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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

www.theberylinstitute.org
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Experience is...

Experience is something

we have lived through.
It is about something that
happened and it is our
lasting story...

It is defined in all that is
perceived, understood
and remembered...

www.theberylinstitute.org
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Satisfaction...

To satisfy is to cause (someone) to

be happy or pleased.

@ © @ @ @ Satisfaction is in the moment.

It is the idea of how positive
someone feels about their
expectations of an encounter.

www.theberylinstitute.org
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...Engagement & Centeredness

Patient & Family Engagement

Patients, families, their representatives, and health professionals working in
active partnership at various levels across the health care system—direct care,
organizational design and governance, and policymaking—to improve health
and healthcare.

K.L. Carman, T.A. Workman, Engaging patients and consumers in research
evidence: Applying the conceptual model of patient and family engagement,
Patient Educ Couns (2016), http://dx.doi.org/10.1016/j.pec.2016.07.009

Patient- and Family-Centered Care

An approach to the planning, delivery, and evaluation of health care that is
grounded in mutually beneficial partnerships among health care providers,
patients, and families.

Institute for Patient- and Family-Centered Care

www.theberylinstitute.org
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An Integrated
Perspective
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Integrated view of PX supported AND expanded

Patient/Family Engagement

Service

Quality

Safety

Employee Engagement

Cost Management

www.theberylinstitute.org

10% 89%
11% 87%
17% 79%
44% 44%
B Somewhat B To a great extent R
Q: To what extent should patient experience encompass each of the following: (n=1111-1124)
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OUTCOMES

SERVICE

An Expanded
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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Impact of PX expands to human experience

Customer service 17% 81%

Reducing patient and family anxiety

Communty reputation

Consumer loyalty (likelihood to recommend)
Clinical outcomes
New customer atractor
Employee engagement and retention
Financial outcomes 39% 51%
Physician engagement and retention 40% 44%
0% 20% 40% 60% 80% 100%

m Somewhat B To a great extent
Il All segments

www.theberylinstitute.org Q: To what extent do you believe Patient Experience efforts have a positive impact on each of the following? (n=927-936)
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Patient Experience is..
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Patient Experience is..

PARTNERSHIPS & CONNECTIONS

EMPATHY &, COMPASSION

INDIVIDUAL &, INSPIRING
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Patient Experience is..
PARTNERSHIPS &K, CONNECTIONS

Doing TO - Doing FOR — Doing WITH

www.theberylinstitute.org Balik, 2011 (http://www.carp.ca/2011/06/24/hot-talks-the-history-of-the-patient-experience/)
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Patient Experience is..
PARTNERSHIPS &K, CONNECTIONS

| was blessed to be assigned a doctor who
embodies the definition of patient centered care.
Dr. Shulman was someone | could be personally
connected with..

| believe the more information that you have the more
powerful you are..

| need to know you have my best interest at heart

www.theberylinstitute.org
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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)
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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)
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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)
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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 Bery Institute
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Hear me & Engage Me!

“I am the patient and | need to be heard!”
Video: https://www.youtube.com/watch?v=iVt3eHAsdK4

www.theberylinstitute.org
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www.theberylinstitute.org

PODS

PATIENT ORIENTED DISCHARGE SUMMARY

~ = Thave
P & /\ -
/ ___71“—‘ |7/ - ed 0 eed to take y
D | £ 7%
y NONREZE |~ Name What it is for R o ) ,
50 0o o o o )
. O O O o
0o o o o] l 4
0 O 0O 0O I \\
o |
Y 0 O O ) \
I might feel ‘What to do Go to Emergency if:
[~
YV
g 0 0 @ ),%\)
Activity (ie. dietary, physical) Instruction ol
@)
ﬁ APpoO e ave O go 10
Go see for U/ T/ e Y
1 (N ] booked

’s Care Guide

hospitalon__/__/__andlefton_ / /

, my own notes

For medication instructions call/go to pharmacist ¢
For, call/go to <
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Patient Experience is..
EMPATHY &, COMPASSION

www.theberylinstitute.org
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Patient Experience is..
EMPATHY &, COMPASSION

| had to rely on other people to provide that clinical expertise
but also meeting our emotional needs in different ways.

, |think the first way you build a relationship with a patient is to
build a strong foundation from the very first moment you meet
them..you have to be a good communicator, you have to be

compassionate.

For me it was really important that the doctors understood that this
wasn't just about about haming my disease and identifying a
treatment, it was also about the whole me and all the implications.

www.theberylinstitute.org
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2011 Focus: Survey domains

lischarge insbru

e disCharge phonecalls _—
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2015 Focus: Expanding view

HC AHPS PabientSabisfaction

EmpIogeeEri:éj“égemenbPF&;@E;“”@:

__Culture - |
m ﬂﬂ JMH HW ﬂJ “ BesnPracisaFiagmMsesanagCéig;g(r)]cgdumt;lon Pth|C|anEngagemenb ED_
e W | MTa Safeby Responsiveness

|9 Processlmprovemenbs
| aliGL

Behavior Noise oubcomes H

Communlcablon

NurseCommunication |eadership
Compassion PatientVoice

www.theberylinstitute.org State of Patient Experience 2015. Q: What are the top three (3) areas of focus or action for your organization’s current Patient/Resident Experience effort? (n=330)
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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)
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Patient Experience is..
INDIVIDUAL &, INSPIRING

) My name Is...

N of ONE
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Patient Experience Is..
INDIVIDUAL & INSPIRING

We are all individual human beings and that's
an individual experience, physician to patient,
and it's different every time

(S

He treated me like a human, like a normal person, |
wasn't just another patient he was seeing, | was Victoria,
and | loved that about him..for me it was life changing.

www.theberylinstitute.org
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PFA presence expanding
Patient & Family Advisors Patient & Family Advisory Council(s)
US Hospitals  Non-US LTC Practices US Hospitals  Non-US LTC Practices
Hospitals Hospitals
Q: Does your organization engage Patient & Family Advisors? (n=973)
www.theberylinstitute.org Q: Does your organization have a formal Patient & Family Advisory Council(s)? (n=971)

© 2017 The Bery Institute www.theberylinstitute.org




© 2017 The Bery Institute www.theberylinstitute.org




FAROL DA SATISFAGAO
DA ASSISTENCIA

Prezados Clientes

www.theberylinstitute.org
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Patient Experience Is.,

MOVING FORWARD

www.theberylinstitute.org
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Never doubt that a small group
of thoughtful, committed citizens

can change the world.

Indeed, it is the only thing that ever has.

- Margaret Meade

© 2017 The Bery Institute www.theberylinstitute.org




Reduce Mandatory
Measurement

Stop Complex
Individual Incentives

Shift Strategy from
Revenue to Quality

Give Up Professional
Prerogative

Use Improvement
Science

Ensure Complete
Transparency

Reflecting on Era 3

Protect Civility

Hear the Voices of
People Served

Reject Greed

The Moral Era —— The EXPERIENCE Era

www.theberylinstitute.org

Era 3 for Medicine and Health Care, Berwick DM. JAMA. 2016; 315(13):1329-1330. Published online April 5, 2016
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Acknowledge Experience is a
GLOBAL Movement

Recognize Experience
Encompasses ALL We Do

Remember in Experience
ALL Voices Matter

Focus on Value from the
Perspective of the Consumer

The EXPERIENCE Era

Ensure Transparency for
Accessibility & Understanding

Measure & Incent What Matters

Share Wildly & Steal Willingly

Reignite our Commitment
to Purpose

Wolf, Jason A. PhD (2016) "The experience era is upon us," Patient Experience Journal: Vol. 3: Iss. 2.
Available at: http://pxjournal.org/journal/vol3/iss2/1
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The consumer maintains experience matters

PX Importance PX Significance in Decisions

2015 2017 2015 2017

Bl B Extremely Important/Significant

Somewhat Important/Significant

Q: Thinking of yourself as a consumer of healthcare, how important is the Patient Experience to you? Q: As a consumer of healthcare, how significant is the Patient
www.theberylinstitute.org Experience to your decisions or choices about your healthcare or your family’s healthcare (i.e., selecting hospitals, doctors, nursing homes, etc.)? (h=1094)
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Patient Experience is..

PARTNERSHIPS & CONNECTIONS

EMPATHY &, COMPASSION

INDIVIDUAL &, INSPIRING
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Patient Experience Is.,
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Never underestimate the power of dreams
and the influence of the human spirit.

We are all the same in this notion:
The potential for greatness lives within each of us.

- Wilma Rudolph

and | would add...among ALL of us!
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CLUDED
FORMED
SPIRED

Keys to Stay Inspired on the PX Journey, David Carl, Executive Director, Pastoral
Services, Carolinas HealthCare System, The Beryl Institute Leaning Bite

www.theberylinstitute.org
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Uiless someone like you cares a whole awdul \0'\’
. Nothiwgjis Q,onq;to aet better. lts W\'

~DR. Seuss.The Lot
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