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• Explain why prioritizing self-empathy is essential to employee 
healing and recovery and working at the top of their license.

• Discuss why self-caring and caring for others is needed to be fully 
integrated to foster a compassionate culture of excellence.

• Discuss leadership’s role in adopting an empathetic model to 
foster organizational safety and trust, a positive patient 
experience, which provides both organizational stability and 
loyalty.

Learning Objectives



4     ——

 Enhancing Patient Experience through use of Empathetics® Program, 
Case Report, Beryl Institute, January 2021

 Riess H, Kelley, JM, Bailey, RW, Dunn, EJ, Phillips M. Empathy 
training for resident physicians: A randomized controlled trial of a 
neuroscience-informed curriculum. J Gen Int Med, 2012; 27(10) 
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 Riess H. Institutional Resilience: The foundation for Individual 
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Why is  
Empathy 
Essential?



“Compassion is one of the impulses 
that nature has implanted in us to do 

what duty alone may not accomplish.”

Immanuel Kant
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 To determine whether physicians can improve their empathy and relational 
skills through a training skills program that focuses on the neurobiology 
and physiology of affect sharing, self regulation, perspective taking and 
emotional communication.  

 To determine whether improvement in empathy can be demonstrated in 
patient ratings of physician empathy.

Empathy Training RCT: Study Objectives



Improvement in Knowledge
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44%

Training Control

p < 0.001

MGH RCT

Riess, Kelley, Bailey, Dunn, Phillips. JGIM 2012
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Emotion Decoding
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Improvement Patient Ratings

57%

32%

Training Control

p =0.04

MGH RCT
GIVEN BY PATIENTS TO PHYSICIANS’ EMPATHY (CARE)
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Patient-Rated CARE Items

At today’s meeting, how was your doctor at … p-value
Making you feel at ease  0.02
Really listening 0.02
Being positive 0.02
Explaining things clearly 0.02
Letting you tell your story 0.03
Showing care and compassion 0.04
Helping you to take control 0.05
Making a plan of action with you 0.06
Fully understanding your concerns 0.07
Being interested in you as a whole person 0.11
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91% 91% 96% 91% 94% 91% 91%

Listening carefully to
patients without

interrupting?

Interpreting non-verbal
cues (tone of voice,

posture, affect)?

Being aware of your
physiological reactions to

challenging patients?

Being able to manage
your physiological

reactions to challenging
patients?

Being aware of your
emotional reactions to
challenging patients?

Being able to manage
your emotional reactions
to challenging patients?

Understanding the latest
research on the
neurobiology of

empathy?

After the training, did you improve in...

Program Evaluation and Self-Assessment of Improvement 
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One Year Follow-up Study

25.1

28.5 28.3

Pre-Training Post-Training 1 Yr Follow-up

Physician Empathy CARE Score
Empathy Pilot

P = .01

P = .05

Phillips, Lorie, Kelley, Riess. EJPCM 2013
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Institutional Empathy 
Global Advances in Health and Medicine 2021
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 Adult Medicine: 
Reducing Burnout 
with Empathy 
Training

 Note: Higher score 
indicates improved 
wellness on mini-z.

The Data
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Can Empathy Be Taught?

“Nobody cares how much 
you know, until they know 
how much you care.”
-Theodore Roosevelt 
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Overview – Who We Are

Founded after WW2 by Maino brothers
Located in the Central Valley

380 Clinicians 
1,250 Foundation Staff
65,000 Patients Served Each Year
300,000 active patients lives

• Divisions/Locations of Service
19 Care centers in Modesto, 
Stockton and several other 
communities in the Central Valley.

• Specialty Services
30 Specialties in 3 counties
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 Marriage and 
Family Therapist 

 Chair the Physician 
Wellness Committee

Marla Arata, MFT
B

IO
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What We Are Hearing:
 “I thought I was the only one”  
 “I did not know how to enjoy time with family”
 “We just didn’t know what to do”
 “I didn’t grow up here”
 “How do I handle my teenager?”
 “I don’t know how to relax”
 “I don’t have time to plan things with my family”
 “I have no social life: it’s just work, kids and work”

Human Experience Story 
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 Medical Director of Patient 
Experience

 Practicing OB/GYN 

 Published Patient Experience 
work based in our OB/GYN 
Department

Dr. Adam Dodd 
B

IO
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 Increased Would Recommend 
Score from 88.2% to 90.4% 

 OB/GYN department achieved 
the 91st percentile at end of pilot

 During the same time frame the 
Reception Helpful score 
increased from 79.8% to 83.6%, 
enabling staff to obtain their full 
bonus for 2019 

Pilot Results – Highlights 
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Sutter Memorial Medical Center 2023
By the numbers: 

Emergency Room Visits

Hospital Discharges

Surgical Procedures

Average Daily Census

Patient Satisfaction Score for Communication with Doctors

Gould Medical Group Hospitalists reported level of stress

92,575

265

18,487 

67.9%

65.6%

10,671
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Hospitalist: Reducing Burnout with Empathy Training
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 Sutter Health Award Winners:

•Sutter Medical Foundation - Sutter Medical Group

•Top Ten Percent Performance in Clinical Quality

•Excellence in Healthcare

•Sutter Palo Alto Medical Foundation - Palo Alto Foundation Medical Group

•Top Ten Percent Performance in Clinical Quality

•Top Ten Percent Performance in Patient Experience

•Sutter Palo Alto Medical Foundation - Mills-Peninsula Division/MPMG

•Top Ten Percent Performance in Clinical Quality

•Top Ten Percent Performance in Patient Experience

•Sutter Pacific Medical Foundation - Sutter West Bay Medical Group

•Top Ten Percent Performance in Clinical Quality

•Sutter Pacific Medical Foundation - Sutter Medical Group of the Redwoods

•Top Ten Percent Performance in Patient Experience

•Sutter Gould Medical Foundation - Gould Medical Group

•Top Ten Percent Performance in Patient Experience

•Sutter Independent Physicians

•Excellence in Healthcare
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Questions?
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