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Context

With the ascent of patient-centred medical homes and accountable care organisations in the USA, patient satisfaction is being seen as an outcome that should be elevated to a performance measure on par with the process of care. Health systems are encouraged to be patient-centred, and patients are encouraged to be consumers and choose providers on the basis of satisfaction (and other) metrics. It is expected that lower publicly reported satisfaction scores will motivate hospitals to improve care quality and patient satisfaction to retain the market share. The potential power of patient satisfaction is currently being tested by the Centers for Medicare and Medicaid Services, which created the Hospital Compare website in 2005 to enable Medicare beneficiaries to compare hospitals by patient … 
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