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What is Patient Experience (PX)?
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What our consumers want:

Access Reliability Coordination

Personalization Affordability

The optimal patient‐
centered experience 
delivers a thriving 
healthcare system 

prepared for the future

3

4



3/10/2021

3

Moving against the headwinds

Staff burnout

Culture

COVID‐19

High reliability of best practices

Engagement

Service excellence

Inequity

Transactional

It takes
everyone

Expand partnerships & collaboration

Process burden

Leader standard work

Disruptive entrants

Fragmented access

Engagement

Readiness for patient‐centricity

Innovations in raising
the patient’s voice

Human Centered Design
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Design Thinking

Traditional Approach Human Centered Design

Business‐centric

Linear and rigid
Business benefits
Restricted to plan

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

Design sprint approach

Empathy
interviews

Learn the
Defining moments
That delighted

or caused friction

Prioritize which 
defining

moment(s)
To work on to 
improve the 
experience

Think of
possible 
solutions

Plan, Do, 
Study & Act
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Pre‐treatment

Documenting the journey

Prototype

Arrival
Pre‐treatment:

waiting Discharge
Treatment: 

communication

11

12



3/10/2021

7

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

How might we…

Financial Journey
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Resources

Patient Family Advisory Councils
Patient stories
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