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A Patient’s View of “ Caring” Matters
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Today’s Overview

vWhy focus on this work
vRelationship of Experience to Quality/Safety
vBest Practices for Positive Experiences
vPower of Words…..
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Quality and Engagement Impacted

vPositive experience improves compliance
vRelationships and experience influence patient engagement
vRelationships result in patient acceptance of less than a   
perfect event
vBoth affect clinical and healing outcomes
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QUALITY 
CARE

What drives patient 
experience?

Variation between healthcare 
organizations in patient perception 

of quality of care is driven 

91% by hum an factors

PATIENT 
EXPERIENCE

PATIENT EXPERIENCE 
DRIVES STAFF ENGAGEMENT

The quality of relationships with patients 
positively influences job satisfaction.

What drives staff 
engagement?

Engaged em ployees say
- I know where we are going 

(and I want to go there)
- I feel safe to contribute 
- I feel connected
- I feel valued for my work 

PATIENT 
EXPERIENCE

STAFF ENGAGEMENT DRIVES PATIENT 
EXPERIENCE
Healthcare organizations with better staff 
engagement deliver a better patient 
experience
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THE MODERN  PATIENT JOURNEY
START

doctor
SEARCH

80%
Have used the internet to make a 
healthcare-related search in the last year.

Of 60+ year olds will occasionally, frequently, 
or always read online reviews about a referred 

provider.

80%
81%

W ill read reviews about a referred provider occasionally, 
frequently, or always, even after they’ve been referred.

W ill choose one provider over another 
because of a strong online presence

Of 60+ year olds agree that availability of relevant and 
accurate inform ation online has im pacted their decision to 

seek on healthcare provider over another

Of patients have chosen one provider over 
another based on a positive online reputation.

60%

Of patients will choose one provider over another    
because of negative reviews.

74%

Nearly 70%

63%

Even after being referred….

Of 60+ year olds will occasionally, frequently or always 
change their mind about seeing a referred healthcare 

provider with a rating of less than 3 stars online

90%

Prefer to use digital 
methods to request an 

appointm ent

45%
Ranked customer service as the most 
important factor influencing their loyalty 

to a provider

82%
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Caring ………

Quality includes a “Caring Relationship that facilitates health and healing”

(ANA, 2010, p.29)
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Universal Expectations
Know Me: my care is a human interaction

Respect Me: my time and my need for information

Hear Me: involve me and communicate with me

Show Me: empathy and compassion in each encounter
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Every Moment Matters

Initial Visit

Specialty 
Visit

Diagnostic Testing
Lab Tests

Consultation

Specialty 
Care/

Procedure

Procedure
Inpatient Care

Follow-Up 
Visits

Monitoring
Diagnostic Testing

Lab Tests

Continuing 
Care

Annual Check-ups
Health Coaching

Behavioral Health 
Support
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Best Practices for Best Experiences
*Know Me…… My Name, My Preferences, My Care History and Today

*Caring Encounters…..

*Communications… pre, current, and  post – it all matters

*Teamwork……. Singing from the Same Sheet of Music

*Access and Sensitivity to Time…..Do  procedures and policies reflect this sensitivity ?
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See Me/Know Me
Breast Surgery
(Meet Elizabeth)

Diabetic
(45 years old,  a mom, wife, sister)

Repeat breast cancer patient
(Professor of music;  violinist; gardener, 

mother of twins)
(Hates needles,  timid about her physical changes)
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Relationship Based Care
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Caring Encounter
An intentional process focused on getting to “know the patient” very early in 
the episode of care and sharing those learnings so that nurses can establish a 
strong healing relationship with the patient throughout their care in the acute 
care setting. 

 

 

 

 

 

Clinical Excellence: 
Connecting clinical excellence  

with patient experience and  
views of quality 

Improved Patient Views 
& Operational Outcome 

Increased HCAHPS scores 

Culture Impact 
Connecting mission, RBC with 

nurse communication and 
patient views 

 
Caritas Processes: 
Connecting caring with 

RN/Patient dialogue 

Caring 
Encounter 
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Encounter Development and Process
v Questions for Conversation:

- Preferred name
- Important partner in care
-Concerns or goals for this episode of care

- Learn the patient’s story
- Please remember that I…..
- Communication Preference
- Gesture  of Caring for Comfort
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Qualitative Data Review

•Four Focus Groups:
v Patient Family Experience Council
v Patient Advisory group
v Post Encounter Patient Group
v Nurse Feedback Group
v Patient comments/CFS
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Qualitative Findings/Themes
v Encounter/Relationship Important to Care and Healing
v Ability to “live” the learnings
v Skill set to build trust imperative
v Caring is demonstrated through words and behaviors 
v Trust equates to safe
v Listening to my feelings important
v Addressing my anxiety matters
v Nurse confidence in process lacking for some
v Encounter must be intentional and authentic (Caring Moments, Watson)
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“ The efficacy of care, the patient’s care 
experience depends on human connection”
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Considerations for Planning

v Measuring and understanding the impact of efforts to improve patient 
experience is a worthwhile investment

v The Caring Encounter process suggests the process has value 
v Technology requires attention to the “Caring” in the encounter
v Knowing the patient has value; using those learnings a challenge
v Providing assessment of and skill training for communication critical
v Provider/Nurse interpersonal skills should not be assumed
v Patient stories and Provider/Nurse words have impact on decisions and 

outcomes
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What you say has impact……
Patients want to be seen, heard and held

https://urldefense.proofpoint.com/v2/url?u=https-3A__m.youtube.com_watch-3Fv-
3DSyIuAMzao6M&d=DwICAg&c=peOX_onx6tQehdA5EEh9Fw&r=LjgrjOjWN6FN7Pa9zWLtjF9J5zL_2qTSu
uIYn2r3hWs&m=l79AJSPrQIzQ32QvIiwSyRDTsD-
e4_EnlD75MVja6uU&s=YlHDtxGAvUhwRPROTBZTCIkcOLF170OTVvFYoUsh4hI&e=
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https://urldefense.proofpoint.com/v2/url?u=https-3A__m.youtube.com_watch-3Fv-3DSyIuAMzao6M&d=DwICAg&c=peOX_onx6tQehdA5EEh9Fw&r=LjgrjOjWN6FN7Pa9zWLtjF9J5zL_2qTSuuIYn2r3hWs&m=l79AJSPrQIzQ32QvIiwSyRDTsD-e4_EnlD75MVja6uU&s=YlHDtxGAvUhwRPROTBZTCIkcOLF170OTVvFYoUsh4hI&e=

