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Understanding Online Physician Ratings

A collaborative study with the Weill School of Medicine at Cornell University,
Department of Urology

Patient Ratings and Reviews The rise of social media and near-universal online connectivity has

transformed the patient-physician relationship. Online physician review
, e ’ +r platforms are visited by countless patients every day with at least 50% of
* * %
1 4 * % patients crediting a website in their selection of a provider. In a recent

survey of over two thousand U.S. adults, 59% agreed that physician

rating sites were important in their physician choice.

Up to this point, most analyses have focused on how best to transform
ratings into a metric for care quality and provider proficiency. In general,
applicable conclusions have been limited, and the utility of these reviews continues to be a mystery. In this
study, we propose a new method to understand online ratings, focusing on both the factors that generate
a single review and the meaning of all reviews as a whole. Our goals for this study were threefold: to
assess the relationship between ratings and certain physician demographics and practice patterns, to
establish a mechanism by which physicians can benchmark their ratings compared to their peers, and
finally, to identify the aspects of the patient experience that strongly impact ratings using narrative text
reviews as a guide. By evaluating the meaning of these ratings at each level, across a physician group, for
the individual physician, and on a granular level with each rating and narrative review, providers can
formulate a more holistic depiction of their individual performance and understand how it compares to

their colleagues.
In February 2018, all numeric ratings and 3300 free text narrative reviews for every board-certified FPMRS (Female

Pelvic Medicine and Reconstructive Surgery) specialist were extracted from Healthgrades.com (n=523). Prior

DATA SCIENCE RESEARCH SERIES DATASCIENCE.KENNESAW.EDU



studies have confirmed that the overwhelming majority of ratings tend to rest at the extremes, with most values
being either 1 or 5. As expected, over 75% of physician ratings in our dataset were 5s, while slightly over 17% were
1s, with approximately 7% of the ratings as 2, 3 or 4. Using nonparametric testing, we analyzed the distribution of
the mean rating, median rating, and ratio of 5:1 ratings to determine which measure was the most statistically
robust and clinically interpretable. The ratio approach created a wide range and better separation between “good”
and “bad” ratings. Based on these findings, we opted to use the 5:1 ratio as our metric for comparative testing and
for the creation of a self-assessment rating rubric. The purpose of a self-assessment rubric was to create an easily
interpretable table that physicians could use to benchmark themselves among their peers. The rubric was stratified
by the total number of ratings for a given physician, as we anticipated the 5:1 ratio values would be affected by the
number of ratings per physician. The ratio values for physicians in the 25, 50", 75™, and 95™ percentile for each
stratified group were calculated and entered in the rubric, so that a given physician would be able to quickly assess

their standing within the group.

Ratios of 5:1 ratings” among urogynecologists grouped by total number of ratings

Number of ratings 25t 50t 75t g5th
percentile percentile percentile percentile

Total (n=523) 1.8 3.5 6.8 16.0

Less than 5 (n=20) 2.0 2.0 3.0 3.0

5to 10 (n=109) 1.3 3.0 5.0 7.0

10 to 20 (n=201) 1.6 33 6.0 13.0

20 to 50 (n=163) 2.0 4.0 8.0 20.0

More than 50 (n=30) 6.1 10.6 23.8 76.0

* Values correspond to the median value of the 5:1 ratios within each group. Physicians with all 5-ratings

or all 1-ratings were excluded.
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The 3300 narrative text reviews underwent thematic analysis according to statements pertaining to the physician,

staff/practice, clinical outcomes.

Word clouds of coded terms in positive and negative reviews of physicians, outcomes, and staff.

complications

------ " robatic work o ;Mﬂh’m"ﬁ.
T i woiad | PTODIEMS explaingd comfortsble et helpnicq .
et W"““Ptime comfortable wxpenenceg PrOIapse leskina hysterectomy TR professional ffj hospital
office SEatF g sage oo doctorstaff lifeoffice nelpes cal e OfTICe doctor pam protapse
feciani QUESKIONS e i Melisy claan . nUrse appointment axam
professional 2 wesestime problem e es{-ﬂﬂsstaff helpful ploasant
mice: pain 2 ' G uesti e
,"'“de_',‘:,.“S u l’gel’y i explaining mesh nain SU rg e ry pfmcedure visit team comfortable
help cares ‘ changed @i e =
! surgery time
recommend o lpor oo rear FECOMMEN o oot NIQchylme
Explained e hisan comebladd et quality  PrOCEAUNe gyp ainaq recovery
aaarana &P 1 el procedures ot i
A e B TR S s = " oroctes e
hystesscrony une
inary EVIS0 acescany —
knawladt giemiceive damaga MUY symptoms — cedure . billng expiain
recommend st IHEonkEinos . ‘1'.a.,“med‘"e.nr_nn""‘ insurance
care i il vaginal problerms repajr Issues recommend i
i i . pain 2 waite
questions SUrgery m.:: o orpee maesPPOCEAUR G ctor 0 wor Staff “waing visit
rude -Hfi-c-ﬂ-'-d ing STAFT divespecttal blood % .
e ssue Infection surgery
e 2 IR iy o e = care G J @Y v brsarecion = doctoroffice
i severe e, "
badside . o - it : 5 contact Problems .. phone rude
manner tlmeofﬂce Ao ight causea PN time hospitalizedt HIME S ppointment s
: cancel
"esh pladder o recommend OffiC&pladder resuks - hiec
treatment  uncanng ExplAIN explained fived damage | . o
hysterctormy g nonivece L] Scar vacation
D E ncompetent F

A: Doctor-oriented reviews with 4 or 5 rating, B: Outcomes-oriented reviews with 4 or 5 rating, C: Staff-oriented reviews with 4 or 5 rating, D:
Doctor-oriented reviews with 1, 2, or 3 rating, E: Outcomes-oriented reviews with 1, 2, or 3 rating, F: Staff-oriented reviews with 1, 2, or 3
rating.

Spending time with the patient, listening to them and addressing their questions in physician-related reviews
tented to dominate the doctor-oriented reviews. Surgical outcomes, pain, and infections tended to dominate the

outcomes-related negative reviews. Staff professionalism, ease with setting appointments and managing billing,

and wait time were common categories in the staff/practice-related reviews.

By incorporating a three-step methodological approach using the 5:1 rating ratio and a reliable thematic
codebook, physicians can delve into all the factors that formulate each rating that collectively generates their
online reputation. As a result, physicians can begin to understand what their ratings mean both as an indicator of
their online ratings compared to their peers and as a tool for improving the patient experience within their

practice.

Full research publication is currently under review by the Journal of the American Medical Association.
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