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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:
sentact.com

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

Beth Miller, MAOM-L, BSN, RN, CPXP
System Director,

Patient Safety-Performance Improvement
CommonSpirit Health

Chris Dube
President
Sentact



Improving The Patient Experience

By Adopting A Culture of Safety



Our Speakers

Chris Dube
President, Sentact

15+ years in healthcare

Beth Miller
System Director of Patient Safety 

Performance Improvement,

CommonSpirit Health



Reflection

“Tell me and I forget.
Teach me and I remember.

Involve me and I Learn.”

- Benjamin Franklin



Culture of Safety & How it Impacts PX

▪ What is a Culture of Safety?

–How does it look in different facilities?

–Nurturing it within hospitals

▪ Correlation between a Culture of Safety 

& Patient Experience

–A symbiotic relationship

–Observed within hospitals

Culture of 

Safety

Patient 

Experience



Challenges Maintaining a Culture of Safety

Overworked
Staff

Lack of
Funding

Outdated
Programs

Struggling
Patient

Experience
Scores

▪ Identifying the Challenges

–Staffing shortages

–Limited Resources

– Insufficient Technology

▪ Outcomes Resulting From Challenges

–Higher frequency of PSEs & HAIs

–Low PX Scores



Solutions to Mitigate Challenges  

▪ Improving Staff Communication

– Establishing Lines of Communication Across Departments

▪ Introducing Leadership Models 

–Demonstrating commitment to safety

▪ Implementing Reporting Systems/Technology

– Leveraging technology to increase reporting efficiency 



Safety Culture & High Reliability

High-reliability 
organizations (HROs) 

are organizations 
that apply 
mindfulness, failure 

anticipation, and 
containment (using 
the five principles) to 
improve outcomes

HROs achieve 
better-than-

expected 
outcomes despite 
challenges within 

complex systems

Establish a safety 
culture – achieved 

using high-reliability 
methods and 
expectations –

resulting in fewer 
events of preventable 
harm 



High-Reliability Organizations (HROs)

Principle of HRO’s

“Operate under very 

trying conditions all the 

time and yet manage to 

have fewer than their fair 

share of accidents.”

Karl E. Weick & 

Kathleen M. Sutcliffe

High-Reliability Organizations

 Stay alert for the possibility of the unexpected

 Pay attention to what’s happening on the front 

line

 Take deliberate steps to question assumptions

 Develop capabilities steps to question 

assumptions

 Develop capabilities to detect, contain, and 

bounce back from errors

 Push decision-making authority to the person or 

people with the most expertise, regardless of rank



High-Reliability Organizations (HROs)

▪ High Reliability connection to Leadership and Employee behavior  = link to Culture of 
Safety

▪ Leadership Methods are a series of skills taught to leaders to help support decision-
making, communication, and interactions with staff that emphasize safety.

▪ One of our favorite leadership methods is Rounding to Influence (RTI)



Leapfrog

6A: Culture of Safety Leadership – Structures and Systems 1.4a

Leapfrog Requirement 1.4a

1.4 Within the last 12 months, structures and 

systems for ensuring that senior administrative 

leadership is taking direct action have been in place, 

as evidenced by:

a. CEO and senior administrative leadership are 

personally engaged in reinforcing patient safety 

improvements, e.g., “walk-arounds”, and reporting to 

the board (governance). Calendars reflect the allocated 

time

To Say “Yes” Requires The Following:

CEO and leader schedules showing “walk-arounds” or other ways of 

reinforcing patient safety improvements in various departments in 

real-time, and board meeting minutes reflect the results of the 

implementation of patient safety performance improvement 

reinforcement.

Example: Tracking the number of walk-arounds performed per 

unit or clinical area for designated time periods as shown in the 

calendars of the CEO and senior administrative leadership.



Rounding to Influence

▪ Maintain focus on employee-empowered improvement

▪ Builds team strengths and competencies 

▪ Gather Feedback on operational issues

▪ Operationalize improvement and sustainment in practice

▪ Establish a personal connection to the reason we do work

Patient
Safety

Patient
Experience

Leader
Experience



Effective Connections With Staff & Providers

Why The 4C 
Method 
Rounding On 
Staff and 
Providers

One Voice, One Message
▪ An intentional tool for leaders

▪ Assist leaders when dealing with an unfamiliar or difficult subject

▪ Keep conversation focused and on track  

Culture Shaping – Quality, Experience, and Safety 
▪ Connect staff and providers to purpose

▪ Provides facts and stories

▪ Promotes an environment of consistency and agility

Outcome Driven
▪ Promotes a culture of shared ownership and accountability

▪ Reduced “never events”

▪ Improves communication and handoff

▪ Empower staff to share safety concerns ideas earlier



Rounding to Influence – It’s Really A Conversation…
Greeting – Hello! Do you have a few minutes for a brief conversation about…



Rounding to Influence 4C Method

Rounding to Influence Component Script

Core Value I’m rounding today to talk about our High 

Reliability Behavior Expectation to ______

Can You… Can you tell me about how and when you use 

______

Concerns Are there any problems or barriers you or your 

coworkers are having using _____? Or… have 

there been any near misses or safety events 

where this tool would have been helpful?

Commitment Can I count on you to use _____? Will you cross-

check and coach others in using _____?



Optimizing RTI with Technology

Develop 
Content and 
Stay Current

Distribute and 
Track Rounds

Perform 
Rounds More 

Efficiently

Automate 
Issue 

Resolution

Measure 
Results and 

Adapt



Key Takeaway

▪ Requires practice to keep the process conversational

▪ “We measure what we treasure”

▪ Rounding to Influence is effective in clinical and nonclinical areas

▪ Quality, Safety, and Patient Experience practices continue to 
enhance and support one another



Q&A
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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
February 1 | Round & Coach: Engaging Clinicians & Patients to Improve Communication and Care

February 6 | Volunteer Services + Patient Experience = A Winning Team

February 27 | Escalation Management: The Journey to Support a Culture of Mutual Respect

CONNECTION CALLS

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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