Case Study: Healthcare

Using Data Science to Improve
Patient Care and Satisfaction
By applying data driven insights
to pinpoint problem areas in
patient care, a major health
network is improving vitally
important satisfaction metrics.
In healthcare, one of the most important measures of
success is patient satisfaction. Every hospital patient in
the U.S. is asked to complete a survey — the Consumer
Assessment of Healthcare Providers and Systems
(CAPHS) — to describe his or her experience and rate the
institution’s effectiveness in providing care.
In 2017, a large health network asked us to analyze
its CAHPS data using advanced computer science
techniques. The goal was to help them fully understand
their patients’ needs so they could improve their CAHPS
rating and develop better, more customized care.
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At a glance
A major health network wanted to analyze
and improve upon its patient satisfaction
ratings. We analyzed feedback from
60,000 patients over a six-month period,
measuring and prioritizing the issues
causing patient dissatisfaction. With this
information, we were able to provide
targeted recommendations enabling
better, more customized services.

Outcomes
• Recommendations for customized
patient servicing are expected to
significantly improve their CAHPS scores.
• Identified factors leading to lower patient
satisfaction.
• Classification and insights on patients
based on clinical and demographic traits.

Using data science to
improve patient satisfaction

The power of statistical
analysis

We analyzed data from 60,000 patients who visited
the organization’s health centers over the course
of six months. Our team evaluated key patient care
issues such as communication, responsiveness and
pain management, and compiled a holistic set of
analytics correlating the patients’ clinical and social
backgrounds along with their satisfaction feedback.

In analyzing the data, we used decision tree
models and regression models, as well as intensive
hypothesis testing using Chi Square, Kruskal Wallis
and Wilcoxon tests to fully understand all the
variables and how they interact with each other.
For instance, if a patient has a negative response
to a healthcare facility, that might influence his
or her view of the doctors and nurses, even if
those people did not contribute to the negative
experience.

As a result, we were able to identify and target very
specific patient care issues. We showed our client
where they ranked on these issues in relation to
national averages. More importantly, we were able
to recommend specific actions they could take to
improve patient care delivery, health outcomes and
business operations.

Turning data into business
intelligence
The central challenge in this engagement was: How
do we deliver specific, actionable recommendations
and advice to our healthcare client using a
combination of patient feedback and clinical
background data?
We analyzed 60,000 CAHPS patient survey forms
over a six-month period. Along with this data, the
client shared clinical background information on
these patients, including the kind of treatment
they were receiving, their medical history and
demographic data such as age, gender and race. In
addition, we looked at logistical factors such as time
of admittance and time of discharge, and how the
discharge formalities were conducted.

Our analysis was designed to distinguish between
these variables when evaluating patient responses.
We delivered a detailed set of patient satisfaction
analytics, along with a set of observations and very
informed and specific recommendations for the
health network. We made a number of suggestions
regarding communications with patients, especially
during the discharge process from the hospital.
For example, older patients who are not being
discharged to skilled nursing facilities need to be
carefully briefed on the potential side effects of
their medications. New mothers also require extra
attention on discharge day. We advised the client
on resource planning to ensure they are not shortstaffed at these important moments.
Our recommendations for this healthcare provider
have helped them fine tune their operations and
are expected to significantly improve their CAHPS
scores.
For more information, visit www.cognizant.com/ai.
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About Cognizant Healthcare
Cognizant’s Healthcare Business Unit works with healthcare organizations to provide collaborative, innovative solutions that address the industry’s most
pressing IT and business challenges —from rethinking new business models, to optimizing operations and enabling technology innovation. A global
leader in healthcare, our industry-speci c services and solutions support leading payers, providers and pharmacy bene t managers worldwide. For more
information, visit www.cognizant.com/healthcare.

About Cognizant Artificial Intelligence Practice
As part of Cognizant Digital Business, Cognizant’s Artificial Intelligence Practice provides advanced data collection and management expertise, as well as
artificial intelligence and analytics capabilities that help clients create highly-personalized digital experiences, products and services at every touchpoint
of the customer journey. Our AI solutions glean insights from data to inform decision-making, improve operations efficiencies and reduce costs. We apply
Evolutionary AI, Conversational AI and decision support solutions built on machine learning, deep learning and advanced analytics techniques to help our
clients optimize their business/IT strategy, identify new growth areas and outperform the competition. To learn more, visit us at www.cognizant.com/ai.

About Cognizant
Cognizant (Nasdaq-100: CTSH) is one of the world’s leading professional services companies, transforming clients’ business, operating and technology
models for the digital era. Our unique industry-based, consultative approach helps clients envision, build and run more innovative and efficient businesses. Headquartered in the U.S., Cognizant is ranked 195 on the Fortune 500 and is consistently listed among the most admired companies in the world.
Learn how Cognizant helps clients lead with digital at www.cognizant.com or follow us @Cognizant.

World Headquarters

European Headquarters

India Operations Headquarters

500 Frank W. Burr Blvd.
Teaneck, NJ 07666 USA
Phone: +1 201 801 0233
Fax: +1 201 801 0243
Toll Free: +1 888 937 3277

1 Kingdom Street
Paddington Central
London W2 6BD England
Phone: +44 (0) 20 7297 7600
Fax: +44 (0) 20 7121 0102

#5/535 Old Mahabalipuram Road
Okkiyam Pettai, Thoraipakkam
Chennai, 600 096 India
Phone: +91 (0) 44 4209 6000
Fax:: +91 (0) 44 4209 6060

© Copyright 2019, Cognizant. All rights reserved. No part of this document may be reproduced, stored in a retrieval system, transmitted in any form or by any means,electronic, mechanical,
photocopying, recording, or otherwise, without the express written permission from Cognizant. The information contained herein is subject to change without notice. All other trademarks
mentioned herein are the property of their respective owners.

Codex 3608

