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Amy Searls

Driving and Sustaining Improvement: 
Front-line staff members lead by influence

Executive Director
University of Colorado Hospital, UCHealth
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• UCHealth is a not-for-profit health 
care system, headquartered in Aurora 
Colorado

• Includes hospitals and facilities 
throughout Colorado.

• It also includes affiliated hospitals in 
Wyoming and Nebraska.

• The system includes an academic 
medical center, University of 
Colorado Hospital which is closely 
affiliated the University of Colorado 
School of Medicine.

• One of America’s Top Hospitals, 
ranked in 11 adult specialties by U.S. 
News and World Report

• 4X Magnet Designation
• Level 1 Trauma Center
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• Describe how to develop a robust  Patient Experience 
Champion program that engages frontline staff and 
leaders to drive patient experience improvement 

• Identify tactics to support and motivate patient 
experience champions

• Understand how involving front-line staff in patient 
experience efforts creates a sustainable grass-roots 
movement and enhances employee engagement

Objectives:

NRC Health Symposium  |  A journey to understanding | #NRCSymp 4



PAGE 3
25th Annual NRC Health Symposium – Omni Nashville Hotel

Nashville, Tennessee
August 14─16, 2019

NRC Health Symposium  |  A journey to understanding | #NRCSymp 5

We needed help improving …fast.
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The past - 300K patients 
The present - 1.5 million patients
Ambulatory Setting
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1.
2.
3.

Patient Experience Champion Program
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1. Expand Communication and 
Organizational Goals 

2. Equip managers and frontline staff with 
communication tools and improvement 
tactics

3. Encourage a culture of extraordinary patient 
experiences

GOAL
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• Champs meet the third Friday of each month for 90 minutes to get 
education, learn about best practices, and network with other areas around 
ideas to improve our patients experiences

• Identify 2-3 Champions from each department to participate. A 75% meeting 
attendance is required for each Champ per fiscal year.

• A Champion needs to be someone very interested in the patient experience 
and ready to support improvement tactics.

• The information they receive monthly will need to be brought back to their 
teams and cascaded 

• Champs need to feel comfortable presenting this information and require 
creative thinking!
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The role of the unit/department leader
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Content and Training
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Icebreaker is crucial
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Super Hero
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Meeting Debrief
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Data and Comments
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Body Language

Handoffs

MAIDET

Celebrate!

Education/Training
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Teamwork makes the dream work 

Action team
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Results

NRC Health Symposium  |  A journey to understanding | #NRCSymp 20

A little help from our friends…
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The journey continues…


