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Housekeeping
• All participants are muted.

• Audio Settings: ability to select your speakers and adjust your volume.

• Chat: for sharing of ideas, interacting with speakers and attendees; not for promoting 
services and products. Make sure you choose ‘Everyone’ in the dropdown in the chat 
box.

• Q&A: for submitting questions to review at the end of the webinar

• Captions: Click the caption icon to turn captions on/off

• Receive follow up email tomorrow with webinar slides, recording and link to survey.
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PX Continuing Education Credits

• This program is approved for 1 PXE.

• In order to obtain patient experience continuing education credit, participants must 
attend the program in its entirety and complete the evaluation within 30 days.

• The speakers do not have a relevant financial, professional, or personal relationship with 
a commercial interest producing health care goods/services related to this educational 
activity.

• No off-label use of products will be addressed during this educational activity. 

• No products are available during this educational activity, which would indicate 
endorsement.
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This webinar is eligible for 1 patient experience continuing education (PXE) credit. Participants interested in receiving PXEs must complete the program 

survey within 30 days of attending the webinar. Participants can claim PXEs and print out PXE certificates through Patient Experience Institute. As an on 

demand webinar, it offers PXE for two (2) years from the live broadcast date.
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Distinguish yourself as a leading practitioner in the field of patient and human experience.



Our Speaker

Terry R. Kisner, BA, RRT, LSSBB

Manager, Center for Quality Outcomes

WVU Medicine



The Journey 

Terry Kisner BA,RRT,LSSBB

Manager, Center for Quality Outcomes 



Patient Experience Defined

The sum of all interactions, shaped by an organization’s 

Culture, that influence patient perceptions across the 

continuum of care

-The Beryl Institute



WVU Medicine

PX Model- 6 Step Program

1. Assess the current state of patient satisfaction 

2. Define WVU Medicine “North Star”
3. Engage key stakeholders in experience design

4. Develop and implement patient experience strategy

5. Analyze feedback and determine impact

6. Recognize accomplishments and improve over time



#1 Assess the Current State of Patient Satisfaction

❖ Value Base Purchasing Program (VBP)

❖US World News

❖Hospital Compare

✓Beryl Institute 

✓Press Ganey 





Defining 

WVU 

Medicine’s 
North Star

Achieving superior patient experience through partnership 

with Press-Ganey as compared to the top Quartile of Vizient 

Academic Medical Centers.



#3 Engage Key Stakeholders in Patient Experience 

Design Partnership



#4 Develop and Implement Our Patient Experience 
Strategy 

Patient

How would

you rate your 

stay here?

Very Good

Good

Bad

Share

Experience 

With Me

Share 

Experience 

With Me

Share 

Experience 

With Me

Leadership/Bedside 

Nurses

Focus on things 

going well 

Please share with me  

How We Can 

Improve Your Stay

Very Good

Good

Please Share With 

Me How We Can 

Improve Your Stay

Focus on Service 

Rcovery-Leadership 

and Bedside Nurses

Focus on Service 

Recovery-Leadership 

and Bedside Nurses 

Continue Rounding 

Throughout Stay 

Continue Rounding 

Throughout Stay 

Continue Rounding 

ThroughoutStay 

Focus on positives

ThroughoutStay 

How Would You 

Rate Your 

Experience As a 

Whole?

Continue Rounding 

Throughout Stay 

Focus on Service 

Recovery-Leadership 

and Bedside Nurses

HOW WOULD YOU RATE THE HOSPITAL 0-10

Is There 1 Thing We 

Could Improve On 

(ideas for continue 

improvement)

• Institute regular leadership 

“Rounding”
• Make improving employee 

engagement a priority 

• Implement service excellence 

training for employees at all 

levels – “Standards of 
Behaviors”



#5 Analyze Feedback and Determine Impact 

• Trends in the scores/comments section of our patient surveys

• Unit Scorecards/Dashboards

• Unit staff meetings-Dayshift and Nightshift



Performance Improvement Goals Ruby and System

Goal Setting Tool

HCAHPS Scores

2020-2021
All ranks based on the Jul 22 benchmarking period

Available Peer 

Groups

Available Score 

Types Based on starting percentile rank range:

Large PG DB Top Box
The top 50% of improvers* saw this much 

change:

The top 30% of improvers* saw this much 

change:

The top 10% of improvers* saw this much 

change:
All PG DB

Small PG DB

Enter Peer Group: All PG DB

Enter Score 

Type: Top Box Threshold Goal Target Goal Stretch Goal

Service/Level Peer Group Score Type

Breakout

(Unit, Site) Your Score Your Rank

Top Box Score 

Increase

Top Box Score 

Goal

Percentile 

Rank Goal

Top Box Score 

Increase

Top Box Score 

Goal

Percentile 

Rank Goal

Top Box Score 

Increase

Top Box Score 

Goal

Percentile 

Rank Goal

HCAHPS

Nurses treat with courtesy/respect All PG DB Top Box 86.53 61 -0.88 85.65 51 0.20 86.73 59 2.02 88.55 73

Staff worked together care for you All PG DB Top Box 68.75 47 -1.42 67.33 39 0.38 69.13 46 3.46 72.21 60



#6 Recognize Accomplishments and Improve Over 

Time

• Make the program a key discussion topic in team/staff meetings

• Employee feedback and suggestions on ways to improve and 

enhance the program

• Share any results and positive affirmations gleaned from surveys. 

Celebrate 



2021 HCAHPS Winners







Growth of WVU Medicine

15



Communication with Nurse



Communication with Doctors





Hospital Environment



Communication About 

Medication



Discharge Information



Care Transitions



Star Report







PITCH DECK

Thank You All

I've learned that people will 

forget what you said, people 

will forget what you did, but 

people will never forget how 

you made them feel.

-Maya Angelou
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PX Continuing Education Credits

• This program is approved for 1 PXE

• In order to obtain PXE, participants must attend the program in its 
entirety and complete evaluation within 30 days.

• Use the PXE link at the end of the evaluation to claim PXE credit at the 
Patient Experience Institute’s PXE Portal. 
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Upcoming Events & Programs

WEBINARS

July 6 | Impact of Improving Quality of Care on Patient Experience in Emergency Department

July 11 | Patient Experience in the Emergency Department

July 18 | Modern Strategies for Purposeful Rounding

CONNECTION CALLS/PX CHATS

July 12 | Volunteer Professionals Community Connection Call: Onboarding and Recruitment

July 31 | Patient Advocacy Community Connection Call: Protecting Mental Health

August 11 | PX Chat: Lost Belongings

PROGRAMS

July 13- August 3| Foundations of Volunteer Management

August 8-29 | CPXP Prep Course

t h e b e r y l i n s t i t u t e . o r g

Access our vast library 

of on demand patient 

experience webinars.

Webinars are included in membership 

with the Institute. 



t h e b e r y l i n s t i t u t e . o r g

Thank you!
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