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HX INSIGHTS 
Impact of Culture 
on the Healthcare 
Experience 

Organizations performing in the top quartile for the culture index outperformed the 

bottom quartile in every domain of an employee engagement survey database with 

statistical significance (see Table). Organizations in the top quartile for culture 

performed above the top 25% of hospitals in every domain – except your immediate supervisor and in the top 15% of 

the database in the following domains: quality and competence, organizational engagement. 

Culture’s Impact on 
Employee Engagement 

INSIGHT 1 

The top and bottom quartile culture index performers were compared against an 

Physician Engagement Survey database (see Table). Those organizations in the top 

quartile for culture outperform those in the bottom quartile for every physician 

engagement domain with statistical significance; most domains outperform those in the bottom quartile by three to four 

times according to national ranking (the only exceptions being Admission and Discharge Process and Medical Records and 

Clinical Information). 

INSIGHT 2 

Measuring Culture: What makes 
up the “Culture Index”? 

• The extent to which patients are 
treated as valued customers. 

• You find that your values are very 
similar to the values of this 
organization. 

• You feel that being a member of 
this organization is very rewarding. 

• You are proud to be a part of this 
organization. 

Culture’s Impact on 
Physician Engagement 
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The HCAHPS survey was used to measure the patient experience. Hospitals in the 

cultural index top quartile outperformed the bottom quartile in every single HCAHPS 

domain with statistical significance (see Table). The largest areas of positive variance 

include communication with nurses – 51 percentile points, communication about medicines – 53 percentile points, and 

overall rating of Hospital – 53 percentile points. 

Culture’s Impact on 
Patient Experience 

INSIGHT 3 

The difference between the culture index top quartile and bottom quartile performers 

and their facility’s performance across each of the domains that represent Value-

Based Purchasing (VBP) were examined. In all but one domain, outcomes, the cultural 

top quartile exceeded performance of the bottom quartile with statistical significance (see Table). While the bottom 

quartile performers for the outcomes score had a higher national ranking by 8 points (top performers: 41st percentile vs 

bottom performers: 49th percentile) the difference was not statistically significant. Additionally, hospitals in the cultural 

top quartile achieved an average earn-back of 2.4% of their VBP withholding compared with an average of only 1.4% for 

the bottom quartile. Performance across the top and bottom quartiles equates to being profitable or unprofitable, 

respectively, with VBP. 

Culture’s Impact on 
Value-Based Purchasing 

INSIGHT 3 
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Research found a 3.2% favorable 

difference (see Graph) between the 

average turnover rates for the cultural 

top and bottom quartile performers (since lower levels of turnover are 

more closely linked to positive quality and financial performance). If you are 

an organization with 4,000 employees, moving from a 17.9% turnover rate 

to a 14.7% turnover rate could save your organization an average of 

$2,326,784.32. 

Culture’s Impact on 
Turnover 

INSIGHT 4 
14.7% 

17.9% 

Difference in Turnover 

Comparisons of culture index top and bottom quartile 

performers and percentage of self-reported employee 

turnover. 

Top quartile  

(n = 81 hospitals) 

Bottom quartile  

(n = 84 hospitals) 
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