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PATIENT EXPERIENCE
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Patient Experience Defined

The sum of all ”Tte ra CtIOﬂS, shaped by an
organization’'s CU |tU '€, thatinfluence
patient DEICEPTIONS
across the CONTINUUM of care.

- The Beryl Institute
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OUTCOMES

SERVICE

An Integrated
Perspective
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Community Reputation

Wolf, Jason A. PhD (2016) "Patient experience: Driving outcomes at the heart of healthcare,”
Patient Experience Journal: Vol. 3: Iss. 1, Article 1.
Available at: http://pxjournal.org/journal/vol3/iss1/1
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State of Patient Experience..

IMPLICATIONS FOR LEADERS




INSTITUTE .
PX remains top focus, engagement leaps forward

Patient Experience (Quality/Safety/Service) 82%

Employee engagement / Employee satisfaction 46%

Cost management/reduction 37%
Electronic health or medical records / Meaningful Use / IT 22%
Staff/Nurse recruitment and retention 22%
Population Health 21
Construction / capital improvements 19%

Physician recruitment, employment, and retention 14%

—_—
w
R

Accountable Care Organization (ACO) development/implementation

B All segments

Q: To understand where organizations are focusing their activities, efforts and actions, please review the items listed below and identify

www.theberylinstitute.org what you believe will be your organization’s TOP 3 priorities for the next 3 years. Please select only the top three priorities. (n=1242)
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Leadership & culture expands, while stress emerges

o,
DRIVERS ROADBLOCKS

2013 2015 2017 2013 2015 2017

?trong, V|S|b|e“support 4% 509  48% Other org priorities reduce 265 49%  429%
from the top emphasis on PX
o o 9 Cultural resistance to o o o
Formal PX structure or role 30%  35%  46% . . . 42%  46%  39%
f doing things differently
Positive Organization Culture na na  36% !DX leaders are pullegl . 48%  38%  34%
in too many other directions

Formal process review & 14% 3% 33% Caregiver (i.e., physician, nurse, A o 33%
improvement focused on PX etc.) burnout & stress
Having clinical mgrs S50, 43%  31% Lack of sufficient budget 6% 6% 28%

visibly support PX efforts

www.theberylinstitute.org

or resources

Q: Which of the following, if any, have been most successful in supporting your organization’s Patient Experience efforts? Please select the top three. (n=706)

Q: Which of the following, if any, have been the biggest roadblocks to supporting your organization’s Patient Experience efforts? Please select the top three. (n=697)

© 2017 The Beryl Institute
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Leadership remains strong driver across segments

Non-US Hospitals LTC Practices

2015 2017 2015 2017 2015 2017
Formal Patient Experience 40%  50% Strong,”visible support “from 49% 38% Strong,)/isible support “from 559%  579%
leader and/or structure the top the top
Formal patient gnd family . N/A 47% Formallzed process 24% 38% Positive organization culture N/A 45%
advisors or advisory council(s) improvement efforts
Strong,”v|5|b|e support “from 56% 46% Positive organization culture N/A 38% Formal Patient Experience 25% 33%
the top leader and/or structure
Clinical managers who visibly 26% 27% Clinical managers who visibly 41% 359% Formalized process 27% 32%

support experience efforts

Other organizational priorities

support experience efforts

improvement efforts

Other organizational priorities

reduce emphasis on patient 49% 46% Caregiver (i.e. physician, N/A 44% reduce emphasis on patient 37% 44%
) nurse, etc.) burnout and stress )
experience experience
Cultural resistance to doing o o Cultural resistance to doing o 5 Cultural resistance to doing o o
things differently 42% 41% things differently 28% 40% things differently 43% 43%
- Other organizational priorities Leaders appointed to drive
tiﬁzrorf;gzglaerntr::c?u%i;?r 36% A% reduce emphasis on patient 33% 35% patient experience pulled in 20%  32%
y experience too many other directions
Leaders appointed to drive - -
patient exFF))F;rience arepulled  16%  27% Lack of sufficient budget or 9%  26% Lack of sufficient budget or 059 29%

in too many other directions

other necessa ry resources

other necessa ry resources

Q: Which of the following, if any, have been most successful in supporting your organization’s Patient Experience efforts? Please select the top three. (n=287)

Q: Which of the following, if any, have been the biggest roadblocks to supporting your organization’s Patient Experience efforts? Please select the top three. (n=279)

© 2017 The Beryl Institute
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44%

Engagement leaps to top in achieving positive PX

54%

62% 29%

US Hospitals 2017

|| US Hospitals 2015

22%

Highly engaged
staff/employees

www.theberylinstitute.org

Healthy, positive and
strong organization
culture

Clearly defined
behavioral
expectations

Purposeful and
visionary leadership

Inclusion/Engagement
of patient and family
voice

Q: Which of the following are most important for achieving a positive Patient Experience? Please select the top three. (n=703)

© 2017 The Beryl Institute
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Engaged staff now leads across segments

Practices

Non-US Hospitals LTC

2015 2017 2015 2017
Highly engaged 299 599 Highly engaged 509 799
staff/femployees staff/employees
Inclusion/Engagement of o o Healthy, positive and o o
patient and family voice Sk Sk strong organization culture il Gl
Healthy, positive and 40%  479% Clearly defined behavioral 159 38%
strong organization culture ) ° expectations : °
Purposeful and visionary £1%  35% Purposeful and visionary 56%  299%

leadership

www.theberylinstitute.org

leadership

2015 2017
Highly engaged 3% 6%
staff/employees
Healthy, positive and
strong organization 42% 62%
culture
Clearly defined ‘ 039 419%
behavioral expectations
Purposeful and visionary 0%  30%

leadership

Q: Which of the following are most important for achieving a positive Patient Experience? Please select the top three. (n=283)

© 2017 The Beryl Institute
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INSTITUTE Investment led by training &
Staff training and development
59%
Expanded patient and family engagement via advisory
councils, etc. 37%
Broader culture change efforts
44%
Facility upgrades / Environmental improvements
32%
Expanded measurement efforts m2017 m2013
33% US Hospitals Only
Q: Of the following efforts, identify the top three items in which you expect your organization to invest, either as a new
www.theberylinstitute.org effort or with additional resources, over the next three years to advance Patient Experience improvements. (n=677)

© 2017 The Beryl Institute www.theberylinstitute.org
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Investment led by training &
patient and family engagement

Practices

Non-US Hospitals LTC
2015 2017 2015 2017
Staff training and 549 599 Staff training and 47%  73%
development development
Expanded patient/family
engagement via advisory 56% 51% E;}E?tr;ded measurement 53% 41%
councils, etc.
Expanded patient/family
E;(fz?gded measurement 49%  45% engagement via advisory 26% 32%
councils, etc.
Broader culture change 44%  30% Broader culture change 37%  27%
(o} (o) (e] (o]

efforts

www.theberylinstitute.org

efforts

Q: Of the following efforts, identify the top three items in which you expect your organization to invest, either as a new
effort or with additional resources, over the next three years to advance Patient Experience improvements. (n=276)

2015 2017
Staff training and 9%  63%
development
Expanded patient/family
engagement via advisory 28%  35%
councils, etc.
Expanded measurement 31%  33%
efforts
Marketing, PR, and/or 05% 299

Communication Efforts

© 2017 The Beryl Institute
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PX focus: A return to purpose

physician communication

__pabient and family engagement qualiby
_employee engagement

ice recov
cleanliness o Y

www.theberylinstitute.org Q: What are the top three (3) areas of focus or action for your organization’s current Patient/Resident Experience effort? (n=820; includes

== 20CESS cusbmmersewnediﬁunémg s"'a"gfebg
patient sabisfaction
cahps ,

P
ient and family advisory council
responsiveness . emergency department
physician engagement

all four primary segments)

© 2017 The Beryl Institute
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Patient Experience.

IHE NEW HEART OF
HEAL THCARE LEADERSHIP
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Looking Back to Look Forward

Doing TO

www.theberylinstitute.org

e

Doing FOR — Doing WITH

Balik, 2011 (http://www.carp.ca/2011/06/24/hot-talks-the-history-of-the-patient-experience/)

© 2017 The Beryl Institute
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A Shift in Focus

FROM TO
TRANSACTIONS —> [INTERACTIONS

www.theberylinstitute.org
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Priorities for Action

Personal Interactions
(People)

People

Operational Processes

Patients

Family (Process)

Community

Interactions . e
Superior Amenities

(Place)

Processes

Amenities

www.theberylinstitute.org
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N of ONE
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5 Strategic Keys to PX Success

Engagement

Leadership

Movement
Culture

Definition

www.theberylinstitute.org
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The Fundamentals Matter

Experience drives the fundamental results we look to achieve.
In healthcare that includes, in this order, clinical and financial outcomes, consumer loyalty, and
community reputation.

Interactions are the point where experience happens...
and ideally positive interactions result in positive experiences.

Good choices are the seed of every positive interaction.
Culture serves as the lens through which good people make good choices.

Build vibrant cultures...
rooted in clear and shared purpose, framed by sound core principles and espoused values, and
focused on understandable and actionable goals.

Engage the best people to make up our organization,
people who are aligned with the expected behaviors and attitudes we believe best to deliver on our
organizational commitments.

Wolf, Why the Organizations We Build Are the Engine for Experience Excellence,

www.theberylinstitute.org Wednesday, September 14, 2016, ATD Health Blog
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Identify and support
accountable leadership
with committed time
and focused intent to
shape and guide
experience strategy

®

Engage all voices in
driving comprehensive,
systemic and lasting
solutions

www.theberylinstitute.org

Guiding Principles for PX Excellence

e

Establish and

2R

Implement a defined
process for

continuous patient

and family input and
engagement

reinforce a strong,

vibrant and positive
organizational culture

and all it comprises

Develop a formal
definition for what
experience is to their
organization

QD

Encompass both a
focus on healing and
a commitment to

well-being

Focus on alignment
across all segments
of the continuum and
the spaces in
between

Look beyond clinical
experience of care to

all interactions and
touch points

© 2017 The Beryl Institute
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Healthcare's Moment

Policy Increasing Users Shrinking Pool Consumer
(Uncertainty) Accessing System of Clinicians Expectations

Financial Technology Expanded Access
Constraints Evolution Points

Will require our current healthcare models/systems to
think, structure, and act in new ways.

www.theberylinstitute.org
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Wolf, Critical Considerations for the Future of Patient Expe
Management 62:1 January/Februa
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PATIENT
EXPERIENCE WEEK

COMMUNITY FORUM REPORT

27 APRIL 2017 %0
HEALTH CONSUMERS
BENDAT CENTRE, WEMBLEY -'Illllll'- 1ua, COUNCIL

© 2017 The Beryl Institute

ABOUT THE FORUM WORKsHOP sSEssION

Participants worked in small groups to complete the

sentence...

what matters to You? The +h’ma that matters most to me

about patient experience is

The key Priority Areas are below.

WHO WAS THERE?

Health Department

‘Being listened to, time for
conversations and to.
‘asking questions, developing

www.theberylinstitute.org



Refelctions on Thursday

« TRANSPARENCY (What is happening? Individual > Service > System)

« PARTNERSHIP (Patients, consumers, carers included in decision
making, service & system design)

« BEING LISTENED TO (Being listened to, time for conversations and
to ask questions, developing positive change from being heard)

« SAFETY (That | and my carers feel safe, I'm treated by competent
clinicians, that | know my patients feel safe)

« EQUITY (Avoiding stereotypes, respecting individuality and culture)

« CHOICE (I know the options and I'm empowered to make them)

« PERSON & FAMILY FOCUSED (That | feel like a person not a
number, holistic approach, family focused)

© 2017 The Beryl Institute www.theberylinstitute.or
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We do not remember days,
we remember moments...

- Cesare Pavese

...and we CO-CREATE those moments!
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