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https://www.youtube.com/watch?v=dZ6jXjVubG8 
 

https://www.youtube.com/watch?v=dZ6jXjVubG8


 



What is the secret to an excellent 
patient experience? 

 

 

 

 

 

“The secret of the care of the patient is in caring 
for the patient.” 

-Francis Peabody, MD Talk to Harvard Medical School 
students 1927 on “The Care of the Patient” 

Authenticity 



Etiquette Based Communication Among Medicine 

Interns 

• Johns Hopkins, Medicine Interns 

• Observed 732 encounters, 29 IM interns, 2 
sites 

• High Inter Observer Reliability Behavior Definition 

Introduce Say their own name 

Explaining role Use the term intern, resident, doctor or 
medical team 

Sit  Crouch, sit on bed, sit in chair at some 
point 

Touch Any touch, shaking hand, hand on 
shoulder, physical exam at any point 

Open Ended Qs Any q that warranted more than a yes/no 



Medicine Intern Performance 

Behavior Perceived (%) Performed 
(%) 

P value 

Introduce 80 40 <.01 

Explaining 
role 

80 37 <.01 

Sit 58 9 <.01 

Touch (incl 
exam) 

73 65 

Asking Open 
Ended Q’s 

66 75 

All 4 

None 30 
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Words Matter 

Epstein, Andrew. JAMA Internal 
Medicine 2013 



Improving Provider Effectiveness 
Through Relationship Centered 

Communication Training 

“More than any therapeutic intervention I 
could give my patients, any antibiotic, or 
clinical treatment choice I make, I found 
that good communication makes a 
difference in every single encounter.” 

“I knew I was interested in 
communication when people around 
me would shy away from difficult 
conversations, and I found myself 
thinking, I kind of like the difficult 
conversations.” 

Deliberate Practice and Feedback 



Don Berwick: I Fear to Be a Patient 
 

http://www.youtube.com/watch?v=SSauhroFTpk


“Work engagement is feeling energetic and enthusiastic, “It’s 
about going to work and getting meaning and enjoyment, 
feeling good about what one is accomplishing.” 

Maslach C. Commentary: engagement research: some thoughts from a burnout perspective. Eur J Work Organ Psy. 2011;20(1):47–52. 

 



Building Capacity of the Care Team 

 
“When I decided to share my personal 
story about burnout and leaving medicine, 
more than 20, 000 viewed the post, and 
hundreds left comments….Physicians 
almost never ask me why. They ask me 
how.”  
 



Measuring Healthcare Team Experience: 
 

How Likely Are Our Physicians to Recommend UCSF As a Place to Work? 

-11 

-100 +100 

Net Promoter Score (NPS) 

UCSF Physician Pulse Survey 
October 2014, response 42% 

2015 Target 2017 Target 

High Performers 



The Quadruple Aim 

Bodenheimer T, Sinsky C. From Triple to Quadruple Aim: Care of the Patient 
Requires Care of the Provider. Ann Fam Med 2014; 12 (6): 573-376 



Top Clinician Priorities 

Areas of Focus 

• EPIC/EMR 

• Clinical Work 
Loads/Support 

• Recognition/Valuing 

• Leadership/Communicati
on 

• Team Building 

• Basic Needs 

 

“True North” Metrics 

• Quality  

• Safety 

• Value 

• Experience 

• Engagement 

Allows for  



Unit-based Leadership Aligns the Organization 

17 
Engagement – Continuous Improvement – Communication   

UCSF Health 

Executive Leadership 

UBLTs 

UCSF Health 

Front-Line Staff & Providers 

Engagement 

Alignment 

Trust Support 

Communication 

Strategic Direction 



Experience and Unit Based Leadership 

Experience 
Team 

8 L/S 

14 M/L 

9/13 ICU 

PICU 

PCICU 

Neuro 

M/S 

Cardiology 

Hepatology 

Lakeshore 

Peds 
Ambulatory 

• Engage Front Line 
with Local 
Leaders 

• Common Focus 
• Connect the Dots 
• Scale Efforts 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Data Visualization 

 



Morgan Gleason: “I Need To Be Heard” 

https://www.youtube.com/watch?v=BqFfRiyW07I&feature=youtu.be 
 

https://www.youtube.com/watch?v=BqFfRiyW07I&feature=youtu.be


Patient Engagement in the Organization 

Patient Advisory 
Councils  

Steering Committee 

Children’s 

Ambulatory  
Women’s 

Cancer 

Transplan
t 

ICU 

Mission Bay 
Transition  

Prostate 

DGIM 

Adult 
Inpatient 

Family 
Medicine 
Lakeshore 

LGBT 
(coming 

soon) 

Culture of Excellence 
Committee 

OB/ 
GYN 

Teens 

Goals: 

• Standardize bylaws, guidelines and rules of engagement 

• Synergize scalable efforts 

• Support PAC Leaders 

• Protect reputation and community perception of UCSF 

 

Palliative 
Care 

• Start up toolkit 

• Sharing collective wisdom from each council 

• Building a community of  patient partners 

• Vetting universal questions to each council 




