Survey: Evaluating Healthcare

Organizations’ Abilities to Address
Common Challenges

Introduction

The world is aging. While there are currently
703 million people 65 years of age or older
worldwide, by 2050, that number is expected
to reach . Similarly, the
predicts that older adults will outnumber chil-
dren for the first time in US history by 2030.
Many of these older adults are expected to
with the support of home health
and home care assistance.

Especially with the US population aging
at its current rate, reducing financial risk re-
mains a significant challenge. For the past 60
years, US healthcare costs have increased
every year. By 2028, US healthcare spending
is expected to reach and account
for almost 20 percent of the GDP.

As the older adult population continues
to grow and as costs continue to rise, health-
care professionals and companies are inno-
vating to deliver more comprehensive solu-
tions along the care continuum. Optimizing
patient outcomes, reducing financial risk, and
improving operational efficiency are all top
of mind for healthcare providers and com-
panies—and they are increasingly looking
to address these significant challenges with
technology solutions.

A record amount of money is being in-
vested into healthcare startups with the
promise of digital transformation. Accelerat-
ed by glaring inefficiencies made transparent
by the pandemic, private funding for health-
care companies has increased significantly.
During the first quarter of 2021, $6.7 billion

o
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was invested in US digital health startups in
an effort to improve care, streamline opera-
tions, and increase revenue through digital
technology solutions.

While technology solutions abound, there
appears to be a gap between available tech-
nology and user adoption among healthcare
professionals. This survey aims to better un-
derstand the challenges facing healthcare
providers, especially in the skilled nursing
industry, and how healthcare workers in all
job functions are engaging with technology
to solve challenges, from acquiring patients
to enforcing safety measures. Ultimately, we
hope to understand from this study how to
create and implement solutions that best ad-
dress the needs and preferences of end us-
ers to improve adoption.

Inspiren, a nurse-led technology company
that is dedicated to protecting the residents
and caregivers of skilled nursing facilities,
sought to find partial answers to these ques-
tions by initiating a primary study alongside
partners Osmond Marketing, the Association
of Skilled Nursing Providers, and Caring.com.
In this quantitative survey, the investigators’
primary motivation was to understand how
medical professionals engage with technolo-
gy to solve challenges and improve efficien-
cies and patient care. The 18-question survey
addressed topics such as respondents’ high-
est priorities, resourcing needs, current tech-
nology solutions, EHR use, and demograph-
ics. Following is a short description of each
partner.



https://www.un.org/development/desa/en/news/population/our-world-is-growing-older.html#:~:text=Today%2C%20there%20are%20703%20million,1%20in%2011%20in%202019.
https://www.census.gov/newsroom/press-releases/2018/cb18-41-population-projections.html
https://www.nia.nih.gov/health/aging-place-growing-older-home
https://www.investopedia.com/u-s-healthcare-spending-rising-fast-5186172
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Who Was Involved?

Inspiren

Inspiren is a nurse-led technology company
that has created a hybrid sensing platform
called AUGI, which leverages artificial in-
telligence, computer vision, environmental
sensing, and loT connectivity to analyze and
understand the physical and digital environ-
ment of a patient or resident. The technology
is shown to be effective in increasing staff ef-
ficiency, patient safety, and infection control
by providing real-time insight into patient ac-
tivities and staff interactions.

Osmond Marketing

Osmond Marketing is a full-service, full-fun-
nel marketing organization with a focus on
content and education. Osmond Marketing
provides a comprehensive suite of business
and marketing services along the customer
journey for clients in the healthcare industry.

ASNP

The Association of Skilled Nursing Providers
is a 501(c)(3) nonprofit organization dedicat-
ed to educating providers, organizations, and
the public about best practices in post-acute
care—especially skilled nursing.

Caring.com

Caring.com is an online resource offering ex-
pert guidance through phone support to se-
niors and their caregivers nationwide. As the
number one site for senior care reviews, their
overall objective is to help those caring for
seniors make good, informed decisions while
also saving time and money.

These organizations came together to de-
sign and distribute a survey illuminating the
perspectives of medical professionals about
technology, particularly in the skilled nursing
industry. This effort was to gain a better un-
derstanding of the common challenges that
healthcare professionals face as well as the
confidence those individuals have in their or-
ganizations’ ability to address those challeng-
es with their current technology solutions.

Survey Methods

The survey was created using SurveyMon-
key and distributed to medical professionals
working specifically in skilled nursing at vari-
ous healthcare organizations. Volunteer par-
ticipants were found through Osmond Mar-
keting’s healthcare network relationships,
Caring.com’s newsletter database, and tar-
geted phone calls to healthcare facilities. The
survey was distributed twice over the period
of two months, and no monetary incentives
were used. There were a total of 133 respon-
dents.

Once all of the responses had been col-
lected, the investigators analyzed the re-
sults. For results based on the total sample
of healthcare professionals, the margin of
sampling error is +/- 10 percentage points at
the 95 percent confidence level. In addition
to sampling error, question wording and prac-
tical difficulties in conducting surveys can in-
troduce error or bias into the findings of pub-
lic opinion polls. Despite these challenges,
the investigators felt the survey was a large
enough volunteer sample size to draw gener-
alized conclusions about industry trends.

Survey Results

Overall survey results indicate that while par-
ticipants understood the benefits of techno-
logical developments in the industry, there
are significant barriers preventing their or-
ganizations from implementing these inno-
vative solutions, such as budget constraints
and lack of prioritization for innovation. Par-
ticipants also understood, even in small- and
medium-sized business market segments,
that technology solutions are imperative to
removing roadblocks in the long term and
will address the most pressing challenges in
today’s healthcare ecosystem.
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Participants also recognized that, as
the industry continues to respond to the
COVID-19 pandemic and adapt to the rapidly
growing elderly population, healthcare work-
ers must have access to intuitive, affordable
technology that allows them to automate
their processes and reduce the burden on
staff while continuing to offer excellent care.

The following are the results that were
collected from questions surrounding partic-
ipants’ demographics, common challenges
and pain points, perspectives regarding their
use of current technology, and solutions at
their organizations.

Demographics

The majority of the respondents (51 per-
cent) were between the ages of 30 and 44,
followed by 33 percent in the 18 to 29 age
group. Respondents were fairly evenly spread
out across the United States, with the largest
groups being from the East North Central (16
percent), Pacific (16 percent), and West South
Central (14 percent) regions. A significant
majority (82 percent) were female, while 18
percent were male. The household income
followed a normal distribution, with a major-
ity (52 percent) falling between $50,000 and
$99,999. Respondents included registered
nurses, licensed practitioner nurses, certified
nurse assistants, administrators, operations
executives, and nurse managers.

Organizations

The majority of the respondents (56 percent)
represented skilled nursing facilities; the next
largest group (30 percent) represented hos-
pitals. The remaining respondents came from
other healthcare facilities, including rehabili-
tation, assisted living, outpatient clinics, and
memory care. Organization size was mea-
sured in terms of the number of beds. Of the
facilities, 14 percent have up to 50 beds, 48
percent have 51-200 beds, 15 percent have
201-500 beds, 5 percent have 501-1,000
beds, and 18 percent have more than 1,000
beds.

In sum, the investigators felt that the in-
dustry breakdown was represented fairly well
in the survey responses, with 95 percent of
participants self-identifying as an adminis-
trator (20 percent), director of nursing (12.5
percent), or other management or clinical job
function.

Perspectives on Technology and Solutions
After providing information about themselves
and their organizations, respondents were
asked to rank their level of concern regard-
ing staff safety/duress, manual documenta-
tion, staff engagement/recognition, staff mo-
rale, and resourcing challenges on a modified
Likert scale as “not a priority,” “low priority,”
“moderate priority,” “high priority,” or “highest
priority”:

Not a Concern Mild Concern Moderate Concern High Concern [l Highest Concern

Staff Safety/Duress 17% 22% 23% 24%

Manual Documentation 32% 22% 26% 15% H

Staff Engagement/

Recognition 12% 22% 29% 25%

Staff Morale 9% 17% 17% 35%

Resourcing Challenges 13% 18% 30% 25%

Staff morale is ranked as the highest
concern, with 21 percent of respondents say-
ing it was “highest priority,” with resourcing
challenges as the next highest (14 percent).
Staff morale and resourcing challenges can
go hand in hand since, when turnover rates
are high and resources are low, the job be-
comes more demanding physically, mentally,
and emotionally. Staff safety (14 percent) and
resourcing challenges (13 percent) followed
closely behind in terms of being perceived as
highest priority. Manual documentation was
not seen as a challenge on the same level,
with only 6 percent of respondents saying it
was “highest priority” and 32 percent saying
it was “not a priority.”
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Next, respondents ranked their level of
concern regarding each challenge specifical-
ly related to resourcing:

Not a Concern Mild Concern Moderate Concern High Concern [l Highest Concern

Staff Turnover 1% 19% 19% 28%

23%
COVID 9% 20% 32% 20%

PTO/Retirements 20% 27% 30% 16% m
Resourcing

Challenges/ 1:1 Sitters 2y s 228 s n

StafffPatient Ratios ~ 12% 25% 28% 21%

Staff turnover (23 percent) and COVID
(19 percent) were the highest concerns with
regard to resourcing. COVID has had a tre-
mendous impact on employee turnover in the
healthcare industry: As people fear for their
safety, many who are high risk for infection
or have high-risk family members have cho-
sen to stop working or retire early, leaving the
number of healthcare workers dwindling.

Respondents were then asked to rank
their level of concern regarding their organi-
zation’s ability to address the challenges with
their current solutions and processes:

Not a Concern Mild Concern Moderate Concern High Concem [l Highest Concern

Staff Safety/Duress 14% 23% 33% 20%

Manual Documentation 32% 25% 28%

3
g
H

Staff Engagement/

Recognition 13% 23% 32% 23%

Staff Morale 8% 20% 30% 27% 4

Resourcing Challenges 15% 22% 25% 27%

The results indicate that employees are
most concerned about their organization’s
ability to deal with the ebb and flow of staff
morale (14 percent ranked as highest con-
cern), along with staff safety and resourcing
challenges (11 percent ranked as highest con-
cern).

After respondents shared their concern
about the organization’s ability to address
common challenges, they ranked how well

their organization prioritizes evaluating their
current processes and solutions for address-
ing each of the challenges:

Not a Priority Low Priority Moderate Priority High Priority [l Highest Priority

Staff Safety/Duress 2%  12% 34% 37% 5

Manual Documentation 15% 24% 31% 21%

Staff Engagement/
Recognition

5% 14% 37% 35%

Staff Morale ~ 7% 13% 28% 33%

Resourcing Challenges 4% 23% 28% 29%

Staff morale was viewed as a top concern
for organizations, with 52 percent of respon-
dents saying their organization viewed it as
highest or high priority. Staff safety was also
viewed as a top concern, with 52 percent of
respondents saying their organization viewed
it as highest or high priority. Resourcing chal-
lenges (46 percent), staff engagement (44
percent), and manual documentation (30 per-
cent) were viewed as secondary concerns.

Respondents also expressed their con-
cern about their organization’s ability to ad-
dress the following challenges:

Not a Concern Mild Concern Moderate Concern High Concern [l Highest Concern

PatientFalls  13% 21% 28% 24%
Pressure Injuries 18% 24% 21% 26%
Infection Control ~ 15% 19% 18% 25%
Protocol Compliance
e aw an - o
(Rounding/Bedside)
Family Engagement 21% 27% 28% 15%
Remote Monitoring 27% 30% 22% 12% m

Not surprisingly, infection control topped
the list of respondents’ concerns, with 48 per-
cent of respondents identifying it as a “high”
or “highest concern.” Protocol compliance
adherence (36 percent), pressure injuries (37
percent), and patient falls (38 percent) were
also cited as issues respondents were con-
cerned about.
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After measuring the respondent’s per-
spectives on these common challenges, re-
spondents answered how their organizations
currently measure patient rounding, resulting
in the following data:

59%

23%
15% 14%

8%

Documented in  Automated via Not Recorded ~ We Don't Have a
EHR 10T Technology Patient
Rounding Policy

Paper-Based

When it comes to patient rounding, nearly
52 percent of organizations are using an EHR
to document activity, while 23 percent are
manually documenting activity on paper, 15
percent are automating via 10T technology,
14 percent are not recording patient round-
ing, and 8 percent do not have a patient
rounding policy.

Next, respondents ranked the volume
of new-patient leads:

Moderate Volume [l High Volume

]
2
g
2

Company Website 22% 32% 20%
Phone Call 22% 29% 25%
Assisted Living Facilty 20% 32% 28%
Home Care Agency 2% 32% 21%
Facility Employees. 35% 28% 18%

Search Engines (Google, etc.) 36% 24% 21%

Other Referral Sources 38% 20% 27%

According to respondents, hospital dis-
charge planners, case managers, and physi-
cians are still responsible for the bulk of leads,
with current patients and families following
close behind. Company websites are provid-
ing a significant amount of leads, while only a
few respondents cited digital directories and
social media as high-volume sources.

Respondents then selected the factors
that prevent their organizations from embrac-
ing new technologies and solutions:

Lack of Innovative Solutions
to Solve Problems

Lack of ROI 7%
Staff Pushback 28%
HIPAA Challenges 18%

Infrastructure Changes 17%

17%

Operational Budget
Restraints

Capital Budget Restraints 33%

Other 14%

Operational and capital budget restraints
are cited as the most common reasons orga-
nizations have held off implementing innova-
tive solutions. Staff pushback was listed next,
then lack of innovative solutions to solve
problems. Lack of ROI, HIPAA challenges,
and lack of interoperability were also cited
as barriers to implementing technology solu-
tions.

Finally, respondents selected the resourc-
es they use to acquire healthcare industry in-
formation:

70%

58%

21%
17%

7%

Social Media v Radio Podcast ‘Webinar Medical Other

Ne:
Articles/Blogs Journal

The majority of professionals are receiv-
ing information from a variety of sources.
Medical journals are used most, then webi-
nars, news articles, social media, and other
sources. Interestingly, while most respon-
dents overall do not view digital channels as
an important source of leads, they do view
digital channels as an important source of
news and information.
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Key Takeaways

The results of this survey were illuminating.
The research shows that the greatest con-
cerns of healthcare professionals are staff
morale, employee turnover, and infection
control. With 56 percent of respondents re-
porting staff morale as at least a high—if not
the highest—concern and only 9 percent of
them citing it as no concern at all, it’'s rea-
sonable to assume that COVID-19 and the
additional strain placed on healthcare profes-
sionals have left many concerned about the
well-being of their staff. Intense stress and
low staff morale can impact every aspect of
care at a long-term care facility.

Low morale not only impacts healthcare
professionals’ ability to provide the best care
possible, but it can also lead to high turnover
rates. In fact, reports
that nursing homes have a 94 percent staff
turnover rate. In facilities with particularly
low star ratings, this percentage increases,
as facilities with a one-star rating from CMS
have a median turnover of 135 percent. While
COVID-19 has certainly played a role in staff
morale and regular turnover, high turnover
rates have affected the long-term care indus-
try long before the pandemic.

Considering facilities’ concern over bud-
getary restrictions, the need to continuously
replace staff members puts additional strain
on spending. According to , the cost
of replacing an employee can be up to two
times the employee’s annual salary. This
means that prioritizing staff satisfaction could
not only improve care but also help facilities
save and invest money in addressing their
most significant challenges, like driving dig-
ital transformation and improving their pro-
cesses.

Not only were staff morale and resourc-
ing the highest-ranking concerns in this sur-
vey, but many respondents also reported
that they do not feel their organizations are

able to adequately address these challenges
with their current technology and solutions.
Many respondents reported their organiza-
tions were most unprepared to deal with staff
morale (14 percent). Resourcing concerns and
staff safety/duress follow closely behind—
each at 11 percent. This shows that not only
are these concerns at the top of long-term
healthcare professionals’ minds, but they
also feel ill-equipped to address them.

Infection control also ranked as one of
the industry’s highest concerns, most likely
due to the COVID-19 pandemic: 23 percent of
respondents selected it as their greatest con-
cern amongst other choices such as patient
falls, pressure injuries, protocol adherence,
family engagement, and remote monitoring.
As facilities continue to move past the pan-
demic and adapt to a stricter regulatory envi-
ronment, this concern is expected to subside.

While many technology organizations
and investors are betting on solutions to dig-
itally transform the industry and solve com-
mon challenges, respondents indicate that
there are barriers between these solutions
and organizations’ ability to adopt them.

As the complexity of issues faced by the
long-term care industry grows, facilities’ pro-
cesses remain unchanged, making concerns
like staff morale and resourcing even more
difficult to address. For example, 82 percent
of organizations manually document all activ-
ity, making it difficult to keep up with accurate
and recent information, let alone identify nec-
essary areas for growth. In one study focused
on post-acute care facilities, of re-
spondents encountered problems related to
inadequate data from the hospital, particular-
ly during discharge. Inadequate information
flow can make providing excellent care that
much harder, especially when nursing staff
does not have the guidance they need.



https://skillednursingnews.com/2021/03/nursing-homes-have-94-staff-turnover-rate-with-even-higher-churn-at-low-rated-facilities/
https://www.gallup.com/workplace/247391/fixable-problem-costs-businesses-trillion.aspx
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6004319/
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Outdated processes are also reflected
in the methods used to secure new patient
leads. According to these results, long-term
care facilities rely on in-person referrals from
physicians and current patients to reach new
clients. However, implementing digital out-
reach through search engine results, web-
sites, and social media could help them stand
out from the competition. While 32 percent of
respondents ranked physician referrals as the
most common source of new patient leads,
only 4 percent chose social media. There is
an opportunity for forward-thinking compa-
nies to become market differentiators in this
area, as use search en-
gines to find healthcare reviews as the first
step while finding a new healthcare provider.
Similarly, a survey found that 76
percent of consumers trust online reviews as
much as personal recommendations. As con-
sumers continue to rely on digital solutions,
long-term care facilities that harness digital
tools may be able to adapt and stand out in
the market.

Along with the pressure to adapt to the
challenges related to the COVID-19 pandem-
ic, long-term care professionals have been
faced with an intensifying regulatory envi-
ronment, increased competition, and more
complex organizational processes—all issues
that may be improved by technology. Howev-
er, barriers to change—such as tight budget
restraints—leave many professionals juggling
these challenges alone.

In sum, this survey was designed as an
exploratory study to understand the percep-
tions of skilled nursing professionals about
technology’s role in patient acquisition and

care. This study has confirmed the authors’
hypothesis that (1) most healthcare profes-
sionals understand the benefits of technolo-
gy but (2) see significant barriers in the abil-
ity to utilize them effectively. The study also
suggests that there is a significant opportu-
nity to improve patient acquisition with digital
tools, as some respondents have indicated
that they are receiving a high volume of leads
from these channels.

Further research is needed to identify the
technology tools and processes that market
leaders are using to digitally transform and
stand out among competitors, as well as the
relative importance that market leaders place
on technology.

Further qualitative research is also need-
ed to understand how technology solutions
improve operational efficiency, reduce finan-
cial risk, and optimize patient care in more
specific ways.

It is the authors’ opinion that, as health-
care professionals continue to experience
more complex processes and additional reg-
ulatory requirements, technology solutions
will become more important in the basic
functions of a skilled nursing facility. Market
leaders will be those who harness the value
of technology and place the necessary time
and resources to become the first adopters
of these solutions.



https://www.softwareadvice.com/resources/how-patients-use-online-reviews/
https://www.brightlocal.com/research/local-consumer-review-survey/#summary

