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Innovation starts with the fundamentals
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“Just getting ‘back to basics’ 
would be transformative.
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 Intros

 Explore the fundamentals as well as the extent to which they are 
relevant and implemented at participants’ organizations.

 Pressure test the idea that fundamentals and organizational 
readiness are essential for innovation / transformation that works.

 Share experience with innovations that make a difference and 
get an early look at new NRC Health approaches / capabilities.

The Plan
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At the conclusion of the session, participants will be able to:

 Articulate the fundamentals of a program geared for Human Understanding

 Appraise organizational readiness for transformation that works

 Apply lessons learned to elevate experience in their own organization

Objectives



Human
Understanding®
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Understanding and addressing 
what matters to each patient as 
a unique person

© NRC Health 7

Human Understanding in the real world
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 Recognize me as ME
 Pay attention
 Awareness of person as a whole
 See the big picture of my life
 Listen
 Focus on the patient point-of-view
 Write things down for me
 Speak in terms I understand
 Make eye contact
 Focus on where I am (health/life)
 Never interrupt
 Protect my dignity
 Follow up

 Make me feel like you understand me
 Get to root of problem/concern
 Recall prior visits
 Take my concerns seriously
 Use the name I want to be called
 Treat me as an equal
 Follow up on something I’ve told them 

about my personal life
 Go beyond the medical issue at hand
 Be accessible to me
 Admit if don’t know something
 Be patient with me

 Take an interest in me
 Take an interest in my family
 Be fully present
 Know me when I come in
 Call me with results and 

explanations
 Listen, and act on what you 

hear
 Tailor care & communication 

to me
 Nudge me to be responsible 

for my care

What does Human Understanding look like in the real world?

© NRC Health 8
Behaviors highlighted by participants in Focus Groups conducted when NRC Health developed the Human Understanding Metric.

Behavioral Signs of Human Understanding
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Connect with me
 Recognize me as ME
 Use the name I want to be called
 Know me when I come in
 Recall prior visits
 Go beyond the medical issue at hand
 Take an interest in me
 Take an interest in my family
 Be aware of me as a whole person
 See the big picture of my life
 Make me feel like you understand me
 Follow up on something I’ve said 

about my personal life

Listen to me
 Listen, and act on what you hear
 Listen
 Make eye contact
 Pay attention
 Never interrupt
 Be fully present

Partner with me
 Tailor care & communication to me
 Focus on the patient point-of-view
 Focus on where I am (health/life)
 Take my concerns seriously
 Treat me as an equal
 Get to root of problem/concern
 Admit if don’t know something
 Be patient with me
 Nudge me to be responsible for my care
 Write things down for me
 Speak in terms I understand
 Protect my dignity
 Be accessible to me
 Follow up
 Call me with results and explanations

© NRC Health 9
Behaviors highlighted by Focus Group participants shape 3 categories.

Behavioral Signs of Human Understanding
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Connect
with me

Listen
to me

Partner
with me



Fundamentals 
First
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01 Alignment / Buy-In

 Broaden the conversation to the full scope of experience

 Position experience as shaped by how we do everything

 Illustrate the connection to other strategic priorities

 Emphasize behaviors and outcomes that scores reflect

 Use patient comments to humanize improvement opportunities

© NRC Health 12
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02 Human Connection

 Make human connection an expectation for standard work

 Use effective communication behaviors, with feeling 
 relational statements/questions 
 non-verbal factors 

 Leverage tools that help make behaviors systematic
 engaging in purposeful rounding
 summarizing patient context in the EHR

© NRC Health 13
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03 Frontline Focus

 Demonstrate that frontline experience is important
 focus on what matters to people as individuals

 Develop a realistic strategy to address wellbeing
 and implement it

 Adjust workflows and workloads – with frontline input 
 make it easier to do the right thing

 Use patient comments to recognize care providers 
 it’s fuel for the soul

© NRC Health 14
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Which is most important?

Alignment / Buy-In
 see experience as important

Human Connection
 make it an expectation

Frontline Focus 
 focus on what matters to them
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 Alignment / Buy-In

 Human Connection

 Frontline Focus

Current state at your organization?

How do you know?

What’s the move to improve?

Start thinking about organizational 
readiness for transformation that 
works in the real world.

Three groups
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 Current state at your organization?

 How do you know?

 What’s the move to improve?

Alignment/Buy-in
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Creating Alignment/Buy-in
 Patient Stories/Comments to start 

every Experience Presentation
 Organizational Experience Goal 
 Provider Scorecards – easy access 

to comments
 Shorter Surveys – focus on letting 

our patients tell us what they want 
us to know

Outcome of Alignment/Buy-in
 Proactive approach to Experience!
 Voice of Patient in Process 

Improvement Workshops
 Expanded PFACs
 Teams reaching out for early 

involvement/ partnership
 Standing agenda items on 

leadership meetings and Townhalls

UC San Diego Health
Alignment/Buy-in

“Having access to this data and 
comments at our fingertips is great. It 
has truly made a difference in how we 
can engage in patient experience. 
Thank you for setting this up.” 
– UCSD Physician
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Human Connection

 Current state at your organization?

 How do you know?

 What’s the move to improve?
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 Leading the Way monthly newsletter

 New Team Member Orientation videos
 In-person Orientation coming early 2024

 Salons/Toolkits – virtual and in-person
 AIDET
 Communicating Wait Times
 Treating Patients as Unique Individuals
 Service Recovery/Service Alert Resolution

 Daily Engagement Systems Lasting Impressions

 Quiet at Night program

 Discharge Thank You cards

 Patient and Team Member Rounds

UC San Diego Health
Human Connection
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Frontline Focus
 Current state at your organization?

 How do you know?

 What’s the move to improve?
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 Yoga on the lawn
 Snack cart hosted by executives
 Employee wellness work group
 Puppy Parties
 Build Your Own Stress Kit
 Monthly Well-being Challenges
 Happiness Challenge
 Summer Light Challenge
 Movement Challenge

UC San Diego Health
Frontline Focus



Real World
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The New Awesome

24

 Focus on the frontline 
 Prioritize behaviors and outcomes that scores reflect
 Partner with patients and consumers to co-design services 
 Think broadly about experience beyond the care setting
 See this year as the right time to prioritize experience 
 Maintain agility developed early in the pandemic
 Combine high-tech and high-touch very intentionally
 Use digital to reduce friction and facilitate relationships
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What is innovation?
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It’s all about follow-through

Fundamentals = Basics + Execution

 Innovation = New Ideas + Execution

The New Awesome = Fundamentals + Innovation (+ Execution)
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Organizational readiness for innovation

Makoul’s rules:

 Stakeholder involvement

 Sensitivity to stakeholder perspectives

 Innovation = standard element of effective clinical practice

 Explicit expectations for implementing and using innovations

© NRC Health 27
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Gauge your organizational readiness

 = MINIMALLY |  = MODERATELY |  = FULLY (WE MAKE EVERY EFFORT)

 We involve stakeholders in developing / vetting innovations

 We take stakeholder perspectives seriously

 We see innovation as a standard element of effective practice

 We expect innovations to be implemented and used

 Note: ‘innovations’ = tools and / or processes

© NRC Health 28
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Our Vision is Human Understanding

“Valued me not only  
as a patient but as a 
human. I appreciate all 
the help they given me.”
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Market Insights

Build your brand based on 
the insights of over 300K 

households.

Reputation

Leverage feedback to 
manage your reputation.

MyStory / MyView

Build relationships with 
contextual understanding 

of every patient.

Patient Experience

Omni-channel feedback, 
CAHPS, and reporting 

tools built to support the 
frontline.

Transitions

Automated discharge 
calls to surface issues and  

reduce readmissions.

Community Insights
Design and improve the experience with on-demand tech and services 

Access Strategies | Call Center | Digital Experiences | Personalized Communication | Improvement Design | Financial Experiences 

Establish Relevance Acquire + Activate Improve Experiences Improve Outcomes

Self-Guided Care ( Living Life ) Seeking + Scheduling Care Receiving Care Recovering + Managing Health

Human Understanding Program
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Fundamentals

• Measure: “how did we do?”

• Digital outreach

• After most recent visit

How Human Understanding Grows Fundamental PX Programs

Understand Deliver Insights Act Improve

The New Awesome

• Ask: How are you doing?

• Gather patient stories

• Listen throughout journey
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Insights for search, schedule, digital & financial experiencesLeverage Inbound Feedback To Minimize Fatigue

Understand - Innovation Highlight: Consumer Experiences
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How Human Understanding Grows Fundamental PX Programs

Understand Deliver Insights Act Improve

Fundamentals

• Benchmarks against peers

• System dashboards

• Provider scorecards

The New Awesome

• Provider & team digests

• Integration into ecosystem

• Benchmarks to drive equity
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Deliver Insights - Innovation Highlight: Team Digests
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How Human Understanding Grows Fundamental PX Programs

Understand Deliver Insights Act Improve

Fundamentals

• Service recovery

• Rounding for accountability

• Discharge calls

The New Awesome

• N=1 summaries

• Compliment sharing

• Smart responses
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Utilize generative AI to create suggested patient responses 

Act - Innovation Highlight: Smart Responses
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How Human Understanding Grows Fundamental PX Programs

Understand Deliver Insights Act Improve

Fundamentals

• Process improvement cycles

• Provider level compensation

• Hardwired best practices

The New Awesome

• Virtual coaching

• Human centered-design

• Crowdsourced wisdom
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Leverage the power of AI to deliver narrative insights and real-time coaching to care teams

Improve - Innovation Highlight: Virtual Coaching
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Understand Deliver Insights Act Improve

Fundamentals

• Process improvement cycles

• Provider level compensation

• Hardwired best practices

The New Awesome

• Virtual coaching

• Human centered-design

• Crowdsourced wisdom

Fundamentals

• Measure: “how did we do?”

• Digital outreach

• After most recent visit

The New Awesome

• Ask: How are you doing?

• Gather patient stories

• Listen throughout journey

Fundamentals

• Benchmarks against peers

• System dashboards

• Provider scorecards

The New Awesome

• Provider & team digests

• Integration into ecosystem

• Benchmarks to drive equity

Fundamentals

• Service recovery

• Rounding for accountability

• Discharge calls

The New Awesome

• N=1 summaries

• Compliment sharing

• Smart responses

How Human Understanding Grows Fundamental PX Programs
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Let’s hear about your innovations!



41     ——

FROM WORDS

FROM ASPIRATION 

TO BEHAVIOR

TO ACTION

Human Understanding
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One Big Thing

 What are you going to DO when you get back?
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