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What is Patient Experience (PX)?

“The sum of all interactions, shaped
by an organization's culture, that
influence patient perceptions across
the continuum of care.”

Beryl Institute, 2011
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What our consumers want:

Reliability

Coordination

Personalization Affordability
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The optimal patient-
centered experience
delivers a thriving
healthcare system
prepared for the future

culture

Rg:e

journeys

Improves patient experience and patient
satisfaction scores

Increases loyalty and share-of-wallet

Increases patient referrals and
decreases leakage

Accelerates innovation

Catalyzes a patient-centric design

Optimizes and standardizes patient
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Moving against the headwinds
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It takes
everyone
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Innovations in raising
the patient’s voice

Human Centered Design
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Design Thinking

Traditional Approach

Business-centric

Linear and rigid
Business benefits
Restricted to plan
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People-centric

Iteration and cycles
Customer experience
Flexible with time

Starts with a propelling question

How might we...

How might we
co-design
a new emergency department
patient experience?
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Project structure

e

Stakeholder
Interviews

Phone/in-person interviews
with emergency department
& key stakeholders.

\ rg"/

Stakeholder
Workshop
& Hospital Visit

Meet with stakeholders to to
gain understanding of
project desired outcomes.
Tour emergency
department.
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Documenting the
Journey

Map specific steps patients

take, identifying challenges

and opportunities along the
way.

?)
Co-Creation

Work with patients and
project team members to co-
create solutions for the new

experience.

Experience Design

Taking collective knowledge
from previous phases to create
anew future state for the
emergency department

Design sprint approach

Empathy
interviews
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Think of
possible
solutions

Plan, Do,
Study & Act
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Documenting the journey

Tigger - @--- @@ @---@---@---@---@---@--» Eitig

Event A 3 2 &
O N ) -0 & ¢ &
& F D W& e s LA
¥ Wt W o0 g€ 9% & ¢f &
<& <& W g P
@ \ &
R @

o
&

Trigger Event == =----- @--- -'.--"“ “@"“‘.“" .-@.,Dr‘schargeor
|| I
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Understanding the moments
that define the experience.

Pre-treatment

Most commen emotions:

DECIDING ARRIVAL TRIAGE WAITING
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Prototype

Pre-treatment: Treatment:
Arrival waiting communication
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Discharge
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Outcomes

Implemented Comfort carts in the ED waiting room
— Expanding human comfort rounds to ED pods

Changed location of valet parked cars

Phone chargers

TVs installed with interactive patient engagement
platform
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Financial Journey
How might we...
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Resources
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INSTITUTE FOR PATIENT- AND
FAMILY-CENTERED CARE

THE _BER
INSTITU

Agency for Healthcare
Research and Quality
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Patient Family Advisory Councils
Patient stories
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