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Jeffrey E. Robbins, CPXP

Using Real-time Feedback To Coach 
Physicians –At The University of Missouri

Coordinator, Patient Experience Improvement
University of Missouri Health Care
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Let Me Tell You A Story…
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My 
Family’s 
Story
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Inspired 
Humanity
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Function:  It is involved in processing 
and interpreting the language received 
from the speaker.

Location:  Sits in the left temporal 
lobe, very close to the auditory 
cortex―the area involved in hearing. 

Importance:  Responsible for making 
us understand the language that is 
heard. It essentially allows us to grasp 
the statements made by the speaker.

https://bodytomy.com/difference-between-brocas-area-wernickes-area-in-brain

The Power Of Storytelling – Wernicke’s Area
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J Price, Cathy & Seghier, Mohamed & Leff, Alex. (2010). Predicting language outcome and recovery after stroke: The PLORAS system. Nature reviews. Neurology. 6. 202-10. 10.1038/nrneurol.2010.15. 

This Is Your Brain On Storytelling
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Getting why, what, and how in the right order

1. Measure over mission (what)

2. Continuous loop of 90 – day action plans (how)

3. Save and improve lives (why)

Our Patient Experience Origin Story
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Create Order From Chaos
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“Harness the power of evolution”
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Intelligence/Insight

Challenges

What We Do

Payoff
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What We Do
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Data is like an exhaust 
or a byproduct. It’s 
generated. What do 
we do with it?

Role of Data in Creating Connection
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Inspiration
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“Patients tell your story” 
APRIL 6, 2016 CARDIOVASCULAR CLINIC ACTION PLAN
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“Patients tell your story” 
APRIL 6, 2016 CARDIOVASCULAR CLINIC ACTION PLAN
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“Patients tell your story” 
APRIL 6, 2016 CARDIOVASCULAR CLINIC ACTION PLAN
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Warehouse

Observation / Consult

Skills

Survey

PX Feedback Cycle
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Filtering - Cut the noise

Sorting - Rank by importance

Grouping and Segmentation

Visualizing – Using intuitive visuals

Data Homework
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Be aesthetically mindful
Focus on trends, compare time ranges
Search for strong relationships
Try different perspectives
Creating the story

Bringing Data To Life
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Request Summary

Playbook

DebriefBrief

Greeting

Observation
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https://www.monigle.com/hbe-health-care-volume-1/

Understanding Physicians – Emotional Motivators
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Understanding Physicians – Functional Motivators

https://www.monigle.com/hbe-health-care-volume-1/
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Mindfully dedicating time and attention to 
physicians, and getting to  know them well enough 
to understand who they are and what the need. 

Need to recognize the emotional state of the 
physician’s experience identity, acknowledge it and 
be empathetic. 

Understanding Physicians
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Intelligence/Insight 
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Exhaust…

Saturated and 
desensitized

Analytics jargon

Leaving out 
valuable context
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Byproduct…

Know the audience

Talking in lieu of a 

discussion

Overwhelming
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Aesthetically 
Mindful

Color Influence

Cut the noise

Layout 
feedback from 
physicians
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Creating the 
Story

Using intuitive 
visuals

Grouping and 
segmentation
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Different
Perspectives

Focus on trends

Try different 
perspectives

Looking for clues

John Q. Public
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Look for Relationships

Connection

Causation

Correlation

Net Promoter Score 
FYTD

Promoter Passive Detractor

72
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Feedback & 
Skill building

“Feedback 
Sandwich”

Pendleton 
Model
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Payoff
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The Ambulatory Project

45 providers from 8 
service lines

80% improved

8.7% increase in 
“Rating of Provider” 
positive percent 
score and an 
increase of 15 
percentile rankings 
as a group.
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The Ambulatory Project

NRC Health Symposium  |  A journey to understanding | #NRCSymp 36

Affiliate Project

Family practice clinic affiliate

8 providers 

Group consult in October 2018

Shadowing conducted in Nov/Dec 2018 

Communication Composite:  Increased 
11 percentile rankings as a group. 

Rating of Provider: Increased 7 
percentile rankings as a group.  
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Creating an individualized experience

Enhancing customization based on wants and needs

Leveraging meta-data to enhance offering

Becoming a trusted partner 

Developing Connected Relationships
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Challenges
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Begin with a question

End with an insight

Tell a compelling story

Explain with visuals, narrate 
with words

Be honest and credible

Be clear and concise

Know and cater to your 
audience

Provide context

Storytelling With Data
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Attention Density Shapes Identity

Exposure Repetition Application Change

Repeated, purposeful, and focused attention can 
lead to long-lasting personal evolution.
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Attention 
Model
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Cultivating A Patient Experience Identity

Wellness Experience
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Questions


