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The Ideal Combination:
Human Understanding, Quality, and Safety
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2001 Better 
quality

The Quality 
Chasm
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The Quality 
Chasm

The Experience
Chasm
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T H E N

“The obedience of a patient to the 
prescriptions of his physician should be 

prompt and implicit.

He should never permit his own crude 
opinions as to their fitness, to influence his 

attention to them." (1847)
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Disruption

As a patient I rebelled against being denied my humanity…we should 
all demand to be treated as competent adults, take an active part in 

our healing, and insist on hospitals meeting our human needs…’     
Angie Thieriot, 1978, Founder, Planetree
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"Patient experience encompasses the full 
range of interactions patients have with the 
healthcare system, including health plans, 

doctors, nurses, and other staff in (and outside 
of)... healthcare facilities." (AHRQ)

N O W

PCC 1.0
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Perspectives Safety Preferences

Targets Environment
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Point of Re-entry & Transition  (PORT)

What CHWs assumed?

The top three priorities for patients upon 
their release from prison…

What was actually important to patients
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Don’t assume perspective

Lee CN, Hulsman CS, Sepucha K. Ann Plastic Surg2010;64:563-6. 
Wagner E, et al. Med Care1995;33:765-70
Covinsky KE, et al. J Am Geriatr Soc 2000;48:Suppl:S187-S193.

71% 40%

41%
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Herrin J, Harris KG, Kenward K, Hines S, Joshi MS, Frosch DL
BMJ Qual Saf 2016 Mar; 25 (3): 182-189

1,457 acute hospitals

86%
Unrestricted access policy in some units

68%
Encouraged patients/families to 

participate in shift change reports

67%
Policy for disclosing / apologizing errors

38%
Patient & Family Advisory Council  
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How do we define quality and safety 
in healthcare? 

How should we define quality and safety 
in healthcare?
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Quality Defined
The Institute of Medicine (IOM) established 
6 domains of quality in healthcare:

 Effectiveness

 Efficiency

 Equity

 Patient-Centeredness

 Safety

 Timeliness

Makoul G, Donohue R, England W, Gorley T. 2023 Experience Perspective.
NRC Health. https://nrchealth.com/resources
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How patients see quality

Makoul G, Donohue R, England W, Gorley T. 2023 Experience Perspective.
NRC Health. https://nrchealth.com/resources
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Traditional patient safety meanings and measures 
frequently miss the mark in serving patients and 

families by ignoring or denying harms that patients 
and community members continually call us to 

acknowledge and address.

Lyndon A, Davis D, Sharma AE, et al Emotional safety is patient safety, BMJ Quality & 
Safety Published Online First: 02 February 2023. doi: 10.1136/bmjqs-2022-015573
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Physical Safety
‘being safe’

Emotional Safety
‘feeling safe’

Cultural Safety
‘contextually safe’

The 
Person
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Impact of my experience

Justified care deferment

Solidified brand blur

Invited new entrants

Invalidated expectations

Amplified pain of paying

Cemented no preference
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Do we miss the mark on staff too?

2023 McKinsey Review, “Stop wasting your most precious resource: middle managers”
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Self Determination Theory

Doing something because it is 
satisfying and interesting to do

Doing something for the purpose 
of obtaining an external goal

Extrinsic 
Motivation

Intrinsic 
Motivation

Autonomy
Competency
Relatedness

Promotions
Rewards

Recognition
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Human understanding and targets

Sullivan C, Staib A, Khanna S, et al. 2016; 204, 9, Medical Journal of Australia
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Human understanding and data



28     ——

Bring the magic of the mouse
Delivery Methods

Cast Setting Process
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s Non-Negotiable Safety

What are we known for and 
want to be known for?

Courtesy
Show

How we make money Efficiency
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Over $2 Billion in annual revenues 
Over $56 million in profit 
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Northern Westchester Hospital – Mt. Kisco, NY
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Personal Touch = Trust = 
Great Patient Experience

t h e  s o c i a l  m e d i a  
s e n s a t i o n . . .

Magnus the therapy dog

Instagram followership of 945,000 
and over 21.6 million views. 
TikTok 2.9 million followers and over 
58.1 million views of the video
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Person Centered Care (PCC) is care focused on 
the needs of individuals, guided by peoples’ 

preferences and values, and includes supporting 
structures, policies, and practices that create a 
culture of quality, compassion, and partnership 

across the continuum of care.
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Model for 
person-

centered care
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Human 
Understanding

Deep understanding 
of the individual

--
Standardized 

individualization

PCC 1.0 PCC 2.0
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NOW Better 
quality &

experience

The Human 
Understanding 

Chasm
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ASSUME NOTHING

BE FOREVER CURIOUS
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SEEK PERSPECTIVE
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MASTER THE MUNDANE

HONOR PREFERENCES
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DON’T HIT THE TARGET

BUT MISS THE POINT
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LEAVE 
YOUR

LEGACY
&

MAKE THE 
NEW 

AWESOME



Michael Giuliano
Chief Operating Officer, Planetree

203.732.1362

mgiuliano@planetree.org 

LinkedIn – mlgiuliano

Thank You
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