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Today, we’ll discuss…

KLAS Research 
& the Arch 

Collaborative

Understanding 
the Data

Creating an 
Action Plan



Afterwards, you’ll be able to…

❑ Verbalize the benefits of having sharable, comparable EHR data for nurses

❑ Define the 3 important qualities found in most high performing organizations

❑ Understand how to interpret a Whisker Plot

❑ List at least 3 best practices or tactics for improving nurse satisfaction





KLAS Research & Arch Collaborative

• KLAS began in 1996 focused on evaluating healthcare vendor products

• Arch Collaborative launched in 2017

• Goal is to measure, benchmark & identify best practices for the EHR

• Surveyed over 200 organization and over 100,000 clinicians

• Focus on physicians & nurses

KLAS Research is a healthcare IT data and insights company 

providing the industry with accurate, honest, and impartial research 

on the software and services used by providers and payers worldwide



Here’s how it works…

❑ Review standard KLAS survey & adapt to organization

❑ RN & MD versions available

❑ Organization sends survey to users 

❑ Email to users with link to survey

❑ Prizes offered to increase participation

❑ Survey open for 3 weeks; weekly reminders sent

❑ KLAS collects & analyzes survey results 

❑ KLAS benchmarks results & provides data to the organization

❑ >100 graphs to review

❑ Free text comments



The Secret Sauce!



Net Promoter Score (range -100% to 100%)



Net EMR Experience

The Net EMR Experience score is calculated by subtracting the percentage of negative user feedback from 

the percentage of positive user feedback. Scores range from -100% (all negative) to +100% (all positive).





Whisker Plot















































Action Planning



Areas of Greatest Opportunity

❑ Training

❑ New hire training 

❑ Ongoing training

❑ Burden of documentation

❑ Redundancy

❑ Reliability

❑ Refresh cycle was behind schedule

❑ Unplanned outages



Secret Sauce Components

Satisfaction

Relationship 
with IT Staff

Training

Personalization



Retreat 

❑ Gather the team for ½ day event

❑ Nursing Informatics

❑ Training & Adoption 

❑ Communications

❑ Analysts (builders)

❑ Key nursing leaders

❑Goals:

❑ Educate group on results 
❑ Celebrate success

❑ Read free text comments!

❑ Create action plan for coming year



Activity #1: Understanding the Data 

Overview: 

• Goal is to gain a deeper understanding of what our nurses want and think

• Comments come from both KLAS & IT satisfaction survey

Process:

• Review assigned comments to identify themes and opportunities

• Consolidate & organize the information 

• Share findings



Activity #2: Action Planning

Use KLAS ‘secret sauce’ to identify tactics to improve:

• Ongoing training

• Burden of documentation

• Usability

Process:

• Identify a scribe

• Be creative!  Think outside the box

• Brainstorm each theme

• Share



Activity #3: Prioritization Exercise

❑ Determine high priority items – what will make the biggest impact?



Action Plan: High Priority Items 

❑ Enhance Super User program

❑ Enhance IT rounding program

❑ Refresh new hire training curriculum

❑ Begin structured refresher training program

❑ Reduce or eliminate redundant documentation

❑ Reduce clicks



What have we done?

❑ Refresh new hire curriculum 

❑ Focus on workflow, not functionality

❑ Assume basic EHR knowledge

❑ Reduce burden of documentation

❑ Assembled group focused on reducing clicks

❑ Began with admission assessment & moved into flowsheets

❑ Rounding program enhancements

❑ Established participation for different teams

❑ Round with a purpose – topics of the month!

❑ Call out to identify redundant documentation



Redundant Documentation



In conclusion…



Questions


