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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.



4 theberylinstitute.org

Our Speakers

Pamela Abner, MPA, CPXP 
SVP, Chief Diversity Operations Officer and 

System Health Equity Officer
Mount Sinai Health System

Erica Rubinstein, LCSW, CPXP
Vice President Patient Experience

Mount Sinai Health System



This material is the property of the MSHS Office for Diversity and Inclusion 
(ODI) and may not be reproduced, edited, distributed or otherwise used 
outside of the original intent and method for educating or informing MSHS 
staff, without the express permission of the ODI.

Responding to Racist & 
Discriminatory Behavior Policy

Presentation Date: March 5, 2024

Prepared by: 
Pamela Abner, MPA, CPXP – Senior Vice President, System Health Equity Officer, Chief Diversity Operations Officer 
Erica Rubinstein, LCSW, CPXP - Vice President, Patient Experience  
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What does equity mean to you?



Office for Diversity and Inclusion | Responding to Racist & Discriminatory Behavior Policy 3Source: https://www.emanu.se/ 

https://www.emanu.se/


Office for Diversity and Inclusion | Responding to Racist & Discriminatory Behavior Policy 4

Freedom from bias or favoritism; a 

state of fairness where no one is 

disadvantaged due to socially-

determined circumstances.
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• Health equity is achieved when every person has the opportunity to “attain 

his or her full health potential” and no one is “disadvantaged from achieving 

this potential because of social position or other socially determined 

circumstances.” 

• Health inequities are systematic, socially produced, and unfair. They can be 

reflected in circumstances related to social determinants of health (SDOH), 

such as differences in length of life; quality of life; rates of disease, disability, 

and death; severity of disease; and access to treatment.

Source: https://www.cdc.gov/chronicdisease/healthequity/index.htm
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• Using an antiracist lens will allow us to identify racial inequities and 

disparities. This requires a conscious decision to make frequent, 

consistent, equitable choices. 

• These choices require ongoing self-awareness and self- reflection 
as we move through life. In the absence of making antiracist choices, 

we (un)consciously uphold institutional  and societal inequities.

Achieving Equity Through an Antiracist Lens

Source: https://nmaahc.si.edu/learn/talking-about-race/topics/being-antiracist
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• Deep power imbalances — within systems and organizations

• Embedded systems of oppression and racism — advantaging 

certain groups and disadvantaging others

• Lack of access—social determinants of health (SDoH)

Contributors to Health Inequity 
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Anti-Racism
The act of opposing racism and white 

supremacy in all its forms – even the 

racism that exists within you and the 

forms you perpetuate with your behaviors.

Anti-Racist
One who is supporting an antiracist 

policy through their actions or 

expressing an anti-racist idea.

Source: The Antiracism Starter Kit — Where Change Started

https://www.wherechangestarted.com/the-antiracism-starter-kit
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“ We see the world, not as it is, but 

as we are – or as we are 

conditioned to see it. ”

Source: Stephen CoveyOffice for Diversity and Inclusion | Responding to Racist & Discriminatory Behavior Policy
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mindset shift 

from comfort to 
courage…

https://www.wherechangestarted.com/the-antiracism-starter-kit
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Strategies for Leading With Equity
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What do you think is key to be 

an equitable healthcare 

leader?
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• Make health equity a leader-driven priority.

• Develop structures and processes that support equity.

• Take specific actions that address the social determinants of health

• Confront institutional racism within the organization

• Partner with community organizations

Ways to Make Equity a Core Strategy

Source: https://catalyst.nejm.org/doi/full/10.1056/CAT.17.0556
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DEVELOP • Use new methods of thinking
• Cultural awareness and know one’s own biases

INTERROGATE
• Examine current practices and policies
• Consider other perspectives to identify blind spots
• Track patterns across differences

ENGAGE
• Encourage and lead brave conversations about 

racism
• Lead with equity in mind, always

PRACTICE
• Understanding from another person’s perspective 

and self-understanding
• Displaying humility
• Collaborating and sharing perspectives

Leadership Imperatives to Create an 
Anti-Racist Culture and Promote 
Equity

Source: Developed by Pamela Abner, MPA, CPXP, 
Office for Diversity and Inclusion, Mount Sinai Health System
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Apply New Thinking
Who is missing?     Who may be harmed?      Who is favored?  

• Consider groups being left out.

• Center those groups who are marginalized.

• Remove barriers.

• Provide resources based on need.

• Think about whose voices are not being heard

• Look for polices and practices that may favor some and cause harm to 

others.  
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• Reflecting on and knowing your own culture – why you believe what you believe, 

your history and early experiences that have shaped your value system

• Being aware of and monitoring your own interpretations and biases

• Asking people you trust to give feedback on biases of which you may not be aware

• Being accountable for your own journey towards greater awareness and 

understanding

• Using a journal to track and reflect on your identity and culture; identify opportunities 

for you and colleagues to share aspects of their learning as part of scheduled 

meetings

Practice Greater Self-Understanding by…

Source: The Winters Group, (2019)Office for Diversity and Inclusion | Responding to Racist & Discriminatory Behavior Policy



Mount Sinai Health System Vision
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Engaged Caregivers & Staff

Quality

Experience

Safety

Patient 
& Family
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Why: 
This policy was created to enhance organizational accountability, support, and solidarity around anti-racism and to promote psychological 
and physical safety to MSHS employees within the workplace. We understand that structures of racism and racist behavior are prevalent 

among patients and visitors. This organization is committed to fostering an environment that prohibits and addresses racist systems, 

conduct, and behavior. MSHS recognizes that implementing this policy is only the first step to preventing racist behavior and we will 

continue to serve as a resource, educate, and expand the awareness of this information through various platforms across the organization.

 
Who: 
The insights from MSHS leaders across the system developed this policy. Our leaders represent the following departments:
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Policy Development  

• Patient Experience
• Office for Diversity and Inclusion 
• Legal/Risk Management 
• Medicine
• Nursing
• Talent Development and Learning  
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Responding to Racist and Discriminatory 
Patient Behavior 
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Statement of Policy

Mount Sinai Health System strives to 
provide care that is safe, compassionate 
and equitable, and is committed to creating 
a safe environment free from all forms of 
racism, bias and discrimination for all who 
enter our doors. 

Scope of Policy

Any patient, family member or visitor 
who displays racist or discriminatory 
behavior in any way. 
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What does the policy encourage? 

Relearn

Partner with those who 
can support in 
managing patient and 
staff interactions to 
prioritize anti-racist 
behavior

Communication

Guidance on supporting 
staff including the targeted 
person and the team as 
whole, and managing the 
patient and family

Clearly describe the 
escalation process

Unlearn

Insensitivity and 
excusing discriminatory 
behavior as “normal” or 
passable under 
perceived stereotypes

Learn

Listen to staff and 
encourage them to 
share their experiences 
so we can best support 
them
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Scenario  Christopher, a member of our housekeeping staff, arrives at the 
hospital for his shift in the emergency room. As he begins his 

cleaning duties, he encounters an intoxicated patient who 
directs a derogatory racial slur towards him, stating, “that 

cleaning up after somebody else is the only job that your people 
are qualified for.” This offensive statement not only deeply 

affects Christopher, but it also impacts other staff members, 
patients, and visitors who witness the incident. According to 

the policy, how can you best support Christopher and those who 
were impacted by this incident, while also ensuring that you do 

not provoke or worsen the situation with the patient?

22Office for Diversity and Inclusion | | Responding to Racist & 
Discriminatory Behavior Policy
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Resources
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Resources 

MSHS Policy Responding to Racist 
Discriminatory Patient Behavior 

Available on the Intranet via PolicyTech

MSHS Communication for Practices 

Available on the Intranet via Brand Center

MSHS Pocket Guide Responding to 
Racist Discriminatory Patient Behavior 

Available on the Intranet via Brand Center
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This material is the property of the MSHS Office for Diversity and Inclusion 
(ODI) and may not be reproduced, edited, distributed or otherwise used 
outside of the original intent and method for educating or informing MSHS 
staff, without the express permission of the ODI.

Thank You
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Questions?
Please submit your questions using the Q&A icon
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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

March 12 | Headliner - Leading Healthcare & PX Teams with Clarity, Confidence and Courage

March 19 | Survivor Support Programs Strengthen Patient Experience

March 26 | Words Matter: The Transformative Power of Language for Empowering Care

March 28 | Where are my things? An Introduction & Application Tutorial

CONNECTION CALLS

March 6 | Volunteer Professionals Community Connection Call – Strategic Planning for 

Volunteer Services

March 20 | Patient Advocacy Community Connection Call: Promoting a Culture of 

Collaboration and Teamwork

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 world55+

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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