
Insights Into the Patient 
Experience 

Tuesday, November 13, 2012 
 
Moderator: Ron Webb, APQC 
 
Special Guests:  
Jason Wolf, The Beryl Institute 
John McKeever, Gelb 

Thank you for 
attending. We will 

begin at 10:00 a.m. 
(Central Time) 

Audio is available 
through your 

computer’s speakers 
or through direct 

dial-in 

If you have technical 
questions or need 
assistance contact 

GoToMeeting 
customer support at: 

(888) 259-8414 or  
+1-805-690-5751 
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Housekeeping 
 Audio is available through your computer speakers or 

through dial-in. All lines are muted.  

 You can submit questions/comments at any time. We will 
address all questions during the Q&A session at the end of 
today’s presentation. 

 

 

 

 

 

 

 Links to the slides and recording will be made available 
and sent to all attendees via e-mail. 
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Today’s Speakers 

Jason A. Wolf, Ph.D. 

Executive Director | The Beryl Institute 

202.650.7491| www.theberylinstitute.org 

Twitter: @berylinstitute | @jasonawolf 

 

John McKeever 

Executive Vice President | Gelb Consulting 

281-759-3600| www.endeavormgmt.com 

Twitter: @GelbConsulting 

Ron Webb 

Executive Director| APQC 

713.685.4634| www.apqc.org 

Twitter: @rwebb_apqc 

https://ch1prd0811.outlook.com/owa/redir.aspx?C=PuU9ckjtd0qoR-53lKsJ2DQAgVMaic8Ihkkf7qyNtStHRTXmz2gyC14feVyeSd8Y_VsEu8dDxks.&URL=http://www.theberylinstitute.org
https://ch1prd0811.outlook.com/owa/redir.aspx?C=PuU9ckjtd0qoR-53lKsJ2DQAgVMaic8Ihkkf7qyNtStHRTXmz2gyC14feVyeSd8Y_VsEu8dDxks.&URL=http://www.theberylinstitute.org
http://www.endeavormgmt.com/
https://ch1prd0811.outlook.com/owa/redir.aspx?C=PuU9ckjtd0qoR-53lKsJ2DQAgVMaic8Ihkkf7qyNtStHRTXmz2gyC14feVyeSd8Y_VsEu8dDxks.&URL=http://www.theberylinstitute.org
https://ch1prd0811.outlook.com/owa/redir.aspx?C=PuU9ckjtd0qoR-53lKsJ2DQAgVMaic8Ihkkf7qyNtStHRTXmz2gyC14feVyeSd8Y_VsEu8dDxks.&URL=http://www.theberylinstitute.org
https://ch1prd0811.outlook.com/owa/redir.aspx?C=PuU9ckjtd0qoR-53lKsJ2DQAgVMaic8Ihkkf7qyNtStHRTXmz2gyC14feVyeSd8Y_VsEu8dDxks.&URL=http://www.theberylinstitute.org
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123 North Post Oak Lane 

Third Floor 

Houston, TX 77024-7797 

1-800-776-9676 

 

www.apqc.org 

 

APQC is a member-based nonprofit and one of the world’s 

leading proponents of business benchmarking, best 

practices, and knowledge management research.  

 

We follow our mission to help organizations around the 

world improve productivity and quality by discovering 

effective methods of improvement, broadly disseminating 

findings, and connecting individuals with one another and 

with the knowledge they need to improve. 

http://www.apqc.org/


The Beryl Institute is the global community of practice and premier 

thought leader on improving the patient experience. The Institute 

serves as a reliable resource for shared information and proven 

practices, a dynamic incubator of leading research and new ideas 

and an interactive connector of leaders and practitioners. The 

Institute is uniquely positioned to develop and publicize cutting-

edge concepts focused on improving the patient experience, 

touching thousands of healthcare executives and patients.  

 

The Beryl Institute defines the patient experience as the sum of all 

interactions, shaped by an organization’s culture, that influence 

patient perceptions across the continuum of care.  

 

Improving the Patient Experience 

www.theberylinstitute.org 



Endeavor Management is a management consulting firm that leads 

clients to achieve real value from their strategic transformational 

initiatives. We serve as a catalyst by providing the energy to maintain the 

dual perspective of running the business while changing the business 

through the application of key leadership principles and business 

strategy.  

 

In 2012, Gelb Consulting became an Endeavor Management Company. 

Our combined experience (Gelb founded in 1965) offers clients unique 

capabilities to focus their strategic initiatives with a thorough 

understanding of customer needs to drive marketing strategies, build 

trusted brands, deliver exceptional customer experiences and launch 

new products. Our experienced consultants and analysts use advanced 

marketing research techniques to identify customer needs and spot high 

potential market opportunities.   

 

The firm’s 40 year heritage has produced a substantial portfolio of proven 

methodologies, enabling Endeavor consultants to deliver top-tier 

transformational strategies, operational excellence, organizational 

change management, leadership development and decision support. 

Endeavor’s deep operational insight and broad industry experience 

enables our team to quickly understand the dynamics of client companies 

and markets.  

 

Endeavor strives to collaborate effectively at all levels of the client 

organization to deliver targeted outcomes and achieve real results. Our 

collaborative approach also enables clients to build capabilities within 

their own organizations to sustain enduring relationships.  

 

2700 Post Oak Blvd., Suite 1400 

Houston, TX 77056 

+800 846-4051 

 

www.endeavormgmt.com/healthcare 

 

http://www.endeavormgmt.com/healthcare
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Background  

 Purpose  |  Design  |  Participants   
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Identify some “best in class” 

practices used to achieve 

excellence in patient 

experience management. 

Purpose 
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Using patient experience stages… 



  PAGE 12  © Copyright 2012, All Rights Reserved. APQC. Endeavor Management 

Examined practices related to: 
 

• Strategy 
• Communications 
• Service Delivery 

• Coordination 
• Technology 
• Feedback 
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Participants | 

 

Over 70 Institutions Represented 



  PAGE 14  © Copyright 2012, All Rights Reserved. APQC. Endeavor Management 

Emerging Themes 
Trends  |  Challenges  |  Tools   

“Experience management provides a 

competitive advantage for organizations 

both internally and externally. Ideally, 

employees are enthusiastic and patients 

are pleasantly surprised.” 

 

- APQC 
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77% link to revenue  |  87% word of mouth 
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Current Trends in Experience Management 

Establishing 

Accountability 

72% 
have an 
executive 
designated to be 
accountable 
 

71% 
utilize patient 
advisory boards 

68%  
report using  

real-time patient 

feedback tools 

 

71% 
use systems for 

communicating 

with referring 

physicians 

Leveraging 

Technology 
Operational 

Improvement 

71% 
use systems for 

communicating 

with referring 

physicians 

 

92%  
have work teams 

focused on service 

improvement 
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Current Trends in Experience Management 
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Some Common Challenges Organizations Face 

Defining 

Experience Mgmt 

Only 54% 
say senior 

executives and 

staff are aligned 

in their view of 

patient 

experience 

management 

Only 43%  
of respondents 
report that their 
organization has 
a common set of 
expected 
behaviors to 
manage the 
patient 
experience 
across multiple 
functions 

Coordination and 

Cooperation 
Meeting 

Emotional Needs 

Only 20% 
report having 

systems that are 

designed to 

enable each 

person who 

interacts with a 

patient to 

understand his/her 

preferences 
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Supporting Tools in Use 
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Implications 
Insights  |  Initiatives  |  Benchmarking   

“The experience begins and ends outside 

the institutional walls.  This is where 

expectations are set and advocacy (word 

of mouth) often takes place.” 

 

- Gelb Consulting Group 
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Awareness 

Activities 

Background 

Symptoms 

Diagnosis 

Evaluation of healthcare providers 

Information gathering 

Research 

 
 
 
 
 

Recommendations 

 Design communications strategy to tailor messages 

based on channel to deliver the right messages at the 

right time:  what to expect, those who serve, 

amenities, ease of getting an appointment, clinical 

excellence and outcomes 

 Ensure medical outcomes information is easily 

accessible to help patients make informed decisions, 

but be sure such is put into proper context 
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Access 

Activities 

Choosing healthcare provider 

Financial paperwork 

Medical paperwork 

Scheduling first visit 

 

 

 

 

 

Recommendations 

 Acknowledge the anxiety patients have with their 

condition from the very first interaction and design 

coaching around such 

 Emphasize functional and emotional needs in service 

standards throughout operational processes 

 Monitor satisfaction with initial calls using a real-time 

feedback system to increase conversion rates 
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Visit 

Activities 

Parking 

Getting to center 

Checking-in/waiting area 

Initial treatment plan 

Additional lab and 

diagnostic testing 

 
 
 
 

Recommendations 

 Identify opportunities to improve "front of the house" 

touchpoints, including parking, valet , wayfinding and 

role of volunteers 

 Ensure individual and group accountability for 

providing the ideal the patient experience, based on 

desired outcomes related to functional/emotional 

needs 

 Design systems to incorporate patient preferences and 

enable sharing of this information across functions 
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Treatment 

Activities 

Scheduling and intake 

Surgery 

Treatment rooms 

Treatment 

Nursing care 

 
 
 

Recommendations 

 Ensure technology is only an aid and not a substitute 

for human touch, which will have a strong positive 

impact on the overall experience 

 Strive to provide a warm, comforting environment, 

even in exam rooms 

 Providing a warm blanket or hug can ease a patient’s 

anxiety and build lasting connections between a 

patient and their care team; physicians can be 

exemplars 
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Transition 

Activities 

Communication with referring 
physician 

Follow-up visits 

Call-backs for assistance 

Support groups/wellness 
services 

Advocacy 

 
 

Recommendations 

 Make service recovery an opportunity for 

improvement, not a penalty 

 Engage staff to co-design initiatives to increase 

efficiency to allow staff more time to focus on patients’ 

emotional needs 

 Install communications systems “beyond the invoice” 

to generate positive word of mouth recommendations 

and advocacy 
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• Customize a Customer Relationship Management system for 

patients/families and community physicians (only 54% have 

such) 

• Elicit and address real-time feedback (only 68% use tools, 

86% have service recovery) 

• Actively engage physicians (only 42%  assess referring 

physician satisfaction) 

Considerations 
for Action 
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Benchmarking Your Progress 
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Q & A 
APQC  |  The Beryl Institute  |  Gelb Consulting Group   


