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and Implementing 
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130k
Surgical Visits

4,323
Patient Beds

610k
ED Visits

120k
Telehealth Visits

146k+
Admissions

Deliveries
16k

1,723 5.7M
Medical

Providers

More than
10,000
Lives touched
each day

Provider
Encounters

Consumer

A Year At Ardent



Ardent – Value-Based Care Profile

Lives ~49K ~182K ~7.2K

Contracts 45 35 1

Category 2
Payments linked to 

Quality

Category 3
Share savings and risk

Category 4
Population-based payments

>81
Total number of unique VBC arrangements

>238K
Lives managed under a VBC arrangement
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Net Promoter Score (NPS) Driver Index

Staff worked 
together to care 

for you

Overall

Extent Care 
Provider listened

Care 
Provider

Care provider 
concern for 
questions/ 

worries

Care 
Provider

Care provider 
efforts to include 

in decisions

Care 
Provider

Care provider 
discuss 

treatments

Care 
Provider

Care provider 
instructions for 
follow-up care

Care 
Provider

Time Care 
Provider spent 

with patient

Care 
Provider

How well staff 
protect safety

Personal 
Issues

Our concern for 
patient’s privacy

Personal 
Issues
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NPS Key Drivers

Staff worked 
together to 
care for you

Care Provider 
concern for 
questions/ 

worries

Care Provider 
Listening

Care Provider 
include in 
decisions

Top Box Scores
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Domain Opportunities (Top Box)

Top Box
Information about delays 67.9
Wait time at clinic 68.1
Ability to get desired appt 69.9
Ease of contacting 70.2
Ease of scheduling appointments 76.2
Concern of nurse/asst for problem 75.7

67.9 68.1
69.9 70.2

76.2 75.7
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AHS Net Promoter Score (NPS) & Top Box 

81.61

82.87
83.36 83.42

83.87

81.1 81.3
81.6 81.8 81.9

79.73

80.54

81.28 81.3

82.1

77

78

79

80

81

82

83

84

85

August September October November December

NPS YTD Top Box Goal (NPS) Linear (NPS)
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Voice of the Patient

Courtesy & 
Respect

Kind

Helpful

Empathy/ Compassion

Reliability & 
Scheduling

Time Period/Duration

Prompt

Appointment

Reliability & 
Scheduling

Time Period/duration

Scheduling

Appointment

Test or 
Treatment

Surgery

Colonoscopy

Time/Duration

79%

21%

OVERALL SENTIMENT- YTD

Positive Negative
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Voice of the Patient

Opportunities

78%

22%

OVERALL 
SENTIMENT

Positive Negative

Administration & 
Logistics Test & Treatments Medication

Time Period | 
Duration

Appointment | 
Scheduling 

Time Period | 
Duration

Lab

Prescription 
Filling

Time Period | 
Duration

Wait Times

Telephone 
System

Wait Times

Result Process

Explanation
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Voice of the Patient

Opportunities

Administration & 
Logistics Test & Treatments Medication

Time Period | 
Duration

Appointment | 
Scheduling 

Time Period | 
Duration

Lab

Prescription 
Filling

Time Period | 
Duration

Interactive 
Technology Wait Times

Result Process

Explanation

YTD 1/23-12/24

Wait/Timing

Not informed 
on delays

Return phone 
calls

Access-waiting 
months for 

appt

Phone rings 
forever/stuck 

on hold

Portal user 
issues

Phrase



Teamwork
• Service Excellence 

Playbook

• Team sport concept

• Managing Up Teams

• Care Provider Training
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Focus Areas

Access
• Ease of Contacting and 

Scheduling
• Scripting | key words 

development for teams
• Access Optimization | 

Call Center 
Collaboration

Informed on Delay
• Waiting room rounding

• Engaging team on 
communication 
strategies to manage 
patient expectations

Communication
• Care Team 

Communication 

• Incorporating Daily 
Huddles to increase 
communication

• AIDET Education and 
Training & Service 
Recovery

Service Recovery | Service Excellence



Thank You.
Eloy Sena

AVP, Value-Based Contracts and Operations
Eloy.Sena@ArdentHealth.com
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