
 

 

 

 

 PULSE OF PX 

 

Sutter Independent Physicians | Patient Experience Newsletter  

NEW YEAR, NEW APPROACH  

TO PATIENT REVIEWS 

Happy New Year! Happy 2023! It’s that time again 
where we reflect on the past, look ahead to the future 
and make resolutions for the new year. For individuals, 
resolutions often focus on ways to get healthier, both 
mentally and physically. For companies, resolutions 
often aim at increasing revenue and improving custom-
er service. For healthcare providers, enhancing the 
patient experience should be at the very top of the 
2023 resolution list. 

It’s often hard to know how to launch a resolution into 
action. For example, if you want to stop smoking, is 
going cold turkey the best or is a nicotine patch more 
effective? To increase company revenue, should you 
raise your prices or focus on marketing?  However, 
when it comes to enhancing the patient experience, 
there is an easy way to start: prioritize the evaluation 
of patient comments and reviews. 

Patient Reviews Contain Invaluable Feedback   
 

Getting feedback on anything can be a little nerve-wracking, but patient comments can be essential to helping your practice identify 
gaps in the experience you think you are giving your patients and the reality of what they are actually receiving. In fact, the negative 
comments – the criticisms – may be the best gift your practice could receive!  

 
Turn Negative into Positive   
 

Online reviews may pinpoint certain individuals in your practice or they may cast a negative shadow over your entire practice. Re-
gardless of the specifics of the review, it is important to read between the lines and uncover areas where your practice is falling short 
on the patient experience. Consider a review like this: 
 
“I had a horrible experience at this office. The girl at the front desk was smacking her gum (gross!) and talking on her phone while I 
was in the waiting room. Then the doctor took FOREVER to see me, looked at his computer the entire time and only talked to me for 
about 2 minutes. My friends have had good results here, but I’m going somewhere where I’m treated better.” 
 
When your practice receives a review like this, there can be immediate emotional responses: 

• The front desk person can take the attack personally and adopt a cranky attitude for the rest of the day. 
• The doctor can be annoyed because he was double-booked and had no choice but to rush the appointment. 
• The entire staff can brush the review under the rug because they know they can provide great service and results for patients, 

regardless of this bad review. 
 
A healthier approach to this review would be to address the underlying issues: 

• Train your staff on appropriate patient-facing behavior at all touch points. 
• Improve the scheduling process so doctors and staff can spend time with patients, making them feel valued. 
• Adopt standard patient flow processes that allow for a consistent experience each time a patient is seen. 
• Train staff and allocate resources to handle conflict resolution to try to win the patient back. 

 

 

 
 

 

 

In this issue: 

 
 Happy 2023! 

 New Year, New Approach 

to Patient Reviews 

 PX Spotlight:  SIP PX  

Champions Program 

 PX Thought for the Day 

Contact SIP Service Excellence 

to find out what we can do to 

support your practice!  

Volume 13 | January 2023 

January 2023   1    

Continued page 2 



 

 
January 2023   2     

For additional information about how SIP Service     

Excellence can help your practice contact: 

SIPServiceExcellence@sutterhealth.com  

New Year, New Approach to 

Patient Reviews 
(Continued from p.1)  
 

Think of Reviews as Tough Love   
 

Consider this option: It’s possible that the patient who took the 

time to write a negative review might actually want to remain 

with your practice. Perhaps it’s their passive-aggressive way to 

get you to change so they can feel comfortable coming back. 

Patients want to feel valued. They want your practice to go 

above and beyond for them – even if they don’t realize it. They 

want to connect with your practice on more than just a patient/

doctor relationship. They may be subconsciously using online 

reviews as a way to make this all happen. 

Make the Change and Watch it Grow 
   

If your practice starts to take reviews to heart – starts really un-

derstanding and addressing the underlying issues you uncover 

in patient reviews – your practice has no choice but to grow. 

Taking the information gleaned in online reviews and patient 

surveys allows you to focus on creating a better than expected 

care experience every single time a patient connects with your 

practice. 

Resolve to Get Help   
 

It’s not always easy to read between the lines and truly know 

what your patients are trying to tell you in reviews. Sometimes it 

helps to have an objective third party to not only decipher pa-

tient comments and reviews but also help you make strides to 

improve your processes.  

The SIP Patient Experience team has resources to help SIP 

practices enhance their patient care experience. To learn more 

about how we can help your practice contact : 

 SIPServiceExcellence@sutterhealth.org.  

For 2023, make a resolution to put patient reviews as one of 

your top priorities. Stick with the plan and watch your practice 

grow! 

 

 
New Physicians  
 

New physicians joining your office? Re-
quests for SIP membership can be start-
ed by visiting our website at https://
www.sipadmin.org/join-us or contact 
appropriate specialist below.  
 

 
Existing Physician Changes  
 

Resignation:  

Contracted SIP physician members should provide at least a 60-
90 day notice of resignation. This allows sufficient time to ensure 
continuation of patient care and notify health plans.  
Please visit, https://www.sipadmin.org/physician-portal/
resignations/, to start the resignation process.  
 
Leave of Absence:  
To keep our rosters current, please notify us as soon as possible  
of any Leave of Absence from clinic practice.  

 
 
 

Advanced Practice Clinicians  

 

SIP and Sutter Medical Foundation (SMF) requires all licensed 
clinicians working for a contracted SIP physician member to be 
credentialing approved prior to rendering care to enrolled pa-
tients. Please visit https://www.sipadmin.org/physician-portal/
advanced-clinician-credentialing/ to start the credentialing pro-
cess.  
 

Practice Changes  

 

Keep SIP updated of any practice changes (new location, phone/

fax update, new billing information, etc.). Send a written notifica-

tion to your Provider Network Specialist 30-60 days in advance 

and your information will be updated throughout the network. 

Please visit https://www.sipadmin.org/physician-portal/practice-

changes/ to notify us of any change(s).  

 

 
 

Danielle Conner  
Provider Network Specialist  
(916) 887-4911 phone  
(916) 503-3751 fax  
Danielle.Conner@sutterhealth.org 

Natalie Myrmyr  
Provider Network Specialist  
(916) 887-4912 phone  
(916) 503-7105 fax  
Natalie.Myrmyr@sutterhealth.org  

Questions regarding your PCP or Specialist contract? Please 
reach out to the appropriate Provider Network Specialist.  

PX Spotlight:   

      SIP Provider Contracting Team 

It’s not enough to just give the patient excellent 

service.  You must also subtly make him aware 

of the great service he is getting. 
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