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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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Our Speakers from 
University of Vermont Medical Center

Kristine Buck, BS
Program and Resource Coordinator, 

Patient and Family Experience

Kelly Holland, MHA, CPXP
Manager, Patient and Family 

Experience



See it! Say it! Save it! 
Empowering Employees to be a Part of 

the Solution to Patient Belongings

Kelly Holland, MHA, CPXP, Manager, Patient and Family Experience,

University of Vermont Medical Center

Kristine Buck, Program Coordinator, Patient and Family Experience, 
University of Vermont Medical Center 



1. Explore the patient belongings process, the challenges associated with keeping a patient’s belongings 
safe, and create an improved process that is meaningful and actionable. 

2. Identify the impact of lost belongings on patient trust, their healing process, perception of the hospital 

including the financial impact to patients, families, and organizations

3. Learn an innovative practice for empowering and motivating staff around the patient belongings 

process through awareness, education, recognition and incentive programs.

Learning Objectives 





Houston we have a problem!





http://planningdoneright.com/blog/why-why-isnt-enough-a-critical-analysis-of-simon-sineks-start-with-why/



Cost to the Patient   

•  Emotional

•  Inconvenience/Frustration

•  Health and Recovery

•  $$$$

Cost to the Organization

•  $$$$

•  Valuable Staff Resources

Why does it matter?
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Cost to the Patient: A Tale of Two Belongings 
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The data is in the details 
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Who’s responsible?



How did we get here?



We had collaboration, brainstorming and creativity 





See it! Say it! Save it! Program 
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Our patient’s personal items are important to them! 
Let’s help keep them together!



Defining the SSS 
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• See it! – Take note of belongings in room. Are they safe?

• Say it! – Verbalize awareness and concern for safety. 

• Save it! – Help pt to secure belonging(s), or return 
misplaced belongings back to the patient, unit desk, or 
security. 

This is an opportunity to empower, engage, incentivize and recognize your staff. 



Say it! Communication tools for staff 
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• “Enjoy your meal and make sure to keep your personal items off of your tray… 
I don’t want you to lose anything.” 

• “All finished? Let’s check your tray to make sure none of your belongings are 
on your tray before I take it away.”

• “Excuse me, are these your (glasses, dental items, hearing aids, etc.?) I don’t 
want you to lose anything.”

• “These look like they are important to you…I want to make sure you keep 
them.”

• Here is your (item), I checked for you to make sure nothing gets lost.”



Prizes and Recognition 
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• Letter and Certificate of appreciation

• $25 award in upcoming paycheck

• $5 cafeteria voucher

• Photo in department newsletter

• Feedback in Workday (our HR 

portal)

• Annual Prize for “great save leaders” 



Award 
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Engagement 
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• Create a project plan/proposal and identify your stakeholders

• Identify funding sources for prizes 

• Recruit 1-2 units/departments to pilot the project

• Meet with unit/department leaders

• Educate staff who are participating in the program

• Create organizational awareness of the program 



Staff education
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The nuts and bolts 
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For staff who “saved” a 
patient’s belonging(s) from 
becoming lost they can 

enter into a monthly 

drawing for prizes and 

recognition. 

Ways to do this:

• Raffle box 

• Email

• EHR Chat



October 2022 through December 2023

• Number of belongings saved - 73

• Approximate value - $25,000 

Notable saved belongings:

• DME - 10 pairs of glasses, 3 sets of 
dentures, 2 hearing aids 

• Electronics - 5 cell phones, 2 iPads, 2 
pairs of earbuds, 1 laptop

• Misc valuables - 2 rings, 1 wallet 

Sharing our success 



Addition of inpatient units – 
engaging Unit Secretaries, LNAs, 
RNs

• Nursing Director Meeting

• Meeting with Unit Nurse 
Managers as a group and 1:1 

• Unit roll out

Goal – all inpatient units 
participating including patient 
support services (PSS) 

The path forward 



• Patient Belongings Assistance Sheet  (Northwell - Lenox Hill Hospital)

• Bed Rail Bags (LifeBridge Health) 

• Taking photos of patient belongings and adding to EHR 

Leveling up 



Leveling up cont’d  





We sent a 

man to the 

moon - why 

can’t we 
manage 

belongings?

https://www.theatlantic.com/photo/2014/07/45-years-

ago-we-landed-men-on-the-moon/100775/



Let’s change the narrative



“It reveals how well you value someone – the way you 

handle their belongings.”
            - Joyce Rachelle



Questions? 

Please feel free to join us on the Beryl Institute Lost Belongings Workgroup.  
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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 23 | Empowering Families in the NICU: The Transformative Impact of Family Integrated Care

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

January 30 | Improving The Patient Experience by Adopting a Culture of Safety

CONNECTION CALLS

January 17 | Volunteer Professionals Community Connection Call - Junior Volunteers

February 7 | PX Connect Live: Patient Relations in Academic Medical Centers

February 14 | Lost Belongings Workgroup

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. 



The Global Patient Experience Event

ELEVATE PX is a combination in-person/virtual gathering bringing 
together the voices of the global community committed to elevating 
the human experience in healthcare.

Denver, CO || April 3-5, 2024

Hear from Inspiring Keynote Speakers:

Innovative breakout and poster 
sessions from leading organizations 
around the world

55+

Community 
Gatherings

Pre-Conference 
Workshops

Networking Dinner 
& PX Party

…and 
more!

https://web.cvent.com/event/7daae635-2b90-43a4-917f-bf695b6bdc85/summary
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Thank You
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