Facebook – Code Book

1.0 General negative comments
1.00 General negative comments about the hospital
ER 

1.10 (general negative ER)

1.11 wait times (negative waiting to be triaged or seen or put in a medical bed)
Maternity/OB/GYN


1.20 General negative maternity

NICU


1.30 General negative NICU

Pediatrics


1.40: General Negative pediatrics

Neurology


1.50 General negative neurology


1.51 wait times (negative Neurology)

STAFF (NOS or more than one staff type)


1.60 Staff (NOS) (general negative)


1.61  Not attentive; appeared to be uninterested (e.g. on their phones)
1.63 Demeanor: Unfriendly / unprofessional / unsmiling / not cheery / uncaring / not   

        compassionate / inattentive / unhelpful / not supportive / impatient / disrespectful / impolite / 

        not thoughtful / unkind / not mindful

PHYSICIANS 

1.70 Physicians (general negative)
1.73 Demeanor: Unfriendly / unprofessional / unsmiling / not cheery / uncaring / not   

        compassionate / inattentive / unhelpful / not supportive / impatient / disrespectful / impolite / 
        not thoughtful / unkind / not mindful

1.75 Communication with families, patients, other staff (negative) (includes patient education, 

        teamwork, handoffs, shared decision-making)

NURSES 
1.80 Nurses (general negative)

1.82 Did not accommodate specific patient needs (e.g., would not help to bathroom)
1.83 Demeanor: Unfriendly / unprofessional / unsmiling / not cheery / uncaring / not   

        compassionate / inattentive / unhelpful / not supportive / impatient / disrespectful / impolite / 

        not thoughtful / unkind / not mindful

1.84 Ability: Poorly-trained / inexperienced / not thorough/treated patients roughly

OTHER STAFF – NON-CAREGIVERS
1.93 Demeanor: Unfriendly / unprofessional / unsmiling / not cheery / uncaring / not   

        compassionate / inattentive / unhelpful / not supportive / impatient / disrespectful / impolite / 

        not thoughtful / unkind / not mindful

1.95 Communication with families, patients, other staff (negative) (includes patient education, 

        teamwork, handoffs, shared decision-making)

PHYSICAL FACILITY


2.11 Privacy (negative)-no private rooms


2.12 Parking / Transportation services (negative)


2.13 Difficulties using website/website incorrect


2.14 Focus on ‘prettiness” rather than care quality

2.15 Cleanliness (negative)

PROCESSES

2.21 Medical errors (perceived) (general negative)


2.211 Medication error (includes wrong home or hospital meds or forgot meds) 


2.212 Important medical issue missed during evaluation


2.213 Need Processes ensuring safety or comfort (pain control) 


2.214 Wrong diagnosis
2.215 Failure to provide care in a timely manner
2.216 Failure to provide good follow up care
2.22 Understaffed / overworked (general negative)


2.221 Failure to address staffing issues


2.23 Disorganized/technical issues

2.24 Quality of life (general negative)



2.241 Busy or chaotic environment/unpleasant environment for patient or family


2.242 Demanded payment before treatment
3.0 General positive comments
3.00 General positive comments about the hospital
ER 

3.10 (general positive ER)

3.11 wait times (short time waiting to be triaged or seen)

Maternity/OB/GYN


3.20 General positive maternity
NICU


3.30 General positive NICU


PEDIATRICS



3.40 General positive pediatrics
STAFF (NOS or more than one staff type)


3.60 Staff (NOS) (general positive)


3.61 Attentive in a timely manner/prompt/efficient
3.62 Accommodated specific patient needs

3.63 Demeanor: Friendly / professional / smiling / cheery / caring / compassionate / attentive / 

        helpful / supportive / patient / respectful / polite / thoughtful / kind / mindful

3.65 Communication with “NOS or more than one staff” general positive
Physicians 

3.70 Physicians (general positive)

3.73 Demeanor: Friendly / professional / smiling / cheery / caring / compassionate / attentive / 

        helpful / supportive / patient / respectful / polite / thoughtful / kind / mindful

3.74 Ability: Well-trained / experienced / thorough


NURSES 


3.80 Nurses 

3.83 Demeanor: Friendly / professional / smiling / cheery / caring / compassionate / attentive / 

        helpful / supportive / patient / respectful / polite / thoughtful / kind / mindful

3.84 Ability: Well-trained / experienced / thorough


3.85 Communication with families, patients, other staff (positive) (includes patient education,   

        teamwork, handoffs, shared decision-making) 

PHYSICAL FACILITY

4.20 Physical facility (general positive)

4.22 Parking / Transportation services (positive)

5.0 General patient emotional experiences
5.30 Grateful / thankful (includes pt saying, “Thank you,” directed at hospital)

6.0 Comparisons to other institutions

6.10 Positive (outside hospital is worse than baystate)

6.20 Negative (outside hospital is better than Baystate)

6.30 Experience corroborated by others positive or negative

7.0 Recommendation / Return

7.10 Would recommend / would return

7.20 Would not recommend / would not return

7.30 Recommendations for improvement
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