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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

Roxanne Baier, MN, CPXP

Manager, Quality Improvement-
Patient Experience

Baylor Scott & White Health

Katy Miller, M.Ed., LSSGB, CPXP

Manager, Patient Experience and 
Volunteer Services

Baylor Scott & White Health



Unleashing the Collective Potential: 
The Power of Team-Based Leader Rounding in Elevating Patient Care

• Katy Miller, MEd, LSSGB, CPXP, Manager Patient Experience and 
Volunteer Services Baylor Scott & White - McKinney 

• Roxanne Baier MN, CPXP, Manager Quality Improvement, 
Baylor Scott & White



Disclosures

I have no relevant financial relationships to disclose, and I do not intend to discuss off-
label/investigative use of a commercial interest/drug/product/device.



Learning Objectives

• Establish a cross-functional team focused on engaging with patients to enhance both 
patient and employee experience through collaborative efforts and continuous 
improvement

• Evaluate how leader rounding can enhance communication between healthcare 
leaders, frontline staff, and patients leading to better care coordination and patient-
centered care.

• Identify effective strategies and best practices for conducting leader rounding that 
fosters a positive and empathetic patient experience. 



In 2013, Baylor Health Care System merged with Scott & White 
Healthcare to form Baylor Scott & White Health, the largest 
not - for - profit healthcare system in the State of Texas.  



51 Hospitals
590 Specialty care clinics
254 Outpatient clinics
158 Primary care clinics

30 Ambulatory surgery centers
62 Urgent care clinics

CENTRAL TEXAS
8 Hospitals

203 Specialty care clinics
31 Outpatient clinics
39 Primary care clinics
8 Urgent care clinics

GREATER AUSTIN
9 Hospitals

100 Specialty care clinics
45 Outpatient clinics
36 Primary care clinics
11 Urgent care clinics

DIGITAL CARE
254 Counties (available statewide)

HEALTH PLAN
171 Counties

DALLAS-FORT WORTH
34 Hospitals

287 Specialty care clinics
178 Outpatient clinics
83 Primary care clinics
30 Ambulatory surgery centers
27 Urgent care clinics

O ur s e rvic e  
a re a s



BSWH a t  a  g la nc e

Operating revenue as of June 2023. Community benefit is as of June 2022.

52,000  
e m p lo ye e s

1.2 million+
c o ve re d  live s  
(He a lt h  P la n  a n d  AC O )

$13.9 billion  
t o t a l o p e ra t in g  
re ve n u e

$997 million 
c o m m u n it y b e n e fit

3.5 million 
c u s t o m e rs

2.8 million 
MyBSWHe a lt h  
a c c o u n t s

7,100+ 
p h ys ic ia n s

12 million+ 
p ro fe s s io n a l 
e n c o u n t e rs  a n n u a lly

1,250+ 
h e a lt h  s ys t e m  c a re  s it e s  
in c lu d in g  h o s p it a ls , 
c lin ic s , a n d  s u rg e ry 
c e n t e rs  



Empowering you
to live well

8

O u r C o re O ur Vis io n
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11,527
admissions

192 4.41

Baylor Scott & White Medical Center — McKinney

2,476

38,925

10241042
Opened in
July 2012

43,301



Go a ls  fo r  t he  Se s s io n



Da t a  Drive n  De c is io n  
Ma kin g

In it ia l C o n c e rn sO rg a n iza t io n a l C u lt u re

Ho sp it a l La nd sc a p e



Bryan Bane, Director of Supply Chain
April Castellon, Imaging SupervisorClick for Video

https://www.youtube.com/watch?v=iFiwW-GQNnM


A Lo o kb a c k To  Whe re  We  We re -  FY 22

• La c ke d  fo rm a l, s t ru c t u re d  ro u n d in g  p ro g ra m
• In c o n s is t e n t  p a rt ic ip a t io n  a n d  e s c a la t io n  p ro c e s s
• La c ke d  u n it - s p e c ific  fo c u s  it e m s
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SUP P O RT

C O NNEC TIO N

STRUC TURE
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• P ro t e c t e d  t im e  o n  c a le n d a rs  (d a ily)

• Ro u n d in g  b y RN a s s ig n m e n t

• Le a d e rs  a s s ig n e d  t o  s p e c ific  u n it s

• Ro u n d in g  d e b rie fs  ( t w ic e  a  w e e k)

• Tra n s p a re n c y a n d  a c c o u n t a b ilit y

SUP P O RT

C O NNEC TIO N

STRUC TURE



Ut ilizing  Te a m s  t o  
p ic k ro und ing  
a s s ig nm e n t :



Bryan Bane, Director of Supply Chain
Megan Jackson, Nurse ManagerClick for Video

https://www.youtube.com/watch?v=nKFPLKDyPag
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• Ed u c a t io n

• Le a d e r Ro u n d in g  Wo rks h o p

• At - t h e - e lb o w  c o a c h in g

• Ha n d o u t s / Flie rs

• Se n io r Le a d e rs  p rio rit ize  ro u n d in g

• Re a l t im e  p ro b le m  s o lvin g

SUP P O RT

C O NNEC TIO N

STRUC TURE



Ed uc a t io na l Re so urc e s  fo r  Ro und e rs



Ka yla  C a re y, Dire c t o r o f Nurs ing
Dr. Je ff Ke rr , C h ie f Me d ic a l O ffic e rClick for Video

https://www.youtube.com/watch?v=fwTDwVHDZ9s
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SUP P O RT

C O NNEC TIO N

STRUC TURE

• Bu ild in g  a n d  d e e p e n in g  re la t io n s h ip s

• Da t a  d rive n  fo c u s  it e m s

• Hu m a n ize s  t h e  w o rk w e  d o

• Ac t iva t e s  o u r c o m m it m e n t



Trang Nguyen, Chief Nursing OfficerClick for Video

https://www.youtube.com/watch?v=2KMDANruqsE&t=1s


A Lo o kb a c k To  Whe re  We  We re -  FY 22



Firs t  Ye a r Re su lt s -  FY 23

• Fe w e r s e rvic e  re c o ve rie s , m o re  e ffic ie n t  e s c a la t io n / re s o lu t io n
• De e p e n e d  re la t io n s h ip s
• Re d u c e d  c a lls  t o  P a t ie n t  Re la t io n s



Year Over Year Comparison



Firs t  Ye a r Re su lt s -  FY 23



Megan Jackson, Nurse Manager
Bryan Bane, Director of Supply Chain

April Castellon, Imaging SupervisorClick for Video

https://www.youtube.com/watch?v=vMzMyjL3dmk


Ms. Maxine Moore, Former PatientClick for Video

https://www.youtube.com/watch?v=Cup0pZ0RmdA&embeds_referring_euri=https%3A%2F%2Fhubblecontent.osi.office.net%2F&source_ve_path=Mjg2NjY&feature=emb_logo


Le a rn ing s  Alo ng  t he  Wa y a nd  Ne xt  St e p s

Mo n d a y Mo rn in g  Fire s

C o n s is t e n t  Exp e c t a t io n s

G e t  C re a t ive

Be  In t e n t io n a l

Im p o rt a n c e  o f Re c o g n it io n

C o n t in u o u s ly Ad d  To o ls



Le a d e rs h ip  t e a m  a n d  Ro u n d e rs  a t  Mc Kin n e y

P a t ie n t  Exp e rie n c e  De p a rt m e n t

Vid e o  P a rt ic ip a n t s

Se s s io n  At t e n d e e s

• Brya n  Ba n e , Dire c t o r o f Su p p ly C h a in
• Ap ril C a s t e llo n , Im a g in g  Su p e rvis o r
• Ka yla  C a re y, Dire c t o r o f Nu rs in g
• Me g a n  Ja c ks o n , Nu rs in g  Ma n a g e r
• Dr. Je ff Ke rr, C MO
• Tra n g  Ng u ye n , C NO  
• Ma xin e  Mo o re , Fo rm e r P a t ie n t



Wh a t  q u e s t io n s  
d o  yo u  h a ve  fo r 

u s ?  

Ka t y.Mille r@b s w h e a lt h .o rg
Ro xa n n e .Ba ie r@b s w h e a lt h .o rg
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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

August 15 | The Hospitality Effect: Creating a Culture to Improve Care & Outcomes

August 27 | Empowering Healthcare: Understanding and Supporting Trans and Non-

Binary Patients

September 5 | Using Gratitude to Elevate the Human Experience

CONNECTION CALLS/CHATS

August 7 | Volunteer Professionals Community Connection Call – Shadowing

August 8 | Connection Call: Membership Benefits Overview

August 14 | Lost Belongings Workgroup

August 16 | PX Chat on PFA/PFACS: Revitalizing/Rebuilding

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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