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Introduction and Overview 
 
The patient experience encompasses much more than the time spent as a patient at your 
facility.  It begins with awareness and information seeking and extends long after discharge 
and receiving the final bill. 
 
According to the Beryl Institute, the patient experience is: 
 

 
 
Often organizations are faced with the daunting challenge of finding meaningful ways to 
connect with patient needs, often constrained by budgets. 
 
In this paper, we have identified a few practices organizations can use to better engage 
patients and ensure patient experience management remains a strategic priority.  
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Flip Cam 
 
Patients can tell you a lot, or they can show you more with a flip cam.  Enchanted patients will 
volunteer to provide you a first person view of what it is like to be your patient.  From the 
preparation to parking to the staff with whom they interact, these videos are both authentic 
representations of the experience.   
 
MD Anderson Proton Therapy Center has used such to great effect in promotion on You Tube.  
Through this low-cost video, staff and prospective patients are able to understand the phases 
of the patient experience and introduce the center in an authentic way. 
 
Special note: It will be important to stage such as HIPAA would prohibit videos being taken of 
other patients.  
 

 
 

https://www.youtube.com/watch?v=09EIRcqCYag�
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Digital Audio Recorder 
 
Conducting in-depth interviews with patients to understand their functional and emotional 
needs is a best practice.  However, all too often, interviewers will translate comments into 
simplified notes.  This takes away from the ability of the interviews to create empathy among 
the staff members as much is expressed in the tone and the real language patients use (not 
“consultant-ese”). 
 
As you speak with patients about their experience, be sure to ask them about their 
expectations and try to break such down into each phase, as these expectations and whether 
they are met change across their entire journey.   
 
Of course, please be sure to obtain consent from the patient to record the conversation.  
 

 
 
Feelings of Care and Ease  
 
 
Connectedness with other Patients   
 



70.05943



40.07174
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Persona Posters 
  
It is easy to forget who the patient is.  What are their goals, behaviors and needs?  What do 
they look like?  What would they say if presented with your latest idea? 
 
Persona posters can help drive decisions and serve as a meaningful proxy for patients as 
decisions are made.  From messaging to process improvements, the persona can remind 
stakeholders of these patient needs in a meaningful way. 
 
This can also be used for your referring physicians, as in the example below: 
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Camera 
  
In healthcare, we often organize treatment processes around our organizational needs rather 
than the patient.  In addition, we demonstrate several quality cues as patients sit in various 
areas, waiting for their next clinical interaction. 
 
To develop a deeper sense of empathy, try this:  Sit in all the chairs you require a patient to sit 
in and take a snapshot.  What you will find is that you are likely requiring patients to sit in a 
large number of seats prior to the completion of the encounter.  In addition, you will see, from 
their perspective, what cues you are signaling regarding the quality of your service.   
 
Remember, patients don’t always have the background to evaluate clinical quality, so they use 
service quality as a proxy.  Therefore, in addition to how you deliver such, it is important to 
consider the environment in which care is provided.  
 

Professional, but is there enough privacy? 
 

 

Little room for wheelchairs 
 

 
 

Patient privacy respected 
 

 
More space for special needs 
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Huddles 
  
Take out dedicated time to include all members of the care team – physicians, nurses, 
administrative support and talk about the patient experience.  These interactions could be only 
10 minutes.  
 
Make sure that such is routine and puts all on the same level.  Participants should share their 
views, new feedback or innovative solutions.  Leadership of the meeting can rotate through a 
number of people to share the responsibility and distribute the commitment across the entire 
team. 
 
Ideally, these would happen weekly, as patient experience management is an on-going 
concern.  Some discussion topics to get you started: 
 

• Showcase individuals who’ve demonstrated expected behaviors  
• Scheduling / Access 
• Physical environment (e.g., waiting areas, exam rooms) 
• Review patient satisfaction scores 
• New organization-wide experience initiatives and their impact on your unit 
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Experience Map 
  
The experience map organized all of the activities in the patient experience to create a holistic 
view.  By seeing the journey in one continuum, individuals can appreciate their respective role 
and how it might impact the next step.  Ideally, patients would help you to design such, but 
staff can provide insight into their respective areas. 
 
Be sure to include items from the patient perspective – not your process.  This orientation is 
critical to viewing the journey with the highest levels of empathy.  As a stretch goal, document 
the forms of interactions (e.g., types of touchpoints) and respective stewards. 
 
Finally, it is often helpful to retell the key points of the patient story (the ideal state) using the 
experience map.  Define the ideal outcome or the lasting impression with patients and families 
at each step. 
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Dashboard Posters  
  
Having success measures and performance results in a highly visible place reinforces the 
importance of the patient experience.  In addition, it provides an opportunity to celebrate 
successes and emphasize opportunities for improvement.  
 
These posters can easily be created using stapled document protectors and print outs from 
standard 8 ½ X 11” reports.  Alternatively, you can create a dashboard in a digital 
environment. 
 
 

 
      

 
   

  
.        
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Comment Wall 
  
Have a spare dry erase board?  Some extra wall space?  Posting both patient/family and staff 
comments can have a very strong positive effect.  Comments of praise are very helpful to 
reinforce your expected behaviors and provide an alternative channel for communications. 
 
Normally, such should be presented in a staff meeting room, not a public space, unless you 
want patients to write directly onto the board. 
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Email 
  
Take time to compose and send an email around to the entire team, including a patient 
comment (or paraphrased version).  This demonstrates leadership commitment to an 
exceptional patient experience and provides another opportunity for praise.  This praise, when 
widely distributed, shows that the team holds each other accountable for success. 
 

 
 

What Patient / Family Member Said: 
 
 
 
 
What We Did: 
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Volunteer 
  
In the healthcare environment, we have a unique opportunity to interact with patients and 
families in different ways than other service industries.  You can take advantage of this 
uniqueness by spending as much time as available being a front line volunteer.  Doing so, 
whether it’s providing information or supporting inpatients, will connect you more strongly to 
patients, see how other departments function, and reconnect you to the reason why you enjoy 
working in the industry.  
 
Note: This is different from executive rounding.  While valuable, executive rounding still puts 
you in a position of authority, and, therefore, patients might not share all of their concerns.  In 
addition, staff members will behave somewhat differently around you.  
 
 
 
Conclusion 
Managing the patient experience will continue to be a top priority for healthcare organizations 
and their leaders.  Resource constraints shouldn’t inhibit your ability to develop empathy.  
With these inexpensive tools, empathy can be strengthened and expected behaviors 
reinforced.  
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About Endeavor 
 
Endeavor Management, is an international management consulting firm that collaboratively 
works with their clients to achieve greater value from their transformational business 
initiatives. Endeavor serves as a catalyst by providing pragmatic methodologies and industry 
expertise in Transformational Strategies, Operational Excellence, Organizational Effectiveness, 
and Transformational Leadership. 
 
Our clients include those responsible for: 

• Business Strategy 
• Marketing and Brand Strategy 
• Operations 
• Technology Deployment 
• Strategic Human Capital 
• Corporate Finance 

 
The firm’s 40 year heritage has produced a substantial portfolio of proven methodologies, 
deep operational insight and broad industry experience.  This experience enables our team to 
quickly understand the dynamics of client companies and markets.  Endeavor’s clients span the 
globe and are typically leaders in their industry.  
 
Gelb Consulting Group, a wholly owned subsidiary, monitors organizational performance and 
designs winning marketing strategies.  Gelb helps organizations focus their marketing 
initiatives by fully understanding customer needs through proven strategic frameworks to 
guide marketing strategies, build trusted brands, deliver exceptional experiences and launch 
new products. 
 
Our websites: 

www.endeavormgmt.com 
www.gelbconsulting.com 
www.gulfresearch.com 

 
Visit  www.endeavormgmt.com/healthcare  or call +1.800.846.4051 for more information.  

http://www.endeavormgmt.com/�
http://www.gelbconsulting.com/�
http://www.gulfresearch.com/�
http://www.endeavormgmt.com/healthcare�
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