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F E AT U R E D SP E A K E R

Michael Puchtler

Vice President, Patient Experience
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Mike Puchtler

Activating Feedback Management

VP Patient Experience, ChristianaCare
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Articulate the need for a comprehensive, multi-faceted 
approach to activating feedback management

Connect feedback management with other organizational 
processes including huddles, continuous improvement 
efforts, grievance management, and employee recognition 

Identify techniques to activate feedback management in your 
own organization 

Learning Objectives
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Background on ChristianaCare

Our PX Improvement Philosophies (briefly)

Key Topics for PX Leaders to Address

Our Feedback Management Program

Agenda
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NEW 
JERSEY

V I R G I N I A

P E N NSY LVA NIA

M A RY L AN D

W A S H I N G T O N  
D . C .

DELA WARE

Serving Delaware, Maryland, 
Pennsylvania and New Jersey

ChristianaCare | GoHealth 

Urgent Care Centers

Practices & Locations

5

120+

Newark Campus

Wilmington Campus

Cecil County Campus

Middletown Campus

More than

12,000
Caregivers

More than

280
Residents & Fellows

Delaware’s largest private employer and a Top 10 
Philadelphia area employer.
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Admissions

53,121

Radiology Procedures

426,240

Medical Aid Unit Visits/
Urgent Care Center Visits

80,717

Alzheimer’s Day 
Program Visits

5,751

Home Health Visits

288,817

19 School-Based Health 
Center’s Student Visits

31,491

Births

6,035
Emergency Department Visits 

195,602

Lab Tests

3,711,019
Outpatient Visits

620,939

Primary Care Physician 
Office Visits

255,513

Surgical Procedures

37,390

Christiana Hospital 104,137
Wilmington Hospital 63,444
Middletown Ed 28,021

Statistical Data
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Core Belief

Caregivers as Customers

Focus on the Fundamentals

Sustainability, Integration & the “How”

Our PX Philosophies
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Timing & Workload Considerations? 

Connection to Standard Work? 

To Triage or Not To Triage? 

Reporting & Escalation?

Grievances / Patient Relations?

Feedback Management: 
Key Questions for PX Leaders to Address
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Feedback Management at 
ChristianaCare
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Alert is triggered by 

NRC platform & sent 

to patient experience 

team for triage

PX team reviews 

patient comments to 

determine next step 

& assigns alert to 

the appropriate local 

leader or Patient 

Relations *

Local leaders 

contact the patient 

to perform service 

recovery & capture 

learning 

opportunities

During the discussion, 

local leaders 

determine if the 

patient would like 

Patient Relations (PR) 

contact.

Each night, alerts 

assigned to Patient 

Relations create a 

preliminary record in 

R2L (Event 

Management)

EndY

N

* Local Leader = Unit, practice, or department leader best suited to address patient comments

Alert Triggered PX Team Triage
Local Leader 

Follow Up
Action to PR? NRC – RL 

Batch File

Feedback Management
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• Patient Relations Question

• Direct to Leader – Too Soon! 

• Power of Integration

• Escalate If Needed

Lessons Learned
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Creating an 
organization of 13,000
Problem Solvers

Making Tomorrow Happen
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Earn a lasting relationship with every interaction

Anticipate consumer needs and drive loyalty through 
value, safety and a personalized experience

…by 
prioritizing Expert service with real-time recovery

…and 
activating 
through 

Ways of Working that can be pulled through to 
MTH Huddle Boards for daily caregiver action

Strategic Priorities

AOP Goal

AIM

Ways of Working

Strategy Deployment & Ways of Working

NRC Health Symposium  |  Rhythm of  understanding  | #NRCSymp 16

Service alerts 
open longer 
than 7 days.
Service alerts 
closed without 
service 
recovery over 
last 30 days.

System Support & Resolution Huddle
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Weekly Reminder Emails
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Reporting
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What’s Next?

More Storytelling & Recognition

Direct to Local Leaders

Service Alert Themes

System Opportunities User
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We really love this platform and have found it to be a very powerful tool to leverage with our 

teams. Jen, myself, and our managers take a great deal of pride in our feedback and 

scores. NRC scores and feedback are discussed in every huddle in the dept. Jen and I both 

review the dept. feedback summary weekly as does each individual manager and we reach out 

to individual caregivers and their managers to offer the positive feedback when exemplary 

comments come in. Our managers have also leveraged Bravo when really exemplary 

comments come in and it has been a great way to recognize and reward in a timely manner 

when we see something truly above and beyond. The alert system has been great to address 

patient concerns while they are still our patients rather than finding out well after the fact that 

there is a problem. NRC has really become a huge part of our operational workflow and it’s 

great that the results you are seeing are reflective of that. Thank you!
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Questions?
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