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Patient Experience: 

Goal Planning & Best 

Practices
Enhancing Team Performance and Patient Satisfaction



Welcome to Our Interactive Journey

 Join us in enhancing your department’s performance through goal planning 

and consistent behaviors that improve patient experience scores. Learn 

essential tools and strategies to drive positive change!



Why Patient Experience Matters

 - Impacts patient satisfaction and loyalty.

 - Affects department performance scores.

 - Enhances overall healthcare outcomes.

 - Drives continuous improvement in service delivery.



Huddles: Quick Team Meetings

 - Align team members on daily goals.

 - Discuss challenges and solutions.

 - Improve communication and teamwork.

 - Ensure consistency in patient interactions.



Handoffs: Smooth Transitions

 - Clear communication between caregivers.

 - Reduces errors and improves patient safety.

 - Ensures continuity of care.

 - Enhances trust and satisfaction.



The NICE Model for Patient Care

 - Nurture: Show empathy and attentiveness.

 - Inform: Provide clear and thorough explanations.

 - Communicate: Keep patients engaged and updated.

 - Evaluate: Continuously improve based on feedback.



Moving from the top to the bottom
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End-of-Visit Summaries

 - Reinforce key takeaways from the visit.

 - Ensure patients leave with clear next steps.

 - Reduce confusion and improve compliance.

 - Increase patient confidence in their care.



Celebrating Our Differences

 Fostering Inclusion and Belonging

 - Success Stories: Examples of diverse healthcare professionals.

 - Inclusion Initiatives: Organizations and initiatives promoting 

inclusion.

 - How are we teaching about these topics with our teams.  Is it 

only in a moment of our patient care courses or are we circling 

back to the topic when we are in courses such as position?

 - Actively recruit from diverse backgrounds

 Provide cultural competence training for hiring committees
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Current Gaps in Representation in US Healthcare

❖ 64% of Physicians are 

male 

❖ The majority of NP, PT, 

and OT workers are 
female
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What is the 

impact?

What is more 

important, 

equity or 
equality?
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Understanding Cultural Differences in 

Differently/Disabled  Patients/Students

Providing Culturally 
Competent Care to 

disabled populations

- Definition: Cultural 
competence and its 
importance in care.

- Training: Need for 
cultural competency 

training for 
healthcare 
providers.
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Language Case 

Study

 Patient from a non-English-speaking 
background struggles to understand 
imaging instructions.

 Discuss strategies to improve 
communication and ensure accurate 
imaging results.
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Deaf and Hard of Hearing 

Experiences in Healthcare 

Survey
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Building Culturally Competent 

Departments

 Provide interpreter services when 

needed.

 Understand cultural preferences 

regarding modesty and consent.

 Continuously educate staff on 

cultural competence.
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Overcoming the Bias Challenge

Addressing Bias and Discrimination

- Challenges: Unconscious bias, 
discrimination, lack of representation.

• Implicit biases in hiring and promotion

- Strategies: Diversity training, inclusive 
hiring practices, mentorship programs.
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Tools to Identify Bias

 Implicit Association Test (IAT): A tool 
to reveal hidden biases. 

 Self-Reflection: Regularly examine 
personal assumptions and behaviors.
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https://implicit.harvard.edu/i

mplicit/takeatest.html



Defining Microaggressions
 Definition: Subtle, often 

unintentional, discriminatory 
comments or actions.

 Examples: 

 Assuming a person’s preferred 
language.

 Questioning a person’s credentials 
based on ethnicity.

 Assuming a person’s preferred 
pronouns
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Impact of Microaggressions

On Patients: Erodes 
trust and may lead 
to non-compliance.

On Staff: Creates a 
hostile work 

environment and 
impacts job 
satisfaction.
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Strategies to Address Microaggressions

Awareness: Recognize common 

microaggressions.

Education: Train staff on respectful 

communication.

Action: Establish protocols for reporting and 

addressing incidents.
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Impact of 

Diversity on 

Patient Care Cultural 
Competence: 

Improves 
patient trust 

and compliance.

Communication: 
Addresses 
language 

barriers and 
cultural 

differences.

Health Equity: 
Reduces 

disparities in 
diagnosis and 
treatment.

From Classroom 
to Clinic
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Rounding: Proactive Patient Check-Ins

 - Identify patient needs before they escalate.

 - Foster stronger provider-patient relationships.

 - Gather real-time feedback for improvements.

 - Increase patient comfort and trust.



Hands-On Strategies for Change

 - Daily huddles for continuous improvement.

 - Refining patient interactions through feedback.

 - Creating a culture of accountability and excellence.

 - Role play exercises for better communication.



Let's Roll Some Dice

Imaging 

Clinician 



Let's Roll Some Dice

Patient’s Family Member 



Tracking Improvement in Patient 

Experience

 - Monitor patient feedback and experience scores.

 - Set achievable goals and track progress.

 - Use real-time data to drive changes.

 - Celebrate success and refine strategies.



STRATEGIC ROADMAP 
 

STRONG PEOPLE SYSTEMS 

 

Strategic Initiatives 

 

• Attract, Retain & Develop Talent 

• Clear Performance Expectations & Feedback Processes 

• Align & Improve Communication Company-Wide 



Strong People Systems  Overall
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Facility- Strong People Systems

STRONG PEOPLE SYSTEMS 
 

Patient Experience and Employee Satisfaction Tracking 

Purpose: 

• Raise awareness of the overall state of the patient experience at Desert Radiology at Cathedral Rock.  Ensure a clear 

snapshot of all trackable volume data and operational quantitative measures. 

 

• Raise awareness of the employee satisfaction scores as presented by Quantum.  To raise the overall satisfaction of the 

team at Desert Radiology at Cathedral Rock. 

Process: 

• Each month the patient experience scores will be updated and quantified to reflect the objectives of Desert Radiology’s 

Strategic Plan on a monthly basis as tracked by Press Ganey.  This will include a monthly running total of reported 

volumes for Cathedral Rock; with a subsection dedicated to each modality at Cathedral Rock, quantified by the top box 

scores. 

 

• To dig thru and discuss the overall employee satisfaction scores and pick out as a team 3-4 areas that can be focused on to 

make improvements that will increase the overall satisfaction of the team at Cathedral Rock.  This will be tracked on the 

overall Departmental Scorecard for Cathedral Rock. 

Expected Outcome: 

• A clear understanding of the overall patient experience and an increase in our patient’s satisfaction by making the 

changes necessary to meet the patient’s expectations. 

 

• To raise the overall satisfaction of the team at Cathedral Rock and create a better sense of teamwork overall. 



Clinic Specific Deliverable

OBJECTIVES 19-Jan 19-Feb 19-Mar 19-Apr 19-May 19-Jun 19-Jul 19-Aug 19-Sep 19-Oct 19-Nov 19-Dec
2019 YTD 

Totals

2018 

Baseline

Monthly Average 90.0% 91.2% 90.1% 93.0% 92.9% 92.0% 92.7% 93.0% 91.0% 90.0% 89.0% 90.0% 95% 92.7%

Press Ganey 19-Jan 19-Feb 19-Mar 19-Apr 19-May 19-Jun 19-Jul 19-Aug 19-Sep 19-Oct 19-Nov 19-Dec
2019 YTD 

Totals

2018 

Baseline

Dept. Total Number of Respones 524 531 616 586 558 523 594 606 518 605 537 509 6707 12907

Dept. Total Monthly MEAN 90.6% 90.3% 89.4 90.0 90.1% 91.4% 90.6% 91.3% 88.1% 87.1% 87.5% 90.0% 90.7%
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Monthly Average

Goal: >95% 

Satisfied



Empowering Your Team for Success

 - Commit to daily improvements.

 - Engage patients through meaningful interactions.

 - Utilize best practices for consistency.

 - Transform your department’s patient experience!



Communication 

 Understanding the WHY makes the 

HOW easier to implement

 Helps to reduce the distance of the 

point of view from each end of the 

spectrum



Questions

How often do you communicate 
with your department managers?

…Modality managers?

What do you share with them?

…How do you share it?

What are you bringing to the table 
to help with decision making?



Let's Discuss!

 Share your thoughts, ask questions, and explore ways to enhance patient 

experience in your department.
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