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Review data standardization journey which helped raise 
awareness across the organization

Identify key strategies and tactics to promote, validate and 
sustain patient experience performance

Demonstrate impact of patient experience governance structure 
and how it increased the individual care team member ownership 
of Patient Experience and is evolving towards a culture of 
accountability

Learning Objectives
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Einstein Medical Center Montgomery

“ Our Vision:  Einstein Brilliance in All We Touch.” 

Patients at Einstein Medical Center Montgomery have access to a full range of 
medical care and surgical interventions delivered by a highly skilled medical team. 
Located on 87 acres along Germantown Pike in East Norriton, Pennsylvania
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Einstein Healthcare Network

Einstein Medical Center Philadelphia is a 548-bed tertiary-care teaching hospital located in North 
Philadelphia. The hospital has an accredited Level I Regional Resource Trauma Center and one of the 
busiest emergency rooms in Philadelphia. We offer highly regarded residency and fellowship training 
programs in many areas.

Einstein Medical Center Elkins Park offers a full range of services, 
including a 24-hour Emergency Department, on a 30-acre suburban 
campus in Montgomery County.

MossRehab is the largest provider of physical medicine and rehabilitation in the Philadelphia region. Our 
programs are regularly recognized for clinical excellence and above-average outcomes. We have substantial 
accreditations and recognition for being both a national and world leader in our field and are proud to be 
recognized as one of the nation’s best rehabilitation hospitals, as ranked by U.S. News & World Report.

“ Our Vision:  Einstein Brilliance in All We Touch.” 
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With humanity, humility, and honor, to heal 
by providing exceptionally intelligent and 
responsive healthcare and education for as 
many as we can reach.

Einstein’s Commitment – Our Mission
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Background – Survey Methodology

Paper Surveys for HCAHPS (Current State)/Real Time Survey for all other areas 
• GOALS:  

• More Consistent
• Eliminate variation from methodology
• Increase N – further drill down (Service, Provider, etc)

‘Recency’ Effect 
• More recent information is better remembered and so more available to be used when 

forming a judgment. (Short Term Memory)

• As more time goes by, Long Term Memory plays a bigger part

“Beat the Bill”
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Needs Assessment - ‘newness’ of hospital wearing off

CAHPS Scores remained flat or showing 
declines over several years

Turnover, Growth leading to new staff 
challenges

Staff Members not knowledgeable about 
performance metrics

Staff Members do not know how they 
can play a role in influencing them

FY16 vs FY15
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Barriers

Internal
– Buy in/Engagement

– Staffing

– Questioning Data

– Lack of Data understanding 

External 
– Census – patient volume

– Regulation/Reform – constantly changing

– Payers

– Competition (Healthcare Consumerism)
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Einstein G.P.S

Our Quality Impact Teams are made up of 
individuals from across our organization, 
focused on other areas that are crucial to the 
success of Einstein G.P.S., including 

• Internal Customer Satisfaction
• Communications/Recognition
• Measurement
• Standards of Behavior

Why Einstein G.P.S. is Important
With all of the challenges in healthcare today, 
it is critical that we deliver a great patient 
experience throughout our network. As part of 
healthcare reform, Einstein G.P.S. will help us 
make changes and improvements that will 
take our performance to the next level.
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Inputs Activities Outputs Intermediate Outcomes Outcomes Impact

Target Population

·   Staff

·   Providers

Materials

·   Surveys

Changing Model 
of Healthcare 
Class 

CAHPS Literacy 
Survey 
distributed to all 
staff

Number of 
Attendees to Class

Number of surveys 
conducted

Increase Awareness of CAHPS Program 

by 20% after six months of program 

implementation in the target population

Increase Knowledge of CAHPS Surveying 

by 25% after six months of program 

implementation in the target population

Increase number of 

participants that 

perceive their actions 

effect CAHPS 

Surveying by 1.7% in 

the target population 

after one year of 

program 

implementation

Increase CAHPS 

survey score by 

2% in the target 

population after 

two years of 

program 

implementation. 

Empowering Staff to Navigate the Changing Model of 
Healthcare - Program Outline

Awareness  Ownership  Accountability
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Flat or declining CAHPS scores, general lack of staff knowledge about performance metrics, as 
well as internal and external barriers presented opportunities for improvement.

Through multidisciplinary efforts, with support from Senior Leadership, EMCM developed 
mandatory training for all staff on current state of Healthcare to positively impact the overall 
results of the metrics

Social Cognitive Theory served as a frame for the program resulting in 
an environment of awareness, staff with increased knowledge that were 
empowered to change their behaviors for long term sustainability

CAHPS Domains pertaining to front line staff showed improvement at year 1 checkpoint but 
additional factors within the inpatient setting presented themselves preventing sustainable 
change leading to new initiatives

Empowering Staff Summary
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Einstein’s Theory of Relativity
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Patient Experience Theory of Relativity

Engaged StaffExcellent Care + 
Excellent Experience

Patient Appreciation 
and Acknowledgement
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Einstein Staff, when asked, believe patients rate us a 7WHY would you think that is the case?  Most staff hear the negative feedback, or recall difficult patients

“Using any number from 0 to 
10, where 0 is the worst 

hospital possible and 10 is 
the best hospital possible, 

what number would you use 
to rate this hospital during 

your stay?”

79

ACTUALLY, our patients rate Einstein closer to 9

HCAHPS –
Overall Rating
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PX Governance and Objectives

Create a vision that is aligned with Einstein G.P.S:
– Articulate a case for efforts to improve the patient experience
– Describe a future state that Einstein patients/families should be able to expect reliably
– Define targets and expected outcomes of patient experience initiatives

Create a roadmap for an Einstein-wide approach to improve patient experience:
– Oversee an analysis of gaps, strengths, and opportunities
– Leverage best practices 
– Evaluate and integrate evidence based results from peer health systems
– Recommend structures/tools for measurement
– Recommend structures that will ensure rapid and effective dissemination of best practices

Make recommendations regarding the organization of a patient experience structure that will ensure 
alignment of efforts across Einstein, including:

– Strategy & Governance
– People & Culture
– Operations, Improvement & Transformation
– Strategic Intelligence - Tools/resources
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Sample Organizational Model: Centralized
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Sample Organizational Model:
The Evolution of Hub & Spoke into a Dandelion Model
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EMCM PX Governance Structure – Year 1
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Are our committee objectives clear?
– aligned with Einstein G.P.S

– roadmap for an EMCM-wide approach to improve PX

– Make recommendations regarding alignment of efforts

What will success look like in 1 year?

What will help us be successful? 

Do we have the right representation?  
(Who are we missing?)

Steering Committee Meeting Frequency?

EMCM PX Governance – Questions and Next Steps

Subcommittee Formation
– Invite key stakeholders

– Identify PX Champions

Finalize Goals/Metrics

Focus Groups?
– What is the current state of  Einstein PX?

– What do patients/families expect?

– What should we be able to promise?

– How do we get there?  
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Patient Experience Focus

Nurse Communication
– Meet with Nursing Leaders 

(Group, Individually)

– Training – Reintroduce NRC/Data

– Unit Level/Staff –
Education/Discussion

Einstein Physicians Groups 
– Practice Drilldown

– Observations

– Discussion

Physician Communication
– Set up meetings with Physician Leaders

Communication about Meds
– Take Advantage of Patient Education 

System

2016 NRC Conference Trends and 
other conferences review

– Engagement, Activation, Partners in 
Healthcare

– Branding, Loyalty, Reputation

19
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EMCM PX Governance Structure – Year 2

Changing Subcommittes
– Areas of Surveying

– Identify additional PX Champions at 
Director Level to influence change

Physician Engagement 
became larger discussion

– Physician representation across all 
subcommittees

– Well Being / Burnout focus
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EMCM PX Governance Structure – Year 3

Addition of PFAC
– Subcommittees presentations to  PFAC

Patient 
Experience 
Performance 
Improvement

21
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GOAL is to help EMCM provide care and services based on patient and family identified needs 
and solutions rather than assumptions about what patients and families want or need

˗ Give Patient and Family members a voice 

˗ Advocating for patient and family presence and participation across hospital committees

˗ Promote the principles of patient and family centered  health care

˗ Work in collaboration with hospital staff to improve  patient and family experience

 Advisors should have following qualities:
 Ability to share insights and information about their experiences as well as sees beyond their 

own personal experiences

 Shows concern for more than one issue/agenda

 Good Listener, Respects perspective of others, and adherence to our Standards of Behavior

 Willing to interact/work in a group setting and with many different types of people

Person Family Advisory Council

NRC Health Symposium  |  Rhythm of  understanding  | #NRCSymp 2424

• Standardized Survey Comment review and 
follow up 

• Electronic rounding to replace paper forms, 
surveys, questionnaires

• Hands free (no more dual handsets) video 
remote interpretation through mounted iPad 
device

• Setting and messaging ED testing 
expectations

• Room a Day program

• Unit Based Patient Experience workgroups

PX Focus – Year 2 and Year 3

• Senior Leader Rounding/Leadership Team Rounding

• CAHPS Literacy Assessment

• Standardized Patient Satisfaction Analytics

• Physician Skill Building

• Increased Utilization of Patient Education System

• (Patient Education, Surveying while patient in 
hospital)

• Volunteer ambassadors – Who I Am program

• Monitoring wait times for patients 

• Mom/Baby Call Bell Response Audits

• Dynamic Learning/AIDET Audit Practice Visits (patient 
experience/quality/physician team)

23
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Trending/Monitoring –

1. Goal - Improvement over Last Year
2. Monitor Recent Trend – Improvement Over Last Quarter
3. Strive to get above 50th Percentile

Data Standardization – Green Box Report
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NRC 50th 
Percentile

15.2 -3.9 17 -3.5 21.3 -0.5

152 31 151 28 89 63
-15 3.0 -14 6.3 -15 -6.9

98 43 96 53 44 15
2.4 -2.9 4.9 -6.4 7.1 -0.2

127 13 121 9 83 14
4.2 6.2 7 12.7 -14 -17.1

51 37 50 51 20 2
12.2 14.1 10.7 16.9 10.8 7.3

24 84 23 89 18 64
-2.6 1.5 -3.6 1.4 10.8 3.8

135 88 134 88 55 94
1.2 0.1 2.4 0.7 7.3 -2.5

587 46 575 48 309 44

OB 78.9 77.6 85.5

EMCM Total 65.3 63.3 66.3

4W 62.7 64.0 45.0

ICU 77.1 78.3 72.2

3W 64.3 64.6 56.8

4E 55.5 50.4 56.6

Responsiveness of 
Hospital Staff

HCAHPS: Got help as 
soon as w anted

HCAHPS: Help going to 
bathroom as soon as 

w anted

66.3 63.7 68.0

3E 61.2 57.6 71.9

Responsiveness of Staff – Green Box Report

FY2018

FY2021

NRC 50th Percentile
-3.2 -2.9 3.7 -0.8 -18 -1.9

307 46 301 45 184 65

-2.6 4.0 -5.4 3.5 -5 -1.4

183 76 178 76 90 68

-10 1.5 -17 2.1 16 -4.8

293 31 290 28 150 32

-0.7 6.6 -17 5.4 21.3 4.8

221 59 213 53 132 54

5.1 -3.0 -5.5 -2.6 10.5 -4.1

199 55 193 54 142 57

1.4 10.1 -1 12.3 2.3 2.6

324 98 321 98 154 96

-2.9 2.6 -5.6 3.7 0.9 -1.9

1,445 70 1,413 70 790 65

Responsiveness of 
Hospital Staff

HCAHPS: Got help as 
soon as wanted

HCAHPS: Help going to 
bathroom as soon as 

wanted

65.1 63.0 67.1

3E 64.3 61.8 71.2

4W 67.4 63.8 68.2

ICU* 66.6 64.2 69.0

3W 73.2 71.9 72.2

4E 60.2 56.9 62.7

OB 89.8 90.0 87.0

EMCM Total 71.0 69.4 71.3

Further drill downs to 
Unit/Location/Discharge 
Service Teams

The Patient Experience 
Team will ensure that all 
leaders (Nurses, Physicians) 
are well versed in their data       
performance and have the 
standardized data templates 
to distribute to post and 
distribute to their staff.
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Meet our volunteers
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Meet our volunteers Volunteer Patient Aide –

Supplement the staff in answering patient call 
bells and triage the calls.  If the volunteer is able 
to assist with any patient needs or requests, 
he/she will do so.  If the request lies out of the 
volunteer’s scope of service, the PCA or nurse 
will be notified.  For example:  the volunteer 
may re-position belongings, but not the patient. 

27
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 Better communication between all ED staff, patients and family members.

 Improve education in regards to emergency room process (triage), times and 
expectations.

 Shrink the communication gap between patient and care providers. 

 Patient comfort care and measures  by providing basic courtesies such as 
pillows, blankets, magazines, books, coffee, tea, juices and water, etc if no 
contraindications. 

 Provide a “comfort cart” for family members and guests. Volunteer services 
walk around and tend to family members needs, questions and requests. 

 Empowering patients by listening to their questions, comments and 
addressing any concerns they may have.

 Provide concierge services to patients and guests.

 Follow up phone calls and E-Mails upon discharge enhancing “service of 
excellence.”

Enhance Patient and Family Engagement in ED
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Further drill down to Unit Level 
Councils

6 Inpatient Units, ED, 3 ASCs, 
Einstein Physicians Montgomery

– Front Line Staff participating
– Ancillary Department Staff included

Back to Basic
– Hourly Rounding
– Whiteboard as Communication Tool
– Discharge Phone Calls
– Doctor/Nurse Partnership

EMCM PX Governance Structure – Year 4 and 5

29
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EMCM FY2020 Performance Improvement
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Call Bell Response

-American Nurse Today

31
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Discharge Calls

Goal –
 100% attempted

 Max = 2 attempts

 60% reached
 Reached

 = talked to 
patient/caregiver

Goal –
 100% attempted on all patients with alert triggers

 75% resolved within 24 hours
 Resolved

 Talked to Patient/caregiver
 Max attempts reached (2)
 Voicemail left on patient’s phone

Data from first 
45 days of 
FY20

Data from 
Most Recent 3 
months

Patients 
Attempted

Patients 
Reached % Reached

Patients 
Reached

Patients 
with Alerts

% 
Attempted 

 (Alerts)

Resolved 
 within 

24 Hours

ED 792 346 43.7%
OB 389 239 61.4%
SPUB
Pre/Post
EECBB
ICU 17 4 100.0% 0.0%
3E 110 28 92.9% 21.4%
3W 84 31 93.5% 19.4%
4E 103 34 82.4% 5.9%
4W 66 19 100.0% 0.0%

AUTOMATED CallsMANUAL Calls

NRC Health Symposium  |  Rhythm of  understanding  | #NRCSymp 34

GOAL: Increase and improve communication 
between patients, staff and family members

• BETTER INFORMED PATIENT AND CARE 
TEAM = 
• IMPROVED PATIENT SAFETY, PATIENT 

EXPERIENCE PERFORMANCE

• 100% complete/accurate by 9:00am & 
9:00pm

Whiteboard as Communication Tool

33
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Building Confidence and Trust on 
Mother/Baby Unit and NICU
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FY 2020

Hospital Based Patient Experience Committee
• Hourly Rounding
• White Boards
• Discharge Calls

Unit Based Committee ** Most Important Part of Success**
• Multidisciplinary

• RNs, Ancillary Staff, Administration, Medical Director, EVS, Food Service, Quality, PX

• Unit Specific Tactic

35
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Strategies to Improving Satisfaction 

July – August 2019
• Unit Specific Goals Developed
• Areas of Improvement Identified 

• Communication
• doc/nurse, doc/doc, nurse/nurse

What We Implemented
• Change of Shift Huddles
• D/C Call Process 

• Current about 50% call rate

• Rounding Scripts
• Discharge Instructions in Room
• Road to Discharge 
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Strategies to Improving Satisfaction 

September – October 2019
• Staff Education & By-In  
• White Boards Modified

What We Implemented
• White Board Audits
• Doctor Assignment Sheets
• Induction Calls 

• Unit Specific Tactic 

• Leadership Round 
• Distribute Business Cards
• “Commit to Sit”
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Strategies to Improving Satisfaction 

November – December 2019
• Communication
• Food Service
• Quietness

What We Implemented
• Sound Machines
• Hard Wire -

• Whiteboards
• Logging into Room
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Strategies to Improving Satisfaction 

January – March 2020
• Communication
• Food Service
• Quietness

What We Implemented
• “Log Into Rooms”
• “Meal A Day” Program 
• Patient Refrigerator 
• Door Hangers

39
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And then came Covid-19…..
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Covid -19 Changes

Change in Workflow / 
Communication

STAFF EDUCATION
Expedited Discharges
Patient Education
Rooming In
Social Distancing 
Limited Visitation
Food Service
Office Communication
Surgical Patients

41
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PATIENT DISSATISFER IMPLEMENTED PLAN

Covid -19 Changes

PATIENT TOURS/CLASSES

LIMITED VISITATION

FOOD SERVICE

EDUCATION

FREE VIRTUAL CLASSES (4/20)

FACETIME / PICTURE A DAY (5/20)

CELEBRATION MEAL (6/20)

DC BOOKS (10/20)
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Where We Are Now 

• Doc/Nurse Scripting

• Director / PE Patient Experience
• Call the 8’s

• Night Shift Survey

• NICU Admission Books

• Snacks on the Unit

• Changes to DC Call Script
• Open Ended Questions about Communication
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• STAFF INVOLVEMENT IS KEY

• Social Work Rounding

• Unit Admission / Discharge Video

• Welcome Baskets

Not All Initiatives Are Successful….

• Assignments by Provider Group

• Rounding with Physicians

• Quiet Time

• Suggestion Box

• PCA Updating Whiteboards

Just Keep Trying New Things…..

Where We Are Now

45
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6 Year Trend

PR PR PR PR PR PR

77 89 84 79 81 93

82 88 82 76 89 90

54 79 72 77 76 85

52 75 74 73 81 93

24 32 41 40 46 59

70 59 57 58 53 62

77 77 85 88 88 98

85 81 80 87 89 86

91 75 84 81 67 65

12 15 40 51 76 90

Average Percentile Rank 62 67 70 71 75 82

Quiet around room at night

Room kept clean during stay

Would Recommend Hospital

Discharge Information

Overall Rating of Hospital

Responsiveness of Hospital Staff

Communication About Meds

Communication with Doctors

Communication with Nurses

Care Transitions

FY2021FY FY2016 FY2017 FY2018 FY2019 FY2020
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Where We Are Now

NRC 50th Percentile
2.4 3.6 2.1 1.8 1.4 10.1 5.1 -1.1 3.4 1.0 -6.7 5.9

339 93 339 85 324 98 183 90 326 59 334 93

 50th Percentile
6.6 1.9 1.1 -2.0 6 4.9 -3.1 0.3

335 62 332 86 339 90 338 65OB 76.7 84.6 83.8 67.5 82

Overall Rating of Hospital
Would Recommend 

Hospital Cleanliness Quietness

Avg Rank74.4 74.9 72.7 62.5

OB 88.6 87.4 89.8 73.5 88.8 65.7

80.2 80.7 65.1 62.3 87.9 50.3

Communication with 
Nurses

Communication with 
Doctors

Responsiveness of 
Hospital Staff

Communication About 
Meds Discharge Information Care Transitions
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Thank You….
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Real Time Surveying at Einstein

Switched to Real Time 
Platform for all Medical 
Practice Visits (Connect 
(FY18/Real Time (FY19)

Emergency Department 
and Ambulatory Surgerys
to Real Time Platform also 
FY19
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Surveys are given to ALL patients and sent out next day 
– 3 attempts

• Email, Phone, Phone OR Phone, Phone, Phone

– 6 month dup check per provider

Questions –
– < 15 questions

• Provider, PSRs, MAs, Telehealth (Med Practices)

• Care Provider Focus (ED, Amb Surg)

Remind patients to fill out survey

Real-Time Survey

GOALS:  
 More Consistent
 Eliminate variation from methodology
 Increase N – further drill down to 

levels we need to drill down to
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Active Ownership of all Feedback, Escalate when needed

Perform Service Recovery/Reach out when applicable

Document efforts/log calls and close alerts

Share with staff positive (recognition)/ negative (coaching)

Identify themes/opportunities

Regular Audits/Report out Alerts of 
Open vs Closed 
Documentation (Alert Notes Report)

Real-Time – Practice Administrator Expectations
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4-Pronged Approach to improve Patient Experience:
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4-Pronged Approach to improve Patient Experience:
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Biggest Opportunities – Emphasis on PSR Staff; MAs included
Courteousness, Respect, Helpfulness

 Debrief Session
 What worked well?  
 What needs improvement/could have been better?
 What is missing?

What  techniques/strategies do you use?
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Biggest Opportunities – Emphasis on PSR Staff; MAs included
Courteousness, Respect, Helpfulness
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Response Rates

NRC HCAHPS average response rate is 23.5%
Adult Rehab for mail surveys is 32.6%   

• EMCP = Very low (10%)
• EMCEP = Below average (18%)
• EMCM = In line (23%)
• Moss Rehab = In line (31.2%)

Moving Inpatient to Real Time
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Moving Inpatient to Real Time

Two ‘Sampling’ waves 

1.  Official surveying - Satisfy CMS Requirement (VBP) 
• Paper Survey

 Random sample across all eligible INPATIENT discharges
 Minimum number of responses of 300 surveys per calendar year 

• Target for EMCP+EMCEP combined = 450-500
• Responses should be spread evenly through all 4 quarters
• 2 attempts sent to patient

2.  Supplemental surveying  –
• NRC Real Time Survey

 Goal: increase n size at the individual unit level, increase n sized at provider level
 NOT Random - Any eligible discharge not in sampling wave 1 (official CMS) will be sent a survey
 3 attempts sent to patient (Email, Phone, Phone) 

 Phone = computerized Interactive Voice Response(IVR) survey
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Moving Inpatient to Real Time

Current NRC Real-time response rate for Inpatient is 29.9% 

ED, Ambulatory Surgery, EPPI, EPM, ECHA all on Real Time Platform since start of FY2019
CASE STUDY = AEHN Emergency Department
FY17 Paper survey had 1,845 responses
FY18 paper survey had 2,451 responses
FY19 Real Time Survey had 5,892 responses
FY20 Real Time Survey had 9,022 responses
FY21 Real Time Survey has 10,000+ responses

EMCP EMC EP  EMCM
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Wrapping it up
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Patient Experience Action Plan  

Performance is driven by COMMUNICATION 
“WITH patients/families” AND “BETWEEN care teams”

Nursing and Physicians (individually) are biggest drivers of performance
Individuals being recognized  Team cohesiveness will push us to next level

OPPORTUNITY
All members of the Care Team on the same page
– Multidisciplinary Rounding
– Consistent Messaging
– Improve/Build Physician/Nurse partnership

How do we BUILD Patient CONFIDENCE and TRUST
– Responsiveness and Availability (BEING Present)
– Partnering with Patient and Family
– Comfort (Both Physical and Mental)
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Patient Experience Action Plan - Governance  Implement  Accountability

Senior Leadership - Patient Experience Governance 
Review Data/Drivers - Refine Plans - Address Obstacles/Challenges – Make Recommendations

Leadership Meetings/Forums/Venues
Review Performance – Review Best Practices (Must Haves) - Design/Develop Strategy

Unit Based Councils
Act on recommendations – Implement initiatives – Drive improvement 

Staff Meetings (Nursing); Physician Team Rotations; Ancillary Departments
Increase Patient Experience Data Awareness/Ownership – Implement Best Practices

Accountability at all levels
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Quarterly Report Outs on Patient Experience and Quality
Standardized format with a formal response from  Senior Team 
-Acknowledge successes
-Develop cross cutting action plans to sustain/drive performance
-Remove barriers

Patient Experience Deployment (Director and Coaches)
-Standard data dashboards
-Heavier coaching/rounding focus on targeted units
-Frequent check in  with front line staff (staff meetings/rounding)

Establish physician venues dedicated to CMO vision and direction on imperatives (must haves) 
on patient experience-

-Set and reinforce expectations to orient/welcome team;
-Implement/Hardwire initiatives (Commit to Sit)

Increased responsibilities and validation by Unit Council members

Patient Experience Action Plan - Validate  Promote  Sustain
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EMCP – Overall Rating

An update on patient experience and 
physician and provider communication

Grand Rounds –
HCAHPS – The bar has been raised, where we need to go

Communication – Best practices/tactics

Physician Chair RetreatApproach to Difficult Patients

Medical Staff Semi 
Annual Meeting

Patient Experience Physician Venues 
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Must Have Service Behavior Review
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FY21 vs FY20 vs FY16

PR PR Positive PR PR Positive PR

Care Transitions 38 53 3.8 15 57 -0.3 4

Communication About Meds 20 39 4.1 19 58 2.1 19

Communication with Doctors 27 41 3.9 14 45 0.3 4

Communication with Nurses 37 68 6 31 76 0.9 8

Discharge Information 31 48 2.7 17 35 -1.8 -13

Overall Rating of Hospital 57 58 2.1 1 46 -2.5 -12

Responsiveness of Hospital Staff 37 58 5.8 21 70 2.8 12

Would Recommend Hospital 58 62 2.3 4 45 -4.5 -17

Quietness 53 34 -4.6 -19 50 5.9 16

Cleanliness 19 54 8.9 35 54 -0.5 0

Diff (FY20  -FY16) FY2021 Diff (FY21  -FY20)FY2016 FY2020

**FY20 – All time Highs when compared to prior 5 Fiscal Years 8 of 10 domains
**FY21 - 5 of 10 domains increase
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EMCP – Overall Rating

 1. Patient Preferences   = ‘Listening’, ‘Courtesy/Respect’
 2. Emotional Support = ‘Confidence and Trust in Doctors’, ‘Confidence and Trust in Nurses’, ‘Able to find someone to talk to’
 3. Coordination of Care = ‘Dr/Nurse Good Communication’, ‘Dr/Nurse Consistency’
 4. Info and Education = ‘Explain’, ‘Describe Side Effects’, ‘Discharge Preparation’
 5. Physical Comfort = ‘Responsiveness’, ‘Cleanliness’, ‘Quietness’

Key Drivers: Defined by priority indices and correlation to rate 
the hospital
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FY21 – Not a typical year

 COVID Interruptions and impact
 ‘Batching’  - PPE requirements/restrictions
 Not in Rooms with patient, with team 

(Rounding impact)
 Visitation Restrictions (Involvement of Family)
 Furloughs

 Looming Strike/New Contract at Philadelphia Campus 
 Staffing levels/ Quarantines
 Increased demand for 1:1
 Nursing Leadership turnover
 Burnout
 Patients putting off care
 Volumes
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Percentile 
Rank

Trend by Calendar Year – FY22 Focus = Doc Communication, Discharge Info
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EMCP – Overall Rating

-->  Develop modes of communication to ensure PX priorities and results are communicated at all levels of 
the organization through Dashboards, Dedicated Patient Experience Agenda items for monthly meetings.  

-->  Observation/Educate/Validate/Coach - Focus on areas of direct control within groups (Nursing, 
Physicians, Ancillary Departments, etc) to add impact to overall performance through must have Service 
Behaviors. Instill that all own the Patient experience and a burning platform for a culture of service.

-->  Partner/Expand/Promote – Include all involved in care team in discussions/standardize best practices 
across units/groups

Primary Principles to Improve Patient Experience

69

70



PAGE 36
27th Annual NRC Health Symposium – Omni Nashville Hotel

Nashville, Tennessee
August  4–6, 2021

NRC Health Symposium  |  Rhythm of  understanding  | #NRCSymp 71

Questions?
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