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All planners, content specialists, and faculty of this event have agreed to present 

information fairly and without bias, based on generally accepted scientific principles 

and methods, and to not promote the commercial interests of Press Ganey during 

their presentations.

All planners, content specialists, and faculty have NO relevant financial relationships 

with commercial interests to disclose.

Andrew is a strategic Improvement Specialist who has held diverse roles across the 

healthcare continuum. He has experience leading marketing, consumerism, corporate 

partnerships, workforce engagement, quality, performance & process improvement, value-

based payment model restructuring and regulatory within academic medical centers, 

outpatient enterprises, and accountable care organizations. He has also held patient 

experience advisory roles where he supported and collaborated with leading integrated health 

systems’ teams as a guest speaker and trusted partner. Andrew’s expertise lies in advancing 

the patient experience and building an engaging and collaborative culture. 



Disclaimer
Concepts presented highlight some patient 
experience touch points at a medical practice.  
Patient experience touch points may vary based on 
your clinic.
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T h e s e  s e s s i o n s  a r e  m a d e  a v a i l a b l e  t h r o u g h  t h e  

c o l l a b o r a t i v e  p a r t n e r s h i p  o f  An t h e m a n d  

H e r i t a g e  P r o v i d e r  N e t w o r k  a n d  t h e i r  a f f i l i a t e d  

c a r e  p r o v i d e r s :

• Bakersfield Family Medical Center (BFMC)

• Coastal Communities Physician Network (CCPN)

• Desert Oasis Health Care (DOHC)

• High Desert Medical Group (HDMG)

• Heritage Victor Valley Medical Group (HVVMG)

• Lakeside Medical Group (LMG)

• Regal Medical Group (RMG)

• Sierra Medical Group (SMG)

• ADOC Medical Group (ADOC)
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Things to 
remember 
during 
session!

• Use chat feature for questions/comments

• Session recorded

• Slides will be sent at end of session within few 

day

• Please place in chat

• Name 

• Office Name 

• Email 

• Affiliated Group 
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Learning
objectives

Define the importance of communication 

throughout the patient journey

Describe how providers can improve the 

quality of their communication

Identify 3 phases providers should focus on 

to improve their communication

Describe 3 strategies to enhance 

communication with patients and explain 

why they make a difference
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When interacting with 

everything & everyone else 

Human experience: know your audience

When interacting with 

health plans 

Member Consumer

When interacting with the 

care team and physician

Patient 

Human Experience
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The modern patient journey
Monitor, analyze, and improve every step of 
the modern consumer & patient journey

Today’s discussion will focus on 

Stage 5 Care Delivery
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






Our care delivery system determines
our patients’ experience

Consistency across 
the patients’ 
journey determines 
a clinic’s success.
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The patient journey

Access to care
Clinical excellence

Provider visit

Team based care

Telehealth

Same day access

Curb side consults

Smooth transitions

• Access to patient portal

• After visit summary 
education tools

• Community programs

• Patient portal standard 
work

• Call center

• Scheduling templates

• Behavioral and service 
standards

Pre-Visit During the Visit Ongoing SupportClose of Visit

Scheduling that promotes 
simplicity

        Training staff to 
       system standards

   Behavioral and service  
standards, culture of 
continuous improvement, 
reward and recognition 
programs

Pre-visit questionnaire

Pre-visit Planning

• Preventative care/wellness

• Eye-to-eye, heart-to-heart

• Narrative care

• Set agenda

• Integrated virtual team

• Review test results

Close of Visit Bundle

Referral Bundle

               Set expectations 
             for timelines 

    Follow through and follow up

     Post visit call 

Patient education tools

Set patient up on Portal

  Follow up care instructions to 
     reduce need for readmission

Accessible patient education,  
       navigation support, visual                            
materials

      Options to collect patient 
feedback, reviews

Diverse patient support options- 
phone, online, chat, automated

Standard approach to Portal
requests and ongoing access

Preventive care/ 
       wellness programs
      Patient-centered care
    Making Connections
    Team Based Care
    Face-to-Face vs Telehealth
    Empathy
    Coordination between 
   different care settings 
     and providers
Consistent Behavior Standards

• End of visit bundle

• Referral bundle

• Set expectations

• Follow up care

• Collect feedback

Follow up and outreach

outside of visits
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Provider communication
drives patient experience outcomes

Key objective
Define what providers 
want patients to say 
about them to enhance 
their personal brand

Select proven techniques 
that impact outcomes

Practice these techniques 
in a learning environment

Impact
Patients benefit from 
provider communication 
which leads to better 
clinical outcomes, relief of 
suffering, increased 
satisfaction with care and 
greater loyalty

Clinicians and teams 
experience less stress, 
improved satisfaction and 
greater team 
collaboration

ROI
Provider clarity with 
patients is proven to 
improve outcomes for 
patient experience, 
workforce engagement, 
quality and safety
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Making changes, makes a difference
Changes increase mean scores

92.4% of consumers use online reviews to 

guide most of their ordinary purchasing 

decisions

60.8% of patients say they’ve avoided 

doctors based on negative reviews

59.9% of patients say they’ve selected a 

doctor based on positive reviews

Doctor’s online reputation is very important- 

more than any other industry  

• 3X more than Hotel Reviews

• 2X more than Restaurants & Bars
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Physician Communication Quality

Provider 
explained 
in a way you 
understand

Provider 
listened 
carefully

CAHPS Questions

Physician communication quality

Starting decile

Top 30% of Improvers’ Change Top 10% of Improvers’ Change

Decile:  1-29th       30-70th        71-99th

Top 50% of Improvers’ Change
 

Help patients feel in control by:
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Enhancing Continuity of Care 
Understanding Your Patient’s 
Expectations

13
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How to balance 
the science and art of caring

Science

Art

{technology}

{heart}

Focus on behaviors

patients share about
their interactions with
their providers

The Art of Caring

When you practice caring, you 

are establishing trust with 

patients. Always be courteous 

and respectful so patients feel 

safe and valued.
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What patients value
Trust and confidence

15

Clean clinic

Provider and staff 
explain things
so I understand

Confidence in 
caregivers

Keep me safe Work together Be caring

Team works together 
to care for me

Keep me informed 
about delays

Include me in 
decision making

Provider and staff 
listen to me

Staff cares 
about me

Understand 
my worries
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Understanding survey questions

A. Being treated with

courtesy and respect

B. Being listened to 

carefully

C. Having things explained 

in a way you can 

understand

D. None of the Above

If it were your 

loved one, which 

of these would 

be negotiable?

How often did 
your personal 
doctor listen 
carefully to 
you?

How often did 
your personal 
doctor explain 
things in a way 
that was easy 
to understand

Concern the 
CP provider 
showed for 
your 
questions

Explanations the 
CP provider 
gave you about 
your problem or 
condition

CP efforts to 
include you in 
decision making

CP discussion of 
any proposed 
treatment

Rate your 
doctor

Rate your 
specialist

Team works 
together to care 
for you
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How to communicate better to
improve patient experience

Tell me what you’re doing 

before you do it and…

How often were 

you treated 

with courtesy 
and respect?

Ask me what I think and 

what’s important to me

How often were 

you listened to 
carefully?

Careful listening requires 

being present; look at me 

when you speak to me

Show me you 

understand by nodding, 

using reflection & using 

empathy

How often were 

things explained 

to you in a way 

you could 
understand?

Use visual aids to 

help me understand
Provide instructions

Ask questions to 

validate I understand 

what I am being told

Survey questions to watch

Use these sample patient questions 
to improve your patient experience
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Improvement 
Interventions 

18
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Key communication at every point
based on the voice of the patient

Closing the encounterDuring the visit & treatment

• Ask me what questionsI  may 
have 

• Summarize the next steps in a way
I understand

• Use encouragingphrasesand 
words

• Ask open-ended questions to 
validate I understand what I am being 
told

• Let me know you will follow up with the 
plan of care with the care team

• Help and support  me between visits

• Extend a warm farewell to me and
those with me

• Show you understandwhyI am here and be
prepared

• Always be empathetic

• Don’t appearto be rushed

• Sit down and face me; eye-to-eye,heart- to-
heart

• Acknowledge those in the room with me

• Don’t interrupt me

• Be friendlyand compassionate

• Explain things in a way I can understand

• Include me in decisions

• Demonstrateyou receivedinformation from 
other careteam members

• Delivermessages with compassion

Beginning the encounter

• Knockon the door

• Ask permissionto enter the room

• Introduceyourself& your role

• Make eye contact and smile

• Warmly greet me, ask my 
preferred name, and 
acknowledge those in the 
room with me

• Make a personal connection, 
know me beyond today’s visit 
and my diagnosis

• Set the agenda with me, set 
expectations for the visit

• Narrate care to help me know 
what you are thinking
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Beginning the encounter
Based on the voice of the patient

• Knockon the door

• Ask permissionto enter the room

• Introduceyourself & your role

• Make eye contact and smile

• Warmly greet me, ask my preferred 
name, and acknowledge those in 
the room with me

• Make a personal connection, know 
me beyond today’s visit and my 
diagnosis

• Set the agenda with me, set 
expectations for the visit

• Narrate care to help me know what 
you are thinking 
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When our patients 

feel we know them, 

it builds trust
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First, set the agenda
Ask before offering information and advice

Beginning the encounter

To implement best practice: 

• Develop a shared agenda for today’s visit 
by asking:

What do you want to accomplish during 
today’s visit?

What is the most important thing we 
should discuss today?

• Mutually agree to treatment goals

• Use tools to help patients remember details 
and avoid follow ups

While they’re in the waiting room, give the 
patient notepaper and have them jot 
down their concerns

Patients need to make a 

list, it’s important!

Identifying a patient’s 

priorities early helps them 

feel heard 

and the provider knows 

where to focus their 

attention
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During the visit and treatment
Based on the voice of the patient

During the visit & treatment

• Show you understandwhyI am here
and be prepared

• Always be empathetic

• Don’t appearto be rushed

• Sit down and face me; eye-to-eye,
heart- to-heart

• Acknowledge those in the room with me

• Don’t interrupt me

• Be friendlyand compassionate

• Explain things in a way I understand

• Include me in decisions

• Demonstrateyou receivedinformation
from other careteam members

• Delivermessages with compassion

COMMUNICATION IS KEY AT EVERY TOUCH POINT
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The power of empathy statements
Empathy is the differentiator in patient experience

Avoid these 
empathy-blocking phrases:

• I know how you feel 

• I understand 

• Everything happens 
for a reason 

• Don't worry, at least..."

During the visit & treatment

To implement best practice: 

E = Empathy: Use a descriptive word to restate a 
patient’s feelings to demonstrate our attempt to 
connect

S = Stop: Be silent to prevent us from jumping in with 
a solution and to give patients time to think and 
speak

P = Probe: Open-ended questions let us explore the 
deeper meaning of what patients say

Use the empathy statement formula:
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Closing the encounter
Based on the voice of the patient

Close the encounter

To implement best practice: 

• Ask me what questions I  have 

• Summarize the next steps in a way I
understand

• Use encouraging phrases and 
words

• Ask open-ended questions to validate I 
understand what I am being told

• Let me know you will follow up with the 
plan of care with the care team

• Help and support me between visits

• Extend a warm farewell to me and
those with me
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Close with a strong ending
Based on the voice of the patient

Close the encounter

To implement best practice: 

Ensure patient comprehension of 
their care plan with these approaches:

Ask for a teach-back

• "Can you summarize what I've explained?"

• "How would you explain this to your son 
later?"

• "Demonstrate how you'll do this for safety."

• "Tell me in your words so I can fill in gaps.”

Provide an after-visit summary (AVS)

• “Review this document detailing our 
discussion.”

• “Let's go over the key points in this 
document.”

• “Dr. ___'s notes are in this summary, and 
we’ll discuss them.”

Patients remember

What they see and hear. 

Use visual aids and teach-

backs.
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Better portal communication
Manage care between visits

Close the encounter

To implement best practice: 

Identify portal-appropriate inquiries 
and make streamlining the patient 
process a priority.

1. Enroll during check-in or check-out

2. Manage your inbox

3. Triage and follow-up

4. Refill prescriptions

5. Encourage portal usage

6. Review EHR/Portal records for assistance

Before patients leave, have them reach out to 
your team for guidance

Patients expect

communication to be 

effortless, accessible, 

and up-to-date.
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What are your key take aways from the session 
today?
What are 2 things that you can start doing today?

Decide what tools you will embrace in your practice.

Discuss and train your team so they will be confident and consistent 
in delivery of optimal communication of all details.

Audit team performance and provide coaching and reinforcement 
to drive outcomes.

Celebrate successes!
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We need 

to be soft 

on our 

people 

and tough 

on our 

processes



Thank you

Next session
Tuesday, August 27th 
12:00pm-12:30pm
Special Topic: TEACHBACK
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Data in black and white, stories in color
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