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Celebrate. Reenergize. Honor.

Happy PX Week
April 29 - May 3, 2024

Patient Experience Week is an annual event to 
celebrate healthcare staff impacting patient 
experience every day.

From nurses and physicians to support staff and 
executive professionals to patients, families, and 
communities served, the Institute hopes to bring 
together healthcare organizations across the 
globe to observe PX Week.
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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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Distinguish yourself 
as a leading 

practitioner in the 
field of patient and 
human experience.
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Our Speaker
Terri Hepp, MS, FACMPE, CPXP
Chief Experience Officer
Arnot Health
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introduction

In February of 2023 Arnot Health hit the “reset” 
button on Patient Experience and hired a CXO 
to lead experience initiatives across the 
enterprise. Foundational work needed to be 
completed to include developing an Office of the 
Patient Experience, reviewing and validating all 
data tables, hiring PX leaders and staff, and 
developing a comprehensive training program for 
all team members in alignment with our Values 
and from feedback we had from patient surveys 
and engagement surveys. 

Work began in April of 2023 and this fun and 
interactive training program, “Patient Experience; 
It’s what we do” launched in September of 2023. 
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goals
Develop an interactive Patient Experience 
Training Program that is focused on:

• How did we decide what training modules to 

incorporate? 

• Use of storytelling to teach concepts to ensure retention

• Focus on transferrable behaviors that apply to 

interactions with patients, families and team members

• Cross functional concepts

• Interactive behavioral based learning that is applicable 

to all team members



How to Develop Learning Modules
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• Employee Engagement Feedback made it clear that we needed to focus on 

Teamwork between departments and Communication in and across all areas.

• Patient Feedback highlighted the need for enhanced teamwork across the 

organization.

• Accountability was an opportunity.



timeline

APRIL 2023
Weekly brainstorming meetings 

began 

JUNE 2023
Learning module development 

complete; interactive activity 

development began 

AUGUST 2023
Curriculum and activities finalized; 

filming Huddle Video complete

Service Standards Work Group 

Meetings

SEPTEMBER 2023
Program Launch – Biweekly sessions

FEBRUARY 2024
16 sessions complete with 427 

attendees



COMMUNICATION

TEAMWORK

COURTESY & 

PROFESSIONALISM

JEOPARDY 
TO REINFORCE LEARNINGSERVICE RECOVERY

Learning modules
Modules align with key drivers



• In August of 2023 a cross functional ad hoc committee was 

created to develop Service Excellence Standards in alignment 

with our Values.

• The invitation to participate in this committee was open to all 

team members – 3,000+.

• Virtual Meetings began in the Summer of 2023, with 25 

participants. 

• Use of “I” statements to instill a sense of ownership.

• All statements are appropriate to all team members. 
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Service Excellence Standards Development 
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Service Excellence Standards Booklet 
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Essential behavior card…



PX Training Program to date… 
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427 participants 
16 sessions
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Setting 
participation 
expectations 
through regular 
messaging



Participation by department –Feb ‘24
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Correlation
Endoscopy

L&D & OB
4D
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Participant Feedback
 
If you were to describe this session in a single 
word, what would that word be?



Participant Feedback…
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1%

17%

27%

52%

0% 10% 20% 30% 40% 50% 60%

Slightly worse

About the same

Slightly Better

Far better

Compared to other required learning sessions I have 
attended, this session was __________.

79%
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Qualitative Feedback…
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Progress to Date
Inpatient Top Box Score Emergency Dept Top Box Score 

Outpatient Services Top Box



summary
A year after the creation of the Office of Patient Experience at Arnot Health, 
tremendous growth has occurred. A few examples are as follows:

• Onboarded PX Director
• Evaluated all surveys and unit table alignment
• Added four additional service line surveys
• Developed PX Training curriculum and launched program
• Developed and launched Registration Staff PX Training Program
• Developed and launched Nurse Residency Conflict Management 

Program
• Trained all directors/leaders to use the PX platform
• Developed automated standardized reporting
• Partnered with Human Resources to develop Employee Engagement 

programs 
• Developed Service Excellence Standards brochure to ensure team 

members understand our Values and live our Values
• PX Survey Results improved in all areas over FY22
• Secured a $10,000 HANYS grant in alignment with Age Friendly Care 

initiatives
• Partnered with Spiritual Care to develop a Candle Project to heighten 

awareness when patients are nearing end of life
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Next steps
• Continuously evaluate program content and adjust when appropriate 

• Monitor outcomes using qualitative and quantitative patient feedback

• Expand presenter team 

• Develop Provider PX Training Program

• Develop Resident PX Training Program in partnership with GME Program Director 

• Continue to offer intensely focused programming as needs arise

• Use the Service Excellence Standards to coach in the moment



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

May 7 | The Importance of Emotional Intelligence in Patient Relations (Part 1)

May 16 | The Weight of Responsibility: Using AI in the Patient Experience

May 21 | The Importance of Emotional Intelligence in Patient Relations (Part 2)

June 4 | A Global Perspective on Experience Excellence: Examples from Around the World

CONNECTION CALLS/CHATS

May 8 | Volunteer Professionals Community Connection Call – Volunteer Services and 

Patient Experience: Two Halves of the Same Goal

May 17 | PX Chat on PFA/PFACS: Revitalizing/Rebuilding

May 30 | Connection Call: Learning Programs to Support Your Experience Career Path

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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