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BREAKOUT SESSION

Toya Gorley, NRC Health Improvement Advisor
Dr. Shilpa J. Patel, Hawai‘i Pacific Health SVP & Chief Quality Officer
Bryce Watanabe, Hawai‘i Pacific Health Patient Experience Director
Xuchyll Ann Roman, Hawai‘i Pacific Health Patient Experience Manager
Alison Zecha, Hawai‘i Pacific Health Organizational Effectiveness

Partner With Me – 
Heathier Happens Together
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1. Address burnout and engagement of caregivers and staff in your own 
organization by applying an intentional collaborative teamwork model.

2. Evaluate the impact of “silos” on the culture of your organization and the 
opportunities to create empowering connections.

3. Improve patient care outcomes and the experience of care on both sides 
of the stethoscope with a focus on relationships.

Learning Objectives
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Healthcare today
4
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 Treat me as more than a number

 Recognize me as ME through your words and actions

 See the ‘big picture’ of my life – especially during the encounter

 Respect the entire journey including the payment and healing process

Consumer insights: patient expectations
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The high bar of expectations for healthcare

73
.8

62
.6

61
.3

58
.6

55
.1

53
.6

50
.9

50
.3

42
.4

35
.940

.5

34
.1 37

31
.4

21
.8

16
.2

7.
6

24
.4

19
.8

19

Should Meet/Exceed Actually Meets/Exceeds



7     ——

Care provider expectations

LEADERSHIP
“I would like a manager that is 
actually present and available. 

There have been no meetings with 
staff for 5 months.”

COMMUNICATION
“More upfront and transparent 

communication with upper 
management; we cannot plan, 

implement and provide feedback 
for things we do not know about. 
Emails are not always sufficient.”

STAFFING/WORKLOAD
“Minimal staffing and increased 

workloads make it difficult to have 
a work/life balance and provide 

safe patient centered care.”

APPRECIATION
“The lack of value being placed on 
our staff members who have broad 

backgrounds and diverse 
experiences does not seem to 

align with our hospital's values nor 
with DEI initiatives.”
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Comprehensive strategy to address well-being 

▪ Shared responsibility between employee and organization

▪ Organization supports the whole employee

▪ Ask employees and tailor offerings to individuals and teams whenever possible

STRATEGIC
TACTICS

Feel cared about 

Feel valued

PROGRAMMATIC
TACTICS
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Pizza parties and much more

9
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Meanwhile in Hawai‘i 
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 Our mission: To create a healthier Hawai'i

 4 medical centers

 70+ ambulatory clinics & medical service sites

 1,692 physicians on medical staff

 More than 7,000 employees

 602 acute care beds

 Annually: 
 29,681 admissions
 20,746 surgery cases
 126,838 ED visits

 441 clinical trials

About Hawai'i Pacific Health (HPH)



12     ——



13     ——



14     ——



15     ——

 Insert PX data trends

What's happening on the patient side?

2019 2020 2021
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Governance Structure

Project Manager

Employees 
feel seen 
and heard

Clear 
expectations

The right 
tools

Empowering 
connections

• Organizational Effectiveness
• Human Resources
• Philanthropy

• IT/Epic Optimization
• Patient Safety & Quality
• Patient Experience

• Clinicians
• Marketing &

Communications
Workgroup:

Executive Steering Committee

Project Co-leads: SVP & Chief Quality Officer
& Organizational Effectiveness
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Nov. 2021 - Steering 
Committee formed

Feb. 2022 – 
Workgroup formed

May 2022 – 
Administered 
Wellbeing Pulse 
Check-in survey
• Discovered wins & 

opportunities
• Socialized tools and 

resources

April 2023 – Site-
specific Wellbeing 
workgroups formed
• Stronger operational 

partnerships

June 2023 – Launch 
Patient Promise 
training
• Refresh internal 

communications platform

Caring for 
you

Caring for 
our patients 
AND each 

other

Our Journey
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 Workforce stabilization

 Enhanced well-being efforts

 Enhanced internal communication channels

 Connecting employees with their benefits
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HPH Wellbeing Intranet Page
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Workforce Stabilization
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HPH eConnect (Internal Communications)
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Rebranding Benefits
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 Leveraging internal 
communication channels

 G.R.O.W. meetings

 Leader rounding on patients

 Accountability
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Leveraging Internal Communication Channels



26     ——

GROW Meetings



27     ——

Leader Rounding on Patients

Custom
QR
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Accountability: Leader Rounding

ICU CCIU NPCU OCU TMSU SMC TOTAL ADM % LR
Jan 20 40 7 45 7 119 607 20%
Feb 29 30 1 46 22 128 540 24%
Mar 18 99 36 42 24 219 571 38%
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Results: Net Promoter Scores 
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 Healthier Happens Together Service Award

 Positive comment push reports

 The Patient Promise
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 Insert PX data trends

The Trend

2019 2020 2021



32     ——

Reemerging
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Positive Comment Push Reports
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Healthier Happens Together (HHT) Service Award
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Our Patient Promise
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FOR NEW HIRES & BEYONDFOR EXISTING EMPLOYEES

Sharing our Service Standards

Employee 
learning center 

introductory 
module

In-person trainings 
with managers & 

directors

Engaging team 
huddles based on the 

Patient Promise

Updated foundational in-
person training for every 
new hire after Corporate 

Orientation

MAY 2023

SEPTEMBER 2023

JUNE-AUGUST 2023 FALL 2023

Robust Patient Experience 
Resource Library: 

Handouts and Videos
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Sharing our Service Standards

Interactive
HLC module

Huddle 
handouts

Live 
training 
sessions



38     ——

Our Results
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 Rally around the burning platforms.

 Connect and collaborate to co-design.

 Align everything around relationships.

“Mission first, 
people always.”
Ray Vara, President and CEO
Hawai‘i Pacific Health
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 What has worked at your 
organization?
 Caring for you?  
 Caring for each other? 

 Caring for your patients?

 What tools were effective?

 Questions for us or the group?

Share Your Story
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 Feel free to reach us at PatientExperience@HawaiiPacificHealth.org
 Dr. Shilpa Patel, Senior VP & Chief Quality Officer of Hawaii Pacific Health
 Bryce Watanabe, Director of Patient Experience

 Xuchyll Ann Roman, Patient Experience Manager

 Alison Zecha, Senior Advisor for Executive and Leadership Coaching

Thank you!
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