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As healthcare in the United States continues to shift toward a value-
based care system, patient-reported outcomes (PROs) are becoming 
increasingly important to patients, providers, and payers. 



From a clinical perspective, PROs help healthcare organizations 
improve care outcomes and optimize the patient experience. Focusing 
on quality of life and functional abilities, rather than physiological and 
medical results, PROs help providers consider patient goals, participate 
in shared-decision making, and facilitate a more value-based care 
delivery method.  



Operationally, PROs directly impact quality ratings, such as those 
published by the Centers for Medicare & Medicaid Services (CMS), and 
are often used as a part of value-based reimbursement ratings.



However, while PROs are recognized as essential for delivering patient-
centric care, they require generating high compliance among patients – 
and that has shown to be an often-elusive task.



This eBook is intended to give healthcare providers and leadership the 
information they need to generate high patient compliance and 
effectively leverage patient-reported outcomes data.


INTRODUCTION
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What are Patient-Reported 
Outcomes (PROs) and Why 

Do They Matter? 



As defined by the Centers for Medicare & Medicaid Services (CMS), patient-reported outcomes 
are reports that patients provide about their health conditions or health behavior that a clinician 
has not interpreted.   

Among the information patients may report are:
 General health, including mood
 Health-related issues, including quality of life, functional status, and ability to complete  

various activities
 Symptoms, such as pain and fatigue, and the burden of those symptoms 
 Health behaviors, including smoking, diet, and exercise
 Side effects from new medications or treatments




Patient-reported outcomes are usually collected with validated questionnaires received directly 
from patients. Questionnaires range from general health surveys to questions about specific 
health issues or treatments. 



For example, the Knee Injury and Osteoarthritis Outcome Score (KOOS) measures short- and 
long-term symptoms and function among knee or osteoarthritis patients. KOOS was developed 
to help providers assess their patients' opinions about their knees and associated problems to 
gain insight into how symptoms and function change over time.



Patient-reported outcomes help providers identify strengths and weaknesses in the care they 
provide, benchmark their outcomes against other clinicians, and analyze their success in 
encouraging patients to adopt healthier lifestyles. Additionally, patient-reported outcomes data 
empowers organizations with the ability to identify where they excel and how they can improve 
to optimize their care delivery and the outcomes of their patient populations.

PROs collect patients’ perceptions of 
the outcomes of the medical care 
they received, not what they thought 
about the service. 



For example, a patient could report a 
positive patient experience—including 
convenient appointments and good 
communication with their provider—
but be unsatisfied with their 
functional abilities and quality of life 
after completing their treatment.
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How do PROs differ from 
patient experience surveys?

WHAT ARE PROs & WHY DO THEY MATTER?

https://mmshub.cms.gov/sites/default/files/Patient-Reported-Outcome-Measures.pdf
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Despite their value, the use of PROs is not as widespread in the U.S. as it should be, says The Commonwealth Fund. Among the 
reasons why patient-reported outcomes are not collected more often are:

The right technology solution solves most of the challenges above. However, compliance is often the largest barrier to clinical 
innovation and quality improvement with patient outcomes data and, therefore, this eBook spends most of its pages providing 
applicable solutions.

CHALLENGES WITH PATIENT-REPORTED OUTCOME COLLECTION

It can be difficult to link patient-reported outcomes to treatments because many factors, such as patient compliance and social 
determinants of health (SDoH), can influence outcomes

Clinicians are not able to bill for time spent fielding outcomes surveys or interpreting the data

Collecting enough patient outcomes data to enable measurement and analysis requires generating high patient compliance

Providers may lack the training or resources needed to obtain value from outcome reports and how to use them effectively

Fear of disruption to clinical workflows

Copyright © 2022 by PatientIQ. All Rights Reserved

https://www.commonwealthfund.org/publications/newsletter-article/using-patient-reported-outcomes-improve-health-care-quality
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The Role of Patient 
Compliance
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To effectively assess quality of care, improve care delivery, and conduct research, clinicians need a robust database of patient 
outcomes data. However, generating that database requires patients to participate and provide the solicited health information. 

As in most industries, it is difficult to consistently engage the consumer. With patient-reported outcomes, studies have shown 
compliance rates vary depending upon the type of treatment provided and its purpose. For example, one study showed that, among 
patients who received shoulder arthroplasty, PRO compliance rates were 72% at baseline, 47% after one year, and 33% at the two-year 
mark. In contrast, a study of clinical trials showed an overall compliance rate of 93.1%.  

However, despite this variation, academic journals largely accept 80% compliance at two years post-intervention as the “gold 
standard” for patient-reported outcome compliance. To achieve 80% or more compliance at two years post-intervention, providers 
typically need to reach the following compliance rates over time:

THE ROLE OF PATIENT COMPLIANCE
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Baseline

95%+
2-6 Weeks

95%+
3 Months

93%+
6 Months

90%+
1 Year

85%+
2 Years

80%+

These rates can be difficult to achieve – and even more challenging to maintain over time. To achieve high compliance, healthcare 
organizations should implement the following top tactics.

https://pubmed.ncbi.nlm.nih.gov/27365012/
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Top 10 Tactics to 
Achieve High 
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Patient-reported outcomes can be used to measure many things – from 
patient perceptions of treatment and overall quality of care to functional 
status and severity of symptoms. However, outcomes data is most 
valuable when the purpose for collection is identified at the start. 



Providers should begin by defining the purpose of PRO data collection. 
What are you trying to achieve? What do you want to measure? Be as 
specific as possible. 



Once clearly defined, the PRO program can then be optimized for the 
intended purpose – utilizing the right instrument and reaching the right 
patients with the right questions, at the right milestones. 

This level of clarity drives relevancy – another top tactic for generating 
high compliance. 

TOP 10 TACTICS TO ACHIEVE HIGH COMPLIANCE
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Set Clear Goals1

As previously mentioned, it’s difficult to engage consumers. Short attention spans 
married with distrust in providing personal information leads to poor compliance 
rates. 



To increase the likelihood of patient participation, healthcare organizations need 
to ensure information requested and provided is relevant to the individual patient. 
Nothing halts participation faster than soliciting information that doesn’t apply to 
the individual.



Similarly, organizations need to do more than collect information to achieve high 
compliance – they must provide relevant content. For example, organizations with 
high compliance provide patients with educational content specific to their 
condition or procedure. This improves the patient experience and builds trust with 
the patient – and when you establish trust you begin to optimize compliance. 

Provide Relevant Content2
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TOP 10 TACTICS TO ACHIEVE HIGH COMPLIANCE

Copyright © 2022 by PatientIQ. All Rights Reserved

To increase likelihood of patient compliance, providers can take advantage 
of some of the many patient-reported outcomes that have already been 
standardized and validated. For example, Short Form 12 is a 12-question 
survey that is widely used to help measure a person’s quality of life. Other 
standardized PRO surveys, such as LupusPRO, have been created to help 
providers follow the impact of lupus and its treatments.



These standardized surveys have been rigorously tested to help ensure their 
validity and usability among their target patient groups. Similar validated 
tools are available for many healthcare settings from primary care clinics to 
clinical trials.



Using validated questionnaires can also reduce the time and resources 
spent on survey development, allowing more time to be spent on 
implementation and data collection. Validated questions improve the 
efficacy of results compared to newly created surveys that could be 
questioned.



Providers will need to develop new questionnaires when validated surveys 
are unavailable, such as for measuring previously unstudied or unique 
patient populations. But even then, previously validated questions can be 
used as a starting point. 


Use Previously Validated 
Questions Whenever Possible

Questions that are not precisely worded can lead to different 
patients interpreting them differently. For example, patients who 
have undergone knee surgery could give a wide range of answers if 
asked to describe their knee pain. However, they are more likely to 
give specific responses when asked to compare their level of knee 
pain before and after surgery.



When patients can interpret questions in multiple ways, the result 
can be inconsistent and useless data or no participation at all. 



One way that providers can prevent misinterpretation from 
happening (and increase likelihood of participation) is to have 
multiple members of the target audience review the questions and 
provide their interpretations. 

Avoid Questions That 
Can Be Misinterpreted3 4

https://www.physio-pedia.com/12-Item_Short_Form_Survey_(SF-12)
https://www.rush.edu/lupuspro/lupuspro-about
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TOP 10 TACTICS TO ACHIEVE HIGH COMPLIANCE

A study published in JAMA Network Open concluded that engaged 
physicians and administrators are essential for increasing the 
collection of patient-reported outcomes. 



The study of 205 clinics in Massachusetts showed that healthcare 
systems that want to implement PRO programs should focus on 
clinician and administrative engagement to maximize their chances 
of success.



Compliance rates were shown to be higher when physicians were 
trained in using PROs and administrators were involved in 
monitoring collection rates. In addition, the presence of a clinical 
champion was also shown to be a positive influence on increasing 
PRO collection, as was any experience the staff had in collecting 
PROs.


Engage Physicians 
and Administrators

As previously described, compliance rates increase when physicians 
are engaged in the process. Patients are more likely to comply with 
requests to complete PRO questionnaires when they understand 
what they are and why they are important. Providers who take the 
time to discuss patient-reported outcomes with their patients at the 
point of care can help encourage higher compliance.  


Providers should explain:

 Patients will be contacted to provide health information
 The information they provide will be kept confidential 
 The method of collection is secure
 Why participation is importan

 Enables a partnership between patient and provider
 Allows the provider to monitor their health, to identify if/when 

intervention is necessary
 Helps to optimize their health outcomes
 Helps improve care delivery for all patients


Set Expectations at 
the Point of Care

65

https://jamanetwork.com/journals/jamanetworkopen/fullarticle/2764375
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It’s significantly more difficult to maintain compliance when patients are 
outside the four walls of the hospital or clinic. Providers should take 
advantage of every opportunity to engage patients when they're physically 
together. 



To do this, providers should identify if the patient has any outstanding PRO 
tasks or questionnaires at the point of intake. If PRO tasks or questionnaires 
are outstanding, patients can complete them with any other pre-appointment 
paperwork prior to being seen. 


Make Collection Part of Intake

Research shows reminders are effective in increasing and maintaining 
patient engagement. For example, one study showed that email 
reminders significantly increased the amount of follow-data provided by 
patients who had shoulder surgery. Email reminders increased the 
amount of data provided in one-year and two-year follow-ups by nearly 
26%.



In another study that tracked the effectiveness of reminders in 
encouraging people to schedule dental check-ups, researchers concluded 
the following:

 Reminder messages have a strong impact on how often people 
schedule check-up

 The effects of reminders continue over time and are effective for 
many patient

 Responses rates were not significantly increased when additional 
information about the benefits of regular check-ups was included with 
the reminde

 Repeated reminders did not strengthen or weaken their effectiveness



The study showed that the number of patients who scheduled 
appointments more than doubled within one month of receiving a 
reminder.


Reminders Rule87

TOP 10 TACTICS TO ACHIEVE HIGH COMPLIANCE

https://www.sciencedirect.com/science/article/abs/pii/S0014292114001214


Every click or step a patient must encounter to complete a task 
makes them less likely to complete it. 



The process has to be simple, and the tasks have to be short, 
easily accessible, and easily understood. Providers should make 
sure their PRO questionnaires are as brief as possible. 



Additionally, questions should be direct and written so patients 
will not misinterpret the question and provide vague or 
misleading responses. They should also be written with 
appropriate health literacy levels in mind. 


Keep it Simple

When The Commonwealth Fund looked at patient-reported 
outcomes, it concluded that one of the obstacles to their 
successful use is that physicians cannot bill for the time they 
spend compiling data or interpreting their results. 



Staff members at many providers are overworked, and 
clinicians are stretched thin. 



Successful utilization of patient-reported outcomes is unlikely 
if compliance depends on manual processes, such as sending 
manual reminders or manually contacting patients to provide 
responses. The process of collecting PROs should be 
automated to maximize the chances of success.


Automate the Process109

TOP 10 TACTICS TO ACHIEVE HIGH COMPLIANCE
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https://www.commonwealthfund.org/publications/newsletter-article/using-patient-reported-outcomes-improve-health-care-quality
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HOW TO GET IT DONE
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HOW TO GET IT DONE

Use Top-Level Patient Engagement Technology



As described earlier, the patient experience has to be simple 
to increase the changes of patients providing key health 
information. That means the PROM platform should include 
frictionless login, where patients can participate without 
having to remember usernames or passwords. When patients 
login to a PROM platform to complete their questionnaire, 
they should be greeted by an intuitive user interface that 
makes it easy for them to complete the task at hand. 



Such an interface includes:

 Clear instructions that tell the patient what to do nex
 An actionable to-do list that automatically sequences the 

PRO workflo
 A brief orientation that makes it clear what the question is 

asking. For example: “Please tell us about your pain while 
thinking about your LEFT KNEE surgery on December 15, 
2021.”

Provide Patients with Good, 

Meaningful Content



Providers can help enhance patients’ experiences while 
they complete their PRO questionnaire by giving them 
highly tailored educational content that is relevant to 
their condition and that they enjoy. PROM platforms 
can provide content that:

 Helps empower patients with insights in the same 
way as educational content does with healthcare 
providers

 Uses high-quality, digitally-animated educational 
content to explain diagnoses and procedures

 Offers timely content that is related to both research 
and clinical protocol

 Covers benchmarking and trendlines to help 
patients understand how they compare to other 
patients undergoing similar treatment




Copyright © 2022 by PatientIQ. All Rights Reserved 17
Copyright © 2022 by PatientIQ. All Rights Reserved

HOW TO GET IT DONE

Never Miss Physical Patient Visits



There is no better time for providers to engage with 
patients than when both are in the same office. PROM 
platforms should: 

 Support seamless kiosk workflows to empower 
patients to complete questionnaires prior to being seen 


 Remind clinical staff members when a patient who has 
not completed assigned questionnaires or workflows is 
in the office

 Remind clinical staff of the purpose of the patient visit 

and which incomplete tasks have been assigned


Never Miss Physical Patient Visits



There is no better time for providers to engage with 
patients than when both are in the same office. PROM 
platforms should: 

 Support seamless kiosk workflows to empower 
patients to complete questionnaires prior to being seen

 Remind clinical staff members when a patient who has 
not completed assigned questionnaires or workflows is 
in the office

 Remind clinical staff of the purpose of the patient visit 
and which incomplete tasks have been assigned


Use Conditional Question and Task Assignment



The fewer tasks providers assign to patients at any one 
time, the more likely they are to complete them. PROM 
platforms should:

 Use conditional logic to assign tasks to help simplify 
the process for patients, meaning patients will not be 
assigned a new task until a previously assigned task 
has been complete

 Support computer adaptive testing (CAT), such as the 
PROMIS CAT, that adapts computer-based tests to the 
patient’s ability level using Item Response Theor

 Use branching logic at both the question and task 
assignment level



The shift to a value-based care system is making it even more important that providers capture and measure patient-reported 
outcomes (PRO) data to improve quality of care.



However, while patient-reported outcomes data is essential for successful patient-centered care strategies, generating high patient 
compliance has shown to be an often-elusive task, particularly when provider organizations are overworked and understaffed.



When providers choose to use a platform dedicated to collecting and analyzing patient-reported outcomes data, they can achieve the 
results they need without placing an unmanageable burden on their clinical and support staff.
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About PatientIQ  

PatientIQ is the healthcare technology partner for practicing data-driven medicine. Its 
proprietary, cloud-based platform engages patients to automate the collection of patient-
reported outcomes and provide real-time outcome analysis. With PatientIQ, providers are 
empowered to consistently deliver the highest quality care. Partnering with hospitals, health 
systems, private practices, and industry customers, PatientIQ has demonstrated years of 
experience and an unparalleled ability to help push the boundaries of medicine.   

For more, visit www.patientiq.io or request a demo at www.patientiqi.io/request-a-demo. 
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CONCLUSION
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