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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.

Comments shared in chats do not reflect the opinion or position of The Beryl Institute, but those of individual participants. People found 
misusing the chat function or engaging in uncivil or disruptive ways via chat may be removed from the session at our discretion.
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PX Continuing Education Credits
• This webinar is approved for 1 PXE.
• To obtain patient experience continuing education credit, participants must attend the 

webinar in its entirety and complete the webinar survey 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.

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 recorded webinar, it offers PXE for two (2) years from the live broadcast date.
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This PX Marketplace Webinar
is brought to you by:

For more information, visit:
medallia.com

https://www.medallia.com/
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Our Speakers

Colleen Russell, MHSA, CPXP
System Engagement Director

Northwestern Medicine

Amber Maraccini, Ph.D, CPXP
Principal CX Advisor, Healthcare

Medallia
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I N T R O D U C I N G
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O N L Y   M E D A L L I A  

The 
2000s

Engaging Every Employee 
Personalized Role-based reporting at every level, Learning 
Workflows, Link between Customer and Employee Experiences

Action-Oriented Intelligence
Text Analytics and Unstructured Data Workflows
Journeys: Top-down, Bottom-up, Profiles

Moving Beyond the Vocal Minority
Striving for 100% of interactions: Social, Video, Speech, 
Digital Behavior, Ideas, RTIM, Journey Orchestration

L E A D I N G   T H E   I N D U S T R Y

80%
Of signals analyzed are  

non-survey data

86%
Of programs span more 

than one department

60%
Of programs touch

Employee Experience

4.6B

1.6B
Unstructured signals

analyzed in 2021

Automated actions 
this year

Of our programs have 
100+ users

64%

Turning Insights into Action
OUR ORIGIN STORY

The 
2010s

The 
2020s
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Analyze & Predict Capture Every Signal

Observed 
Behavior

Unstructured Structured Indirect Feedback

Messaging 
& Apps

  Social

Voice

Employee

Action

         IoT Signals       Visit Patterns       Event Data

AI & Machine Learning

Text Analytics

Journey Analytics

Statistical Analysis

Alerts & Closed-loop Assignments

Workflows & Case Management

Messaging-based Assistance

Reply

Process Change

Congratulations

Escalate

KEY INTEGRATIONS

Chat Logs

Email KiosksWebsite Paper 
/PDF

Accelerating impact from signals to action 

CRM
Billing

Rev CycleEMR HRIS

Operational 
Data

Direct Feedback

Idea

What we do and how we do it
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Current Healthcare Landscape
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CVS Health Trends-Trust Report Summer 2022

https://www.cvshealth.com/sites/default/files/cvs-health-trends-report-2022-summer.pdf
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“Patients” to “Consumer” + “Human” Experiences

Signals:

Personalized +
Across the 
Care Journey

Action:

Modernized 
Methods + 

Improvement- 
Focused 



Aa2 / AA+ 
Credit Rating over 20 

years

1 Million 
Patients from USA + 80 

Countries #1 Private Provider Charity 
Care

Chicago & IL

Only IL Hospital on Honor Roll for 
12  straight years

U.S. News & World Report Honor Roll #1 NIH Funded Medical 
School  Chicago & IL

Northwestern Medicine is a premier 
integrated academic health system where 
the patient comes first. 

• We are all caregivers or someone who 
supports a caregiver.

• We are here to improve the health of our 
community.

• We have an essential relationship with 
Northwestern University Feinberg School 
of Medicine.

• We integrate education and research to 
continually improve excellence in clinical 
practice.

• We serve a broad community and strive to 
bring the best in medicine closer to where 
patients live and work.
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Executive Summary
NM needed a more contemporary approach to gather feedback – a Short, Modern, Smart 
survey

Northwestern Medicine (NM) believes there is a better solution to managing patient, employee, and physician 
experience consistent with its Patients First mission.

The result of these efforts is a new experience management approach, including a highly flexible technology 
platform, that enables real-time performance improvement.

As of July 2021, NM has fully transitioned to a new experience survey platform and continues to innovate. 
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Why does Experience Matter to NM?

● Patient First Mission

● Improved clinical outcomes

● Flight Risk

● Potential higher profit margins
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Vendor Challenges: Previous State Engagement Program
NM faced challenges with the lack of functionality in the previous survey tool

Robustness of survey data benefits from a vendor’s ability to…

Provide self-directed 
survey experience 
through the use of 

branching questions

Administer surveys 
other than via paper 

or email (e.g. text 
messages)

Gather real-time 
feedback (patients) 
at various points of 
the year (employees 

and physicians)

Rapidly customize 
surveys to align with 
organizational needs
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Multi-Year Approach
An incremental approach to the survey transition process

Project Charter 
Development

Internal and External 
Research

Selection of new vendor

Ambulatory and ICC Clinic 
Survey Launch

Employee and Physician 
Survey Launch March 

2019

Hospital-Based Services 
Survey Launch

CMS and Magnet 
Certification Compliance

Nurse Leader Rounding

New Hire Onboarding

Exit Interview

Contact Center

Continue to Implement 
Across New Integrations

Phase 1: Phase 2: Phase 3: Phase 5 and Beyond:
FY19 FY20 FY21/22

Continue
Innovation

Planning and Vendor 
Selection

Continue
Innovation

Implementation 
Kick-Off

Phase 4:

System-Wide 
Transition

FY22/23 FY24

Patient Profiles

Journey mapping across 
survey channels
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Rethinking Engagement Surveys
To redesign its surveying method, NM needed to make thoughtful changes to many aspects of the surveying process

Patients

• Web or text surveys 
(except where regulated 
by CMS)

• Reduce number of 
questions from 26+ to 3 
(with additional questions 
based on Likely To 
Recommend- LTR score)

• Improve  timeliness of 
survey invites (send within 
4 hours of check-in)

Employees/Physicians

• Ongoing survey process 
(from annual to 
quarterly survey send)

• Reduce number of 
questions from 25 to 2 
(with additional 
questions based on LTR 
score)

• Enabling of ad hoc 
surveying (e.g. COVID)

New Platform

• Refreshed model, constructs, 
and items

• Ability to conduct surveying 
in an agile and efficient way

• Use of Net Promoter Score 
(NPS) for measurement
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Patient Survey: Current State
All service lines were surveying with the new survey vendor by July 2021. NM is now surveying across 11 hospitals and 
numerous medical group locations (500+ scheduling clinics)

Previous State Current State 

Number of Questions  26+ Questions
3 Questions with Branching Logic leading to 9 

Magnet/Driver Questions

Measurement 5-point LTR Percentile Rank  10-point LTR Net Promoter Score

Mode Email, Paper Text, Email

Timeliness of Invitation 3-7 days post visit 4 hours post visit or upon checkout

Timeliness of Feedback ~1 week delay Responses available in real time

New survey averages 
less than 4 minutes

>50% response rate
increase

>74% of surveys 
contain comments



Who were the key stakeholders/influencers 
involved with the decision to modernize the NM 

feedback program (both on PX and EX)?



Which roles did the team engage during the 
survey streamlining process 

(both on PX and EX)?



Were there any pivotal change management 
techniques that you would recommend to 

others embarking on a similar journey?



How did you anticipate/manage resistance?
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Connecting Experience
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Unified Measurement + Reporting

● LTR NM as a Place to 
Work

● LTR [Dept] as a Place to 
Work

● LTR [Location] for care.
● LTR [Provider] for care.

Patient NPS Employee NPS

● LTR NM as a Place to 
Practice

● LTR [Dept] as a Place to 
Practice

Physician NPS
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Leveraging Unstructured Feedback

TA Overview
● 30 Level 1 topics
● 159 Level 2 topics

With every new survey:
● Analyze historical 

data and build 
custom topics prior 
to launch
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TA Modules throughout the dashboards
TA Reporting is always included on main 
dashboards for both employee & patient 
reporting
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Whoa, look at that 
comment volume.

Employee Recognition Topic

7th highest response volume 
out of 159 child topics



Did you experience any challenges with 
moving to NPS? Are those concerns still 

present?



How have employees responded to hearing 
more from patients about the care and 

services provided?
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In the Works:
Recent Program Innovations
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Capturing Patient Video Feedback

Leveraged new technology to gather deeper insight by giving patients the option to 
record video or audio messages regarding their experience

Benefits

Feedback Options

Provides patients with more 
options for submitting 
feedback (written vs. 

video/audio)

Additional Insight

Provides site leadership with 
additional insight into patient’s 

feedback ( i.e. tone, body 
language)

Boosts Morale

More meaningful than 
comments, staff appreciative 

of feedback

Recognition 
Opportunities

Great way to celebrate team 
and ability to create reels out 

of the videos for internal 
presentations

2
7

        I have no complaints about my 
experience with the doctor.         She 
answered all my questions and I did 
not feel rushed.         I left my 
appointment feeling confident and 
would highly recommend her.

        The entire team was attentive 
and compassionate during my stay 
following surgery.         I had 
questions about my medications 
and the nurse took extra time to 
walk me through it.         10/10!

Videos Embedded in Tool
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Nurse Leader Rounding
Transitioned to new platform for Nurse Leader Rounding on 8/1/23

Surveys mimic the 
current IP discharge 

surveys and are being 
used across NM 

locations 

Streamlines patient 
rounding data and 
utilizes API feed for 

easier evaluation and 
distribution of patient 

responses

Included care types: 
IP Acute, General OB, 

Labor, Behavioral 
Health, Rehab, Peds, 

NICU, and ED
Additional notes box 

to track initiative 
questions

Yearly engagement 
review to evaluate 

questions
Eliminated 

double-barrel 
questions

Guiding principles: Short. Modern. Smart.

Rounding Leader 
Dashboard



How are patients, business leaders, and 
clinical teams responding to this new way of 

gathering feedback?



Were there any lessons learned from 
implementation or operationalization that 

you could share?



What's next on the Northern Medicine 
humanization journey?
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Visit Medallia’s website
and request a demo

Thank you for joining 
today’s webinar!

What questions do 
you have?

32
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Thank you
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PX Continuing Education Credits
• This webinar is approved for one (1) PXE credit through Patient 

Experience Institute.
• To obtain PXE credit, participants must attend the webinar in its entirety 

and complete the webinar survey within 30 days.
• After completing the webinar survey, you will be redirected to the 

Patient Experience Institute’s PXE Portal to claim the credit.
• As a recorded webinar, PXE credit is available for two (2) years from the 

live broadcast date.
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Upcoming Events & Programs
WEBINARS

January 9 | How Daily Huddles Launch Conversation to Drive Metric Improvement

January 10 | Discover Your Path: Body of Knowledge Certificate Programs

January 16 | See It, Say It, Save It: Empowering Employees to be a Part of the Solution to Patient 

Belongings

January 25 | Why it’s Vital to Adopt an Aggressive Patient Experience Strategy

CONNECTION CALLS

January 17 | Volunteer Professionals Community Connection Call - Junior Volunteers

PROGRAMS

February 6-27 | Foundations of Volunteer Management

Access our vast library 
of on demand patient 
experience webinars.

Webinars are included in membership 
with the Institute. 
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Thank You
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