting data with response rates <40% or with fewer than 5 responses.
At 40-60% RR, the data requires other corroboration (i.e. interviews of staff).

At >60% RR, the data depicts an accurate image of a work setting.

* Safe & Reliable Healthcare

CONFIDENTIAL WORK PRODUCT. DO NOT DISTRIBUTE OR REPRODUCE WITHOUT PERMISSION. COPYRIGHT 2017




Each Domain is Represented by a “Radar Diagram”

..is protected by our local

management. {764)

777 .allows us 1o pause and reflect

e on what we do well. (T65)

Source Data: July 2015

Institution: Demo Hospital

O/T Work Setting(s): All Work Settings
Position(s): All Positions

Demo Hospital

..utilizes input’suggestions from
the people that work here. (766)

60%

0,
48% 59%

47% 529,

55%

allows us to gain impoertant
sights intc what we do well.
{767)

&%g SAFE & RELIABLE

Improvement Readiness Domain

In this work setting, the learning environment...

...Integrates lessons learned from
other work settings. (759)

y fixes defects to X 6 ‘\ K
e the -’:v.ahry —31 \j'all-\s'e do. «\(\\ \K\e Q\Q

Percentage who Agreed slightly or Agreed
strongly with each question or Disagreed
slightly or Disagreed strongly if reversed.
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Improvement Readiness by Work Setting

Benchmarks: 4/17 US Hosp.
25th: 53% 50th: 68% 75th: 83%
Percent Positive Percentile(s)

n = 134161 responses

From 5171 units/depariments

Percent of Respondents Reporting Good Improvement Readiness (higher is befj
Source Data: July 2015
Institution: Deme Hospital
Work Setting(s): All Work Settings
Position(s): All Positions
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<x¢> SAFE & RELIABLE

Learning Environment by Position

Source Data: July 2015
Institution: Demo Hospital
Work Setting(s): ICU
Position(s): All Positions




ltem Scores

All items are on a scale of 1-5:
(1) Strongly Disagree

THE ITEM SCORE reflects the percentage of respondents who chose
“Agree” (4) or “Strongly Agree” (5) on an individual positively-worded
item.

22



Understanding the Iltem Score

On a positively worded item, the
score is the % of respondents who
“‘Agreed Slightly” or “Agreed
Strongly.”

It is also important to look at the
amount of “Neutral” (yellow). There
might not seem like much difference 1 - *
in these two groups (38% positive vs
40% positive) but the group on the | | |
upper bar has a much higher ercant pu_ mn‘” Rm;mm,*-
percentage of people who are “truly”

negative.




% SAFE & RELIABLE
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In this work setting, local leadership is available at predictable times.

Percent Positive / Neutral / Negative Respondents

Benchmarks: 4/17 US Hosp.
25th: 67% 50th: 80% 75th: 90%
Percent Positive Percentile(s)

n = 132382 responses

From 5148 units/departments



Individual Item Score by POSITION TYPE

In this work setting, the learning environment allows us to gain important
insights into what we do well.

Note: Any group Wlth Other Manager (e.g., Clinic Manager, Supervisor) (T} 100
fewer than 5
respondents will
automatically go into
a group called
“Other.” People who Nurse (172) 45 19 36
did not select their

Administrator/Manager (7} 88 14

Nurses Aide (49) 63 29 8

e H Technologist (e.g., Surg., Lab, Rad.) (25) 40 36 24

position type will also
be in that group.

Technician (e.g., PCT, Surg., Lab, EKG, Rad.) (10} 40 20 40

Admin Support (Clerk/Secretary/Receptionist) (13) 38 38 24

Other (23) 35 22 43
T T T T 1
a 20 40 &0 80 100

Percent Positive / Neutral / Negative Respondents
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Why Does My Domain Score Seem So Low?

Domain scores measure the percentage of individuals who have strong scores
consistently across most or all of the items within the domain: To achieve high
domain scores requires that ALL work setting components are robust.

Work Settings in transition, or working on improvement, should evaluate change in
individual questions — these have less demanding thresholds than domain scores.

26
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Understanding “Negative” Domains

Two Domains (Burnout and Personal Burnout) are “negative”, meaning that
LOWER scores are better (you want people to be less burned out). Note how the
Radar Diagram and Bar Chart are RED. The most favorable scores are when

respondents Strongly Disagree or Disagree with all items.

Percent of Respondents Reporting Work Setting Burnou

t (lower is better)

56%

72%

28



A Simple Rule

GREEN: the more you see, the better!
GOOD

RED: the less you see, the better!
BAD

29



Communication breakdowns are NOT
common when this work setting
interacts with other work
seltings. (303)

Communication breakdowns are NOT
commaon in this work setting. (304)

Dealing with difficult colleagues
is NOT consistently a challenging
a job. (306!

part of

Disagreements in this work selting
are appropriately resolved (i.e.,
not who is right but what is best

for the patient). (305}
100%

The people here from different
disciplines/backgrounds work
together as a well-coordinated

In this work selting, it is NOT
difficult to speak up if |
perceive a problem with patient
care. (303)

It is easy for personnel here to
ask questions when there is
somelhing that they do not
understand. (307)

% SAFE & RELIABLE
% Healthcare

Personal Burnout Domain

Events in this work setting affect
my life in an emoticnally
unhealthy way. (304)
100%

| feel burned out from my work.
(307)

| feel fatigued when | get up in
the morning and have to face
another day on the job. (305)

| feel frustrated by my job. (305)



Summary Domain Score Radars

There is also a Radar diagram that shows each Domain Score — one for all
Culture Domains and one for all Engagement Domains. You will note that even
the ‘negative’ domains (such as Burnout), are represented on these reports as

% Positive for consistency:

73%
A
Work / Life Balance (1883) Local Leadership (1924)
74% 2%
r D
| l
| |
You would read this as 73% | |
. 84% & P 61%
NOT repOI'tIng Personal Safety Climate (1904) 1 Burnout Climate (1925)
Burnout. Note that the score is \\

in the green part of the radar, 52% ~\/
indicating % positive. 73%

Teamwork (1918)
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Understanding “Negatively Worded” ltems

Several Domains include a combination of items that are positively worded and some that are
negatively worded — i.e., for some items the most favorable response is for people to Agree or
Strongly Agree, but for others the most favorable response is for them to Disagree or Strongly
Disagree. As an example, here is a negatively worded question as it appears on the survey:

“In this work setting, it is difficult to speak up if | perceive a problem with patient care.”

We want people to “Disagree” or “Strongly Disagree” with this item (choose a 1 or a 2),
because we always want to have a work setting where people feel free to speak up if they
perceive a problem with patient care.

Using both positive and negative items is a common and well-validated strategy in surveys
because it acts as a “speed bump” that keeps respondents from simply selecting all positive or

negative scores.
32



Reverse Scoring

When both positively and negatively worded items are in the same Domain (such as
Teamwork or Safety), you will see that the negatively worded item is ‘reversed’ in the reports,
so that all the items in the Domain have the same scoring (i.e. 4 or 5 is the best):

“It is difficult to speak up if | perceive a problem with patient care”
is represented on Radar Diagrams and Bar Charts in the report as:
“It is NOT difficult to speak up if | perceive a problem with patient care.”

The favorable score of 1 or 2 (Strongly Disagree, Disagree) is ‘reverse scored’ to count as a 4
or 5 (Agree, Strongly Agree)

33
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Benchmarks on Positive ltems/Domains

Learning Environment by Work Setting

The scores indicating the
25th%ile, 50" %ile, and 75th

%ile are shown on the top
of each bar chart for
Domains or ltems at the
work setting level (not for

. The legend to the right of
;ZSt ~53% SCNT 68% ?5::1: 5‘0 the Chart ShOWS the
*ercent Positive Percentile(s) L.
n = 134161 responses database StatIStICS.
From 5171 units/depariments
See the next page for how
to interpret these data.

T T T 1
40 o] 80 100

Percent of Respondents Reporting Good Learming Environment (higher is better)

slides showing Role Types).
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Benchmarks on Positive ltems/Domains

2 5th 50th

75th

~

D

3
A )

N~

These work settings are above the 75th%ile (i.e 75% of work
settings in the database scored lower than 83 on this item)

These work settings are between the 25! and 75th %ile.

The 50th%ile or median (yellow line) indicates that half of
the work settings in the database scored lower than 68
and half scored above 68.

These work settings are below the 25"%ile (i.e. 75%
of work settings in the database scored higher than 53

on this item)

v

v

20

T

40

&0

Percent of Respondents Reporting Good Learing Environment (higher is better) 36



Benchmarks on Negative ltems/Domains

75t 50th 25th

A

For negative items and domains, we want to
see lower scores (fewer people reporting
burnout). Therefore, the best scoring work

settings will have the lowest scores.

Benchmarks: 417 US Hosp.
25th: 50% S0th: 38% T5th: 23%

Percent Negative Percentile(s)

These work settings are below the 25"%ile (i.e. 75%

N of work settings in the database scored lower (better)
> than 50 on this item)
\/ These work settings are between the 251" and 75th %ile.
L

These work settings are above the 75th%ile (i.e 75% of work settings
Fercel in the database scored higher (worse) than 23 on this item) 37




Adding a Scatterplot to
Your Report



From a standard report, click the yd Slide” Button
In the header.

New Report Save as PDF B Exportas CSV  Logout Slde 4 Move Slide Up ~ Move Slide Down [ii] Delete Slide

Overview Report
SCORE Survey Culture and Engagement Survey Results

SER T Demo Hospital

Survey Period: July 2015
. Total work settings surveyed: 46

Current period response rates:
- Demo Hospital: 68%

: Survey results are increasingly accurate as response rates (RR) rise.

We do not report work setting data with response rates <40% or with fewer than 5 responses.
At 40-60% RR, the data requires other corroboration (i.e. interviews of staff).

At >60% RR, the data depicts an accurate image of a work setting.

@ Safe & Reliable Healthcare

CONFIDENTIAL WORK PRODUCT. DO NOT DISTRIBUTE OR REPRODUCE WITHOUT PERMISSION. COPYRIGHT 2017



On the menu that appears, click on the Scatterplots
Tab

Radar/Bar Charts Scatterplots

Chart Type: (reset) Slide Options:

! Radar Diagram 10S: Al work settings selected ~ No additional settings available

| Bar Chart

Domain: (reset)
Culture
Engagement | Q ]
Learning Environment
Local Leadership
Burnout Climate Radar Diagram: All Culture Domains
Personal Burnout
Teamwork Radar Diagram: All Engagement Domains
Safety Climate
Work-Life Balance Radar Diagram: Learning Environment
Engagement: Growth

Opportunities Bar Chart: Learning Environment by Work Setting Slide Preview:
Engagement: Job

All positions selected ~

e Bar Chart: Learning Environment by Position

Engagement:

Intentions to Leave

P Bar Chart: Learning Environment Question by Work Setting

D g_ g - In this work setting, the learning environment utilizes input/suggestions
i CEEEILEEE from the people that work here

Engagement:

s ment Bar Chart: Learning Environment Question by Position

Engagement:

In this work setting, the learning environment utilizes input/suggestions

Workload Strain from the people that work here

Custom Questions

Group By: (reset) Bar Chart: Learning Environment Question by Work Setting
Work Setting In this work setting, the leamning environment integrates lessons learned
Position from other work settings

Cancel Add Slide




Choose the domains/items of interest for each axis

Radar/Bar Charts Scatterplots

HG'DfUl Hint: The Population:
. . Work Settings:

Domains which correlate

most strongly are:

All work settings selected ~

Positions: All positions selected ~

X-axis: Domain Question Scatterplot Slide Options:

Learning Environment & =] Group By:
Local Leadership © Work Seting

Position
Leaming Environment Labeled Work Settings:
T k & ) ) ) All work settings selected ~
eamWOI' Learning Environment Question
In this work setting, the leamning environment integrates lessons learned from other work
Safety settings
Slide Preview:

| earning Fnvironment Question

Y-axis: Domain Question

Leaming Environment

Learning Environment Question
In this work setting, the learning environment integrates lessons learned from other work
settings.

| earning Environment Question




On the same menu, choose the work settings or position
types you want to see represented on the scatterplot.

Radar/Bar Charts Scatterplots

Population:
Work Settings: All work settings selected ~
Positions:
X-axis: Domain Question Scatterplot Slide Options:
¥ 4 West Group By:
© Work Setting
¥ 5East Position
Leamning Environment v 6 East Labeled Work Settings:
All work settings selected ~
Learning Environment Question v 6 West g
In this work setting, the learning environment i v BDCW
settings.
v Behavioral Health Slide Preview:

v Cardiac Neuro Testing
v Case Management/UR
+ Cath Lab/Pacemaker/CVCU

Y-axis: Domain

Question

®CT
v Diagnostic
v Diagnostic Clinics

Learning Environment Question
In this work setting, the learning environment i v ED
settings.

+ Endo/MP
v Family Birthplace/WH

v ICU



Choose the work settings or position types you want
to see labeled on the scatterplot.

Population:
Work Settings: All work settings selected ~
Positions: All positions selected ~
X-axis: Domain Question Scatterplot Slide Options:
Group By:
Q ]
© Work Setting
Position
Leamning Environment Labeled Work Settings:

All work settings selected ~

Learning Environment Question
In this work setting, the learning environment integrates lessons learned from other work
settings

| earning Fnvironment Question

Y-axis: Domain Question

Leamning Environment

Learning Environment Question
In this work setting, the learning environment integrates lessons learned from other work
settings.

| earning Environment Question




Click “Add Slide” to add this scatterplot to your
report.

X-axis: | Domain Question Scatterplot Slide Options:

Group By:
Q © Work Setting

Position
Learning Environment Labeled Work Settings:

11 work settings selected ~

Learning Environment Question
In this work setting, the learning environment integrates lessons learned from other work
settings.

Slide Preview:

L earnina Environment Question

Learring Environment Domain vs. Local Leadership Domain by Werk Setting

Y-axis: Domain Question

]

Learning Environment Question
In this work setting, the learning environment is protected by our local management.

Local Leadership Question
In this work setting, local leadership is available at predictable times.

Cancel Add Slide



Why Use a Scatterplot

Percant Positive Respondents - Learning Environment

8o

anagen

acinHiEep i
PPS

Neuro

fagemeanbGlifinc 1 1€
' V'8P Reha 56 Respondents
3DCIN

RPH.cou .
nte n;‘:‘ti:—n‘#'#‘jf‘”

JEagnos

5 Respondents

IMa

30 40 50 60 70 80 90 100

Percent Posilive Respondents - Teamwork

A Scatterplot is a great way to
display data for many units at
once and understand where
there is opportunity for
improvement at a hospital
level. In this case it would
make sense to focus initially
on those work settings in the
lower left quadrant.

You can use the selectors to
identify only certain work
settings (all high risk, all
Medicine units, etc) to make it

easier to read.
45
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RESOURCES

Overview Report

oNnrMNnNDc o. P biimm mmd Canmamamamnmdt Oiimimn: D ol

Three other resources

are available on on the ——
Reporting Platform.

When you click these

links, they download as
PDFs.

iponses.

é Safe & liable Healthcare
CONFIDENTIAL W PRODUCT. DO NOT DISTRIB! REPRODUCE WITHOUT PERMSSION. COPYRIGHT 2017
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Interpreting and Using
Your SCORE Survey Results

Table of Contents*

SCORE Survey Overview

Understanding Domains and ltems

Culture Domains
C1 Improvement Readiness Domain
C2 Local Leadership Domain
C3 Resilience / Burnout and Work-life Balance Domains
C4 Teamwork Domain
C5 Safety Cli ; .

Engagement Domains
E1 Growth Opportunities Domain
£2 Ad - .
E3 Job-Related Uncertainty About the Future Domain
E4 My Intentions to Leave Domain
ES Workload Domain
E6 Participation in Decision Making Domain
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Debriefing Tips
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Debriefing Session
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results and help
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SAFE & RELIABLE  qyick Tips: Debriefing SCORE Survey Data

1) Who Should Lead a Debriefing Session?
I is preferable for the someone other than the manages/work setting leades 1o lead the debrefng sesson
because:
o Staff may be more comfortable speaking up to someone other than ther manager, especally
regarding issues of leadership and psychological safety

o A person from outside the unit will “drill down’ on issues that someone famiar

o It can be difficult for Managers 1o get out of “problem sohing” mode and 1o just lsten 1o stal

‘Neutral' staff from Quality, Safety, Risk, Human Resources, & caton are often an encele

Nursing £

resource for faclitating debriefing sessions. Work Se

g Mans:

gers can debrief 3 unit other than ther ow

(preferably not in same department/service ine), which can be very ecucationsl for them
2) Where should a Debriefing Session take place? How many should attend?

Find a guiet place close to the unit (NOT a nurse’s station) so that staff can anend most eas

is often an ideal locavon. Debriefing Sessons should take place on each shit [day, evening
to ensure that there s adequate representation of opinions from the entire staf. The overall goal = 10 have &

least S50% of unit staff particpate in a debriefing session.

3) The person conducting the Debriefing Session should:

* Arrange group in a circle if possible

* Introduce themselves and state their purpose (to share results and eliot insghes)

e Explain that what they record is anonymous, but non-identifiable examples and guotes wll be shared
with management

4) Helpful tips for getting the most out of Debriefing Sessions:

* Ask open ended questions and ‘drill down’ 1o clarify the responses

o Ask for clarification when iterns are discrepant

o Allow the respondents to talk — no problem-solving or updating

o Clarify amounts when respondents use words bke “always” or “never”
* Use summarization to bridge pauses, sumulate further conversation

at silence can be an indicator of discomion

* Draw out quiet participants, but be respectful ¢

o Turn the item a fill-ir s difficult 1o speak up i | percerve a problem wth

e-blank statement. |

patient care because ____")

* Ask open-ended questions, or ask s2aff to describe their work ("On your last shift, tell me something

that was frustrating/worrisome/irritating

* Use the gualitative comments entered at the tme of survey

sumulate conversaton (“A responcent

suggested that/expressed concemn that " Does that resonate? Do you think that = an sswe? What

are your suggestions for fixing that?)

5) Writing Up Notes
e Note # of participants, role types, dat
* Group quotes and examples into similar

me/shift
categories, such by Survey Doman or by theme

e Share the notes/writeup with work setting and organzaton leadesshp




:SAfE & RELIABLE POSt-S u rvey
o s Improvement Form

SCORE measures many aspects of organizational culture, and deciding which temis) members
of a work setting should address can be cverwhelming. However, there is logic to apply so that
chosen items will generate the best overall results for patients, staf, and the crganization. To
ensure engagement and improvement, be sure to select item(s) that 1) are of nterest to those
in the work setting, Z] are appropriate for group action and 3] members of the work setting can

How to select issues and

Some things to keep in mind

¢ Low scores may seem the most logical to focus on, but only i the item is amenable to
fixing and the team is interested in improving this area. f the item with the lowest score .
is going to be exceptionally difficult to address because of the underlying issues, don't Ite m S to WO rk O n at th e
go after it unless the wherewithal exists in the improvement group to tackle the
problem. This can be very frustrating for a group and it is better 10 start small and have
some more modest ‘wins’ before tackling more complex problems.

e At least as important as the overall score for an item is the degree to which different ]
members of the work setting agreed or disagreed with it. if, for example, only 30% of WO rk S ettl n g I eve I
the nurses think there is good teamwaork, but B0% of the doctors do, this is probably -
something to work on! You will want to determine, first of all, f the concems about
teamwork are within the group (the nurses are saying that there s DoOr teamwork
among themselves] or across groups (Detween nurses and physicans o others)

e The ability for members cf the work setting tc make an impact on the item or items they
choose to work on is an important consideration. Some ssues, like concems about
staffing and frustration about EMRs, need to be acknowledged and addressed to the
extent that the team can effect change, but these issues may be out of the scope of
something the team can influence. It is important for the team to address anc work on
some issues that can be resclved — this builds confidence and capacity to take on cther
and ultimately more complex issues. There is no problem too small to be fixec; cften
the “little” things are the most annoying and have a tremendous impact on day-to-day
worklife.

® [tems in the Local Leadership domain are primarily directed toward the manager o
leader(s) of the work setting. Even if they are among the lowest scoring, they are not
something that the other members of a work setting can address. t is a good idea,
however, to use that data as a guide for inguiry with the staff: how cften and in what
manner do staff want feecback? How can they make themselves more accessible 1o
staff? What process can we implement that would provice more consistent and valued
feedback?




