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Learning Objectives

Explain why prioritizing self-empathy is essential to employee
healing and recovery and working at the top of their license.

Discuss why self—caring and caring for others is needed to be fully
integrated to foster a compassionate culture of excellence.

Discuss leadership’s role in adopting an empathetic model to
foster organizational safety and trust, a positive patient
experience, which provides both organizational stability and
loyalty.
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Love and
compassion are
necessities, not

;s Why is
Empathy
,\_ﬁw"ot s““’“’e‘-' Essential?

- Dalal Lama )
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“Comﬁas'sion IS of the impulses
that nature has implanted in us to do
what duty alone may not accomplish.”

Immanuel Kant




Empathy Training RCT: Study Objectives

= To determine whether physicians can improve their empathy and relational
skills through a training skills program that focuses on the neurobiology

and physiology of affect sharing, self regulation, perspective taking and
emotional communication.

= To determine whether improvement in empathy can be demonstrated in
patient ratings of physician empathy.
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Improvement in Knowledge

PHYSICIAN’S KNOWLEDGE OF THE NEUROBIOLOGY OF EMPATHY
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Emotion Decoding
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Improvement Patient Ratings

GIVEN BY PATIENTS TO PHYSICIANS’ EMPATHY (CARE)
579 MGH RCT

p =0.04
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Patient-Rated CARE Iltems

At today’s meeting, how was your doctor at ...
Making you feel at ease 0.02
Really listening 0.02
Being positive 0.02
Explaining things clearly 0.02
Letting you tell your story 0.03
Showing care and compassion 0.04
Helping you to take control 0.05
Making a plan of action with you 0.06
Fully understanding your concerns 0.07
Being interested in you as a whole person 0.11
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Program Evaluation and Self-Assessment of Improvement

After the training, did you improve in...

94% 91% 91%

91% 91% ' 91%

Listening carefully to  Interpreting non-verbal ~ Being aware of your Being able to manage Being aware of your Being able to manage Understanding the latest

patients without cues (tone of voice, physiological reactions to  your physiological emotional reactions to your emotional reactions research on the
interrupting? posture, affect)? challenging patients? reactions to challenging challenging patients? to challenging patients? neurobiology of
patients? empathy?
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One Year Follow-up Study

Empathy Pilot

e Physician Empathy CARE Score

28.3

v

25.1
J )
—>

Phillips, Lorie, Kelley, Ripgse EYF@#1H Post-Trainin 1 Yr Follow-u
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Institutional Empathy
Global Advances in Health and Medicine 2021

Interventions to Improve Well-Being of Health Professionals in Learning & Work Environments

Global Advances in Health and Medicine
Velume 10: 1-3

Institutional Resilience: The © The Author(9) 2021
Article reuse guidelines:

Foundation for Individual Resilience, sagepub.comlourrals. permissons

DOL: 10.1177/21649561211006728

Especially During COVID-19 journals agepubcomhomelgam
®SAGE

Helen Riess, MD'

Abstract

In the protracted healthcare crisis that the COVID-19 pandemic has become, healthcare professional wellness and resilience
are a national concern. Physicians, nurses and medical staff have been profoundly negatively affected due to the inability of
institutions to prepare for this pandemic. Institutional fixed point standards such as Eudaemonics, Inherent Value, and
Amplifying Assumptions are essential to make it possible to steer an organizational course during a crisis. Fixed point
standards must be embedded in hospitals and systems so they are positioned to do the most good. Employees must feel safe,
valued and cared for always, so they can be resilient when crises strike. The best way to do that is by viewing the healthcare
professionals through the lens of empathy. Institutional values of safety, access to accurate and caring information, human
connection, and emphasis on mental health, are hallmarks of resilient organizations and will result in resilient individuals.




The Data

= Adult Medicine: Adult Medicine
Reducing Burnout Pre vs. Post
with Empathy
Training

Training

Reducing Burnout Among
Clinicians with Empathy
Training

= Note: Higher score
iIndicates improved
wellness on mini-z. B Post Training

Pre-Training

" Overall Satisfaction Improvement in Burnout

Results based on AMA Mini-Z Survey of Sutter Gould Medical Group, Adult Medicine, 2022
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Can Empathy Be Taught?

“Nobody cares how much
you know, until they know
how much you care.”

-Theodore Roosevelt
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| Overview — Who We Are

Founded after WW2 by Maino brothers
Located in the Central Valley
380 Clinicians
1,250 Foundation Staff
65,000 Patients Served Each Year
300,000 active patients lives

—
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« Divisions/Locations of Service
19 Care centers in Modesto,
Stockton and several other
communities in the Central Valley.

SAUBERKARDINO

IHIERAL

« Specialty Services
30 Specialties in 3 counties
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Sutter Gould
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Marla Arata, MFT

= Marriage and
Family Therapist

= Chair the Physician
Wellness Committee

Olg
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Human Experience Story

What We Are Hearing:

= ‘] thought | was the only one”

“l did not know how to enjoy time with family”

= “We just didn’t know what to do”

= “l didn’t grow up here”

= “How do | handle my teenager?”

= “l don’t know how to relax”

= “l don’t have time to plan things with my family”

= ‘| have no social life: it's just work, kids and work”




Dr. Adam Dodd

= Medical Director of Patient
Experience

= Practicing OB/GYN

Olg

= Published Patient Experience
work based in our OB/GYN
Department

SHUB2Y




Change in NRC Score

Empathy 2019 Pilot Group: Score Growth Q2 to Q3

In the quarter immediately following empathy All SGME
implementation, patient experience scores grew
more for the treatment group than at SGMF at large. - Empathy Pilot Group

4%

3.0%

3%

2.3%
2.0%

2%

" 0.9 1.1%

0.1%

0%
Overall Provider Score Would Recommend Score Reception Helpful



Pilot Results — Highlights

’1 Sutter Health
= Increased Would Recommend " Sutter Gould Medical Foundation

Score from 88.2% to 90.4%

= OB/GYN department achieved
the 91st percentile at end of pilot

= During the same time frame the
Reception Helpful score
increased from 79.8% to 83.6%,
enabling staff to obtain their full
bonus for 2019
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Phase 2 Results: Adult Medicine vs. All SGMF

In 2020, Adult Medicine PX lagged total SGMF PX Scores. After
empathy training, Q2 '22 scores surpass SGMF PX Score growth.

95%
94%
93%

99% 92.0%/0 92.0% 91.7%

NRC Score

82%

Provider Listened

Provider Overall Score
Carefully

91% - 90.3%

90% 89,40, 13.8%0 89,200

89% 88.6%0

88%-

87%

22% 89.5%0 85.200
%

cnp 83 9% 83.6%

83%

2020 Q22022 2020 Q22022 2020 Q22022

Would Recommend

All SGMF (380)
B Adurt Medicine (83)

93.4%

91.0% 90.8%
89.6%

2020 Q22022

Reception Helpful



Change in NRC Percentile: Overall
Provider Rating by Patient

1.25

Complete 1
0.75
0.b
0.25

66 participants completed
empathy training courses.

Avg. Percentile Change

0
-0.25
None e
10 participants in the -0.75
group completed no -1
ini -1.25

empathy fraining courses. Completed Courses No Courses

Difference measured between Q1 2021 and Rolling 12 Month Avg. from Oct. '21 to Sept. '22 among participants at Sutter Gould Medical Group.



Change in NRC Overall % Provider
Rating by Patient

Complete (D oox 10

Partial 67% 1
None 0% 05 0.71
o)
Complete
34 participants completed 32 participants completed _
all empathy courses. an average of 67% of their
empathy training. 1 1.22
N 1.5
10 participants completed None Partial Complete

no empathy courses

Difference measured between Q1 2021 and Rolling 12 Month Avg. from Oct. '21 to Sept. '22 among participants at Sutter Gould Medical Group.



Change in Provider Listened Carefully
Rating by Patient

. 4%
Two groups, each comprised of
individuals with a baseline under 95%. 3%
. ) ZCVO
30 Providers who completed empathy o
training courses grew an average of 4%. g 1%
2
. .40':-; 0%
The 10 providers who completed no g
empathy training courses declined 3% o 19
on average. ;‘%"
-2%
Difference in average score after one .
year: 7% -3%

Training No Training
Difference measured between Q4 2021 and Q4 2022 among participants at Sutter Gould Medical Group



Change in NRC Overall % Provider Rating by Patient
- Participants with a Baseline under 50

§)
Completers, Low

Baseline

N

28 participants with a
baseline score under 50
completed all courses.

No Courses, Low
Baseline

10 participants with a
baseline under 50

completed no courses.

Completed Courses No Courses

Difference measured between Q1 2021 and Rolling 12 Month Avg. from Oct. '21 to Sept. '22 among participants at Sutter Gould Medical Group.

Avg. Percentile Change
N

@)
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Front Line Staff Post-Training Improvement: Reported
Teamwork, Safety, and Communication

20
"Experience of Work" 18
survey results recorded a
greater one-year increase in
the favorability score for
teamwork and
communication among
empathy trained front line
staff.

EOW Score Increase

All of SGMF Front-Line Staff,
2021-22

o N A~ O @

Empathy Cohort, Front-Line '2
Staff, 2021-22

Teamwork and Safety Communication



o o 2021-2022 Changein
POSt-Tra Nl ng "Resilience to Burnout" Score

Improvementin © "
Wellness

"Experience of Work" survey
results, conducted by Willis
Towers Watson, recorded a
greater one-year increase in
the favorability score for
burnout and resilience
among empathy trained front
line staff than untrained 3
front line staff.

w0

EOW Score Increase

+]

All of Sutter Health, Front- 1
Line Staff, 2021-22

Empathy Cohort, Front-Line 0

Staff, 2021-22 SGMF Overall | Empathy Cohort



ini- . Gould Medical Group
Mini-Z Results: I S0l Medies

Improvement in National Benchmark - Gould Medical Group
Stress and Burnout 5 August 2022

! 3.9
Participants reported less stress and 38 .
fewer symptoms of burnout following 3 3.9
empathy training implementation in | 98 )7
2022, '
In both metrics, Gould Medical Group |
surpasses the national benchmark
based on AMAresponsesin2020and
2021.
Note: Higher scores indicates improved o .

wellness on Mini-Z. Fewer Symptoms of Burnout Less Job Stress

w

N



AMGA Survey Insights:

Reduced Stress in
Adult Medicine

After empathy training, the top
box percentage of respondents
indicating "l feel a great deal of
stress because of my job"
decreased 3.1%.

Results for the trained cohort
improved compared to Sutter
Health overall, which did not
change.

20%

18%

16%

14%

12%

10%

8%

6%

4%

2%

0%

16.4%

"| feel a great deal of stress..."

16.0%

13.3%

Empathy Empathy Sutter Gould
Cohort 2021 Cohort 2022 Medical
Foundation 2021

16.0%

Sutter Gould
Medical
Foundation 2022



Reductionin
Communication

Breakdowns

After empathy training,
respondents indicating
"Communication breakdowns
are common in my department”
decreased 11.5% on the 2022
AMGA Survey.

Results for the trained cohort,
comprised of Adult Medicine
providers, improved compared
to Sutter Gould Medical
Foundation providers overall,
which did not change.

40%

35%

30%

25%

20%

15%

10%

5%

0%

"Communication Breakdowns are Common..."

31.0% 31.0%

24.1%

12.6%

Empathy Empathy Sutter Gould Sutter Gould
Cohort 2021 Cohort 2022 Medical Medical
Foundation 2021 Foundation 2022



REDUCTION IN TURNOVER

B All SGMF B Empathy Pilot Cohort

15%
Average .
Turnover rate
o,
for All SGMF 8‘8 /°
10% 2019-2022
Average |
Turnover Rate
50 for Empathy 1.5%
Pilot Group
2019-2022
0%

2019 2020 2021 2022

In the Empathy Pilot group, comprised of 53 clinicians, only three positions turned over within four years. In 2020, no clinicians in the pilot group turned over.



AMGA National Comparison: Top Box Percentile Ranking
I sGMF 2022

98 " 97
94 0

Overall Well-Being Loyalty Culture Leadership

I sGMF 2021




Improved Retention Among Trained Front Line Staff

Among Front Line All of SGMF (n = 1250) Adult Medicine (n=153)
Staff, rolling 12-

month % turnover
was significantly
less in the
empathy trained
cohort compared
to Sutter Gould
Medical
Foundation at
large.

76%
88%

12%
24%

B Turnover  Retained " Turnover [ Retained



Sutter Memorial Medical Center 2023
By the numbers:

92,575

18,487
10,671
265

Emergency Room Visits
Hospital Discharges

Surgical Procedures

Average Daily Census

65.6%
67.9%

Patient Satisfaction Score for Communication with Doctors

Gould Medical Group Hospitalists reported level of stress
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Hospitalist: Reducing Burnout with Empathy Training

The higher the score, the more positive the response. Higher scores equate to a more joyful workplace.

h

-
K5 Gould Medical Group Q H u 32 3

Affi
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Inpatient Results

Trained Hospitalist Units Show Greater Patient Satisfaction Score Improvement

Over the five months since CAHPS-IP-A: Communication with Doctors
courses launched in September 100

2022, the unit with empathy 7

training surpassed the NRC 70
average twice, consistently 85 7 /

o)
outperforming the unit without g 80 AN
empathy training. E 75 - \ /
§ 70 - h
=
65 -
- Unit with empathy training 0
Average Score: 74.1%
55
Unit without empathy training 50 .
Average Score: 68.7% Sept. 2022 Oct. 2022 Nov. 2022 Dec. 2022 Jan. 2023
Unit Without Empathy Training* — Unit With Empathy Training**
NRC Average

*n=9-32; "*n=13-31



Integrated Healthcare Association

Top 10% Recognition for Patient Experience

Sutter Gould Medical Foundation -
Gould Medical Group

For patient e nce performance within the
top ten percent of provider org ations in the AMP Commercial HMO program

Measurement Year 2021

Integrated
Healthcare
ASSOCIATION

Sutter Health Award Winners:

«Sutter Medical Foundation — Sutter Medical Group

*Top Ten Percent Performance in Clinical Quality

*Excellence in Healthcare

«Sutter Palo Alto Medical Foundation — Palo Alto Foundation Medical Group
*Top Ten Percent Performance in Clinical Quality

*Top Ten Percent Performance in Patient Experience

*Sutter Palo Alto Medical Foundation — Mills=Peninsula Division/MPMG
*Top Ten Percent Performance in Clinical Quality

*Top Ten Percent Performance in Patient Experience

«Sutter Pacific Medical Foundation — Sutter West Bay Medical Group

*Top Ten Percent Performance in Clinical Quality

*Sutter Pacific Medical Foundation — Sutter Medical Group of the Redwoods
*Top Ten Percent Performance in Patient Experience

*Top Ten Percent Performance in Patient Experience

«Sutter Independent Physicians
*Excellence in Healthcare

DHUB23



QUALITY OF MEDICAL CARE

Measurement Year Star Ratings

Final Appropriate Use of Treaiments, Tesls and
Procedures

7/2 5f23 -/7 Asthma Care

Diabetes Care
QUALITY OF PATIENTS RATE TOTAL COST OF QUALITY OF Heart Care

e, CENTER FOR) MEDICAL CARE OVERALL CARE MEDICAL CARE Preventive Screenings -~
h @I | AND INNOATION EXPERIENCE (details on next slide) Treating Children: Getling the Right Care
e | PATIENTS RATE OVERALL
® A 4 EXPERIENCE

- b Rating of Doctor and Care
Commercial HMO Medicare HMO T
(] ¥ Coordinating Patient Care
Fau on — Sutter Fast Bay PRy b Health Promotion
Medical Group EXCELLENT EXCELLERT HIGHER PAYMENT GooD » Helpful Office Staff
F Timely Care and Service
U Sutter Palo Alto Medical
Foundation - Palo Alte Foundation excELLenT EXCELLERT 0.0 TOTAL COST OF CARE
Medical Group Higher cost care does not necessarily mean
O sutter Pzlo Al Medical higher quality care
Founda Mills insula LW W W Medical groups may actually help to keep costs
Division/Mills-Peninsula M EXCELLENT EXCELLENT = WIGHEST PRMENT VERY GOOD lower by providing better care_
Group A medical group may have lower costs because it:
[ sutter Pacific Medical + Control costs associated with rent, staff
Foundaion - Sutter Medica ) 1o Not enough data fo score VERY GOOD salaries, equipment or the cost of other
Group of the Redwoods VERY GOOD EXCELLENT retianly previders outside of the medical group.
« Provides only tests or ireaiments that

) sutter Pacinc meaical . — patients need.
Foundation - Sutter West Bay ,-T;:cr:" patEnsInsamASte Tgocf:\ﬁ'l patients in sample to A Not enough data to score reliably - Prevents medical errors-such as giving the
Medical Group P HIGHER PAYMENT wrong diagnosis or the wrong medicine-

when providing care to palients, which have

to be corrected with additional resources.
[ sutter Independent Physicians W) ) viay dosn + Foliows upwith patients and/or their
] Sutte e ent Physicl EXCELLENT VERY GOOD LOWER PAYNENT caregivers after a hospital stay, helping to

prevent unwanted return visits to the
cal Foundation e g hospital.
al Group EXCELLENT VERY GOOD AVERAGE PATMENT VERY GOOD

Sutter Med - . . -
Hiker Factors like higher rent and staff salaries, serving

higher risk or sicker pafients, serving mare people
] without Insurance, providing medical education, or

VERY GOOD providing other services that help the community
may drive up cosis

[ Sutter Gould Medical
Foundation - Gould Meadica
Group

VERY GOOD EXCELLENT



Questions?
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