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A Patient Perspective on Experience & TG o
What Matters to Measurement
ALLIANCE

FOR HEALTH POLICY

The Beryl Institute is a community of practice
that builds the capacity of organizations to deliver
exceptional healthcare experiences and
develops individuals who drive experience excellence.
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Defining Patient Experience

The sum of all INTEraCtioNS, shaped by an
organization’s CU Itu e, thatinfluence
patient DErCEPtIONS
across the CO ntl NUUM of care.

- The Beryl Institute

T HE BERYI
INSTITUTE

Changing Healthcare Globally

Changing healthcare by ensuring an
unwavering commitment to the
HUMAN EXPERIENCE
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! Global Patient & Family Advisory Board
The Global Patient and Family Advisory Board complements the Institute’s boards by ensuring the voices of patients and families are a

central consideration in the strategic direction and offerings of the Institute.

Co-Chair
ise Durgin
Executive Coach.
Back Bay Leadership
McKean, VA

Marie Ennis-0"Connor
Health Care Social
Media Monitor

Kathryn Epsom
Director, Quality Assurance
& Standardization,

Livanta Dundrum, Dublin
Seattle, WA
Tanya Lord Nikki Mantgomery

Dir. of Patient & Family
Engagement, Foundation
for Healthy Communities,
Concard, NH

President, Patient &
Family Partnshp. Council
Univ. Hospitals Rainbow
Babies & Children’s.

Euclid, OH
Kristen Schultz Tony Serge
Independent Living § GPFAC Member
Specialist - Groton, MA
Access to Independence

Madisen, Wi

[

Rosie Bartel Jim Castellone

Patient Advisar Medical Dir, Department

Chilton, Wi of Emergency Medicine,
Eastern CT Health
Network
Manchester, CT

Emily Follman D’Anna Holmes, CPXP

Asst. Director of Patient
Experience Astellas
Pharmaceuticals

Lead Partner, St.
Louis Children’s
Hospital

St. Louis, MO

Stephanie Newell
Experience Innovator
Goolwa, South
Australia

Anne Newman

Mary Anne Sterling Loir Sweeney

EVP, Caregiver ¥ Patient Experience Mgr.

Experience, Livpact Southern Maine Health

Ashburn, VA Care )
Biddeford, ME

Adaptive Technologist,
Queen’s University Library
Adaptive Tech, Centre
Kingstan, Ontario

Isabela Castro
PXand Qi
Consultant

Rede Dor Sao Luis
Rio De Janeiro, Brazil

Barbara Lewis

CEO, Joan’s Family Bill of
Rights

Sherman Oaks, CA

Zal Press

Executive Director,
Patient Commando
Productions
Toronto, Ontatio

Janepher Wabulyu
Research & Advocacy
Officer

Uganda Alliance of
Patient’s Organizations
Kamplaa, Uganda
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Quality & Clinical Excellence

Patient, Family &
Community Engagement

Innovation & Technology

INSTITUTE @é

Environment & Hospitality

Culture & Leadership

Pnﬁ ? Infrastructure & Governance
8

ERYL Staff &

Experience
Framework

I3

Policy & Measurement

Provider Engagement

Establishing a Framework for Experience

What’s Next for Patient Experience
Measurement?
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Strategic Lenses

Experience Framework

Why

Culture & Leadership

The foundation of any successful experience effort is set on who an organization is, its
purpose and values, and how it is led.

Patient, Family &
Community Engagement

Central to any experience effort are the voices of, contributions from and partnerships with
those receiving care and the community served.

Staff & Provider Engagement

Caring for those delivering and supporting the delivery of care and reaffirming a connection
to meaning and purpose is fundamental to the successful realization of a positive
experience.

Environment & Hospitality

The space in which a healthcare experience is delivered and the practices implemented to
ensure a positive, comfortable and compassionate encounter must be part of every effort.

Quality & Clinical Excellence

Experience encompasses all an individual encounters and the expectations they have for
safe, quality, reliable, and effective care focused on positively impacting health and well-
being.

Effective experience efforts require both the right structures and processes by which to
operate and communicate and the formal guidance in place to ensure sustained strategic
focus.

&1 Infrastructure & Governance

Innovation & Technology

As a focus on experience expands, it requires new ways of thinking and doing and the
technologies and tools to ensure efficiencies, expand capacities and extend boundaries of
care.

mE Policy & Measurement

Experience is driven and influenced by external factors and systemic and financial realities
and requires accepted and understood metrics to effectively measure outcomes and drive
action.

www.theberylinstitute.org
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http://bit.ly/PtExpConsumerStudy

Resources

https://pxjournal.org/ http://bit.ly/ToCareisHuman2018

P

What’s Next for Patient Experience

Measurement?

FORUM

www.pxpolicyforum.org

POLICY ‘ Patient Experience Policy Forum
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