
Welcome!

We’re Glad You’re Here.

Patient and Family Experience
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We are committed to 

enhancing the quality 

of life through 

improved health, the 

professional 

preparation of those 

who will serve the 

health needs of others, 

and the discovery of 

knowledge that will 

benefit all.
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Inspiring 

Innovation to 

be the Best at 

Improving 

Health

V
al

u
e

s Respect 

We embrace our diverse 

backgrounds, talents and 

perspectives.

Integrity

We are  consistent and fair.

Teamwork

We work together to  ensure the 

best experience for our patients, 

co workers, students and 

trainees.

Excellence

We are solution focused and 

align our performance with our 

mission, vison, values and 

strategic imperatives.
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Strategic Imperatives
Alignment to Strategy

Create an 

extraordinary 

patient and 

family 

experience

1.) Enhance the culture of 

consistent exceptional service 

through the patient and family 

experience. 

2.) Create and sustain a patient 

and family centered care 

environment.

3.)Implement evidence based 

initiatives; communication 

coaching, service recovery, 

incentives and recognition, 

comfortable environment.  

1.) Patient satisfaction 

2.) Consumer    

Assessment of 

Healthcare Providers 

and Services 

(CAHPS) public 

reporting

3.) Compliments, 

complaints, grievances

4.) Employee 

engagement 

Imperative FY18 Focus Area Measures
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Patient & Family 
Experience Steering 

Committee

Patient & Family 
Centered Care 

Councils

Adult Advisory 
Council

Cancer Center 

Heart & Vascular 
Institute

Children’s Family 
Advisory Council

Neonatal Intensive 
Care Unit

Teen

Patient Satisfaction 
Teams

Nursing Magnet 
Patient Satisfaction 

Team

Children’s Hospital 
Patient Satisfaction 

Team

Medical Group 
Patient Satisfaction 

Team

Medical Center 
Operations and 
Department of

Patient Experience

Medical Group  
Clinic Advisory 

Council

Committee Alignment
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What is the Patient and Family 
Experience?

The way we demonstrate respect, integrity, 
teamwork and excellence in all our interactions 

is what inspires our patients’ and families’ 
PERCEPTIONS.  That is the Patient Experience.



Best practice 
care and service

delivered consistently 

=

Patients perception that care 
and service

is high quality. 



Experience Service Standards
Behavioral expectations for employees, volunteers, physicians....everyone. When 
displayed, behavioral standards create satisfying interactions among patients and guests 
and employee to employee.
Our aim – Organizational culture characterized by the RITE values, positive interactions, 
service, safety, quality and enhanced communication.

• Smile and make eye contact.
• Use appropriate welcome gestures.
• Approach with empathy.
• Listen with an open mind and heart.
• When with a patient(s) give them your

undivided attention.
• Say "Thank you" and "It's my pleasure".
• Be a positive, encouraging communicator.
• Use safety as your guide.
• Be a Penn State Medical Center ambassador and role model.
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H.E.A.R.T.
A Model for Service Recovery



How do we know when we are creating the 
extraordinary patient and family experience?

Excellent Survey Results

Org goals/year end bonus/

Values Based Purchasing incentives



What’s at Risk?

$1.3 Million



Our Oath

To our patients and their families, we promise:
To deliver excellent, compassionate care
To ask your opinion and respect your ability to make informed decisions
To care for you as we would want our own families to be cared for

To our colleagues we promise:
To listen and demonstrate a positive, solution-focused attitude
To support our team through professional and dependable work
To be kind, patient, understanding and recognize and celebrate successes

To our community and the larger society we promise:
To join you in creating an environment that promotes safe, healthy living
To produce future healthcare workers who are humane, knowledgeable and 
skilled
To conduct groundbreaking research that advances scientific understanding and 
improves health

To our students and trainees we promise:
To advance your knowledge and skills, your systems thinking, and your humanity
To include you whenever possible in our work
To prepare you to share the values of compassionate and skilled care with 
future colleagues and patients

To ourselves we promise:
To always seek new skills and knowledge
To be aware of our weaknesses and biases
To care for ourselves so that we may care for others

We will strive to always remember that serving in healthcare is a noble and 
honorable privilege.



Thank you!

We’re Glad You’re Here.

Patient and Family Experience


