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Case Study:

Mount Sinai Emergency Departments
How one of New York City’s busiest Emergency Departments (ED) was able to
measure, manage, and improve patient satisfaction and performance in a matter
of weeks.
The challenge

Mount Sinai Health System, one of the largest nonprofit health systems in the country, aimed to provide a
consistent, high-quality patient experience across all six
emergency departments throughout the health system.

+1,300

ED patients
seen per day

The solution

The ED leadership deployed RateMyHospital in all six health system emergency
departments in the Fall of 2014. For the first time, the executive and clinical
leadership had visibility into real-time patient feedback via a patient relationship
management dashboard that allowed staff to follow-up directly with patients.

Deployed at
6 Emergency
Departments
The Mount Sinai Hospital
Mount Sinai Beth Israel
Mount Sinai Brooklyn
Mount Sinai Queens
Mount Sinai West
Mount Sinai St. Luke’s

ADT (admission, discharge, transfer) Feed
(patient name, details,
etc) from Hospital sent to
RateMyHospital (RMH).

RMH sends out
text messages
to patients
containing a
secure link to
a survey.
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As the patient fills
out the survey, the
data is sent to RMH
where it is displayed
on the dashboard in
real-time.

Hospital is notified as
each patient response
is completed. Hospital
can monitor and track
their staff’s progress
on service recovery.
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Results

About Infor Healthcare

After several months of collecting baseline patient satisfaction data, the ED
leadership instituted ‘Split Flow,’ in June 2015. ‘Split Flow’ is a process
designed to expedite the triage of higher versus lower acuity patients to better
match patients’ needs with available ED resources. Using RateMyHospital,
ED leadership was able to detect a statistically meaningful improvement in
overall patient satisfaction within days of implementing ‘Split Flow.’

Contact Information:
Dann R. Lemerand, FHIMSS
dann.lemerand@infor.com
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The professional relationship that has developed with RMH over
the past 16 months has become invaluable in supporting our EDs’
drive towards excellence. The availability of direct feedback from
our patients treated yesterday has certainly changed our leaders’
morning routine! We start our day reading the comments and
having a context to both congratulate our staff or to provide them
with a just-in-time opportunity for professional development.”
Carl Ramsay MD, FACEP

Vice President
Emergency Medicine Clinical Operations
Mount Sinai Health System
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Infor Healthcare delivers industryleading healthcare-specific
solutions, available on-premise
or in the cloud, that are used by
more than 5,000 organizations
globally to transform the
integration, planning, tracking,
and management of a healthcare
organization’s vital assets,
including people, supplies, clinical
data, relationships, and financial
resources.

