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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 captiogs on/off

Show Captions

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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For more information, visit;
go.nrchealth.com/human-understanding
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Goals today

)))) How are we listening today in healthcare?

|
\ /

O What are we understanding from what we hear?

M Now What? How do we improve and impact positive results?



Scan the QR or use link to join

(=]
£+

[=]

[m] =
Rk

"

https://forms.office.com/r/GtNfNbhihy

(] Copy link

56 responses submitted

When you think healthcare consumerism, what word comes to mind?

Personal choice Patient experienceprice and service
patient choices Control of choice

control of their care Choice care best service

Choice shopping patient empowerment
service quality Patients quality services
High quality ¢,ncumer choice choice and trust
healthcare needs Health systems

Wordcloud All responses 1of1




Scan the QR or use link to join

https://forms.office.com/r/G9iAk2ZDBU

o Copy link

57 responses submitted

When you think healthcare workforce, what word comes to mind?

social services work environment employees

caring tired Overworked staff
Providers humans

Resilient Bu I‘I‘lOUt teamwork

Fatigue
Team Safety Stressed service

health and administration Dedication

Administrators

Wordcloud All responses 1of1




Consumers and Patients

4 7%

of healthcare consumers find
healthcare extremely confusing




Workforce

46%

Nearly half of health workers reported
often feeling burned out in 2022, up
from 32% in 2018.

44%

Nearly half of health workers intended
to look for a new job in 2022, up from
33% in 2018.



Healthcare Is at a tipping pa
our workforce and patient

populations age and assume
shifting expectations formed by
generational influences.

Connected touchpoints and holistic

management of Consumer, Patient, -~
Employee, and Community experience '
Is expected and vital.



THE RESULTS PYRAMID®

Experiences

©Partners In Leadership

ers, Roger and Smith, Tom. Change the Culture Change the Game. New York: Penguin Group Inc. 2011

The experiences people have
ultimately drive results

Many organizations work at the
top of the pyramid; focused only
on actions and results
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Experience rk through
Management an experience focused lens

© NRC Health



Healthcare experiences
are Human experiences.

Listening with empathy and

using technology and Al to

better Understand needs is key in
creating positive and impactful
experiences that Improve outcomes.




Hackensack Meridian Health

Who We Are

18 Hospitals
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Medical Centers

University
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Center for Discovery
& Innovation
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Children’s
Hospitals

Behavioral
Health Hospital

Long Term Acute
Care Hospital

School of
Medicine




WIN MORE PATIENTS + SHRINK PATIENT OUTMIGRATION + REDUCE EMPLOYEE TURNOVER

PATIENT
EXPERIENCE

TRUST

MARKET
EXPERIENCE

PRESENCE

9

CONSUMER
EXPERIENCE

CHOICE

EMPLOYEE
EXPERIENCE

PURPOSE



Hackensack Meridian Health:
Listening, Understanding, & Improving

We aim to listen to our .

patients and workforce, < Patient .> Know me!
to understand their needs
and what matters most,

and to continuously < Workforce 0> Make it easy for me!
improve and Keep
Getting Better!

< PX Leader 0> Give me the tools!




LISTEN, UNDERSTAND, IMPROVE

< Patient 0> Know me!

= |n 2014, the US Consumer Reports shared
the following statement

The surprising way to stay safe in a hospital:
Increase your odds by getting staff to listen and
treat you with respect

= Today, there are multiple ways we obtain
patient information

= Challenges remain!




LISTEN, UNDERSTAND, IMPROVE

<Workforce 0> Make it easy for me!

= Clinicians want to do the right thing

= Spending more time on the
computer collecting information but
little time to pull it all together

= Clinicians care about what matters
most to their patients but get
caught up in tasks instead of time
at the bedside or on consultation

© NRC Health




LISTEN, UNDERSTAND, IMPROVE

< PX Leader 0> Give me the tools!

= Patient experience is an important part
of the patient quality of care

= More insights than we have had
historically yet we can’'t seem to narrow
down the key areas of focus to support
continuous improvement

= Moving away from focusing on the
numbers to focusing on understanding
our patients on an individual basis and
as a population
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< LISTEN > < UNDERSTAND > < IMPROVE >
= Capturing the feedback the = Al powered natural = Point of Care
patient wants to give in a way language Q&A Coaching Tips
that makes sense to them T " e _ _
= IVR, SMS, eMail Inr:linshlt;ona are - Compllm_e!’lt Sharing
g / Recognition

= Using methods to facilitate

the feedback and amplify the , = Service & Transition
patient’s voice Digest Alerts

=  Frontline Summaries &

Patient portals, apps, = Band Tracking

OR codes = Transparency

= Benchmarking
* |n their own words

= Video, voice, pictures



Aligning the partnership with NRC Health & HMH'’s Strategic Goals

© 06 0 O

Optimizing Al

and other digital
technologies to
promote workflow
efficiencies

Improving the overall
patient journey and
experience - through
various points of
services within the
HMH network

Reducing
readmissions and
other care pathway
failures

Continuously
improving the
brand experience



The most complete
experience stack built
exclusively for healthcare

HUMAN UNDERSTANDING
LISTEN
UNDERSTAND

IMPROVE

Nrc

HEALTH



Technology innovation for
a more human way to...

Patient feedback

Feedback from Christophe

LISTEN

* nGage

Have a comment?

b, Feedback summary

A cheerful child in a hospital room excitedly shares how
Nurse Sarah is super nice and made them feel comfortable.
They highlight the fun art activities they enjoyed with the
cool art supplies, thanking the hospital for making their stay
enjoyable

Cancel Send feedback to Dr. Lisa



Technology innovation for
a more human way to...

LISTEN

* nGage

UNDERSTAND

®* nQuire




Technology innovation for

a more human way to...

LISTEN

e NG age overview

Diagnosis

Patients

UNDERSTAND

Patient history

Billing & Invoice

®* nQuire

° n P ower Documents

Components

Support

Bradley He:

@ Flowsheets

Vitals

Insulin injection

@ Chronic diagnoses

4) Hyperlipidemia

(493.90) Asthma
(250.00) Hype:

1 Acute diagnoses

@ Social history

Former smoker

@ Drug allergies

Penicilins (very mid, dizzi

@ Food allergies

@ Environmental allergies

enom (moderate)

Patient experience tips for Aly

Communicate clearly and compassionately

Aly has expressed concerns with communication,
particularly regarding the articulation of her
symptoms and the reason for her visit. Ensure all
her symptoms are clearly documented and that
the care plan is explained transparently

Acknowledge the complexity of her

condition

Aly’s negative experience in the past made her
feel like no one believed her. Start by
acknowledging the complexity of her condition to
ensure she knows you are considering all options

Aly might benefit from integrative medicine
Notably, 33% of patients in her zip code prefer
JoyHealth for these services. Consider
recommending JoyHealth for integrative medicine
to Aly.

{ Show patient feedback summary
N




Technology innovation for
a more human way to...

LISTEN

* nGage -

Feedback Management 5 +  G3 subscribe xport = Jun 01,2023 - May 31, 2024

Open Alerts Closed Alerts Total Alerts

UNDERSTAND 112 350 AN

®* nQuire
Feedback
* nPower

OWNER: TEST_USER ADMIN_PHI_TD_AND ALERTS

IMPROVE
* nAct

What Else Re: Experience:
Ease of scheduling, friendliness of front office staff




Technology innovation for
a more human way to...

LISTEN

* nGage

UNDERSTAND

[ ) n Q ui re © Improvement tips

While your overall performance is strong, there's always room to grow! To further enhance the

patient experience

[ ] n P OWe r 1. Engage in active listening: Focus on what the patient is saying without interruptions,

acknowledge their concerns, and respond thoughtfully. This will help them feel like you've spent
more time with them, even without actually spending more time.

Engage in active listening: Focus on what the patient is saying without interruptions,

| M P R O V E acknowledge their concerns, and respond thoughtfully. This will help them feel like you've spent

more time with them, even without actually spending more time.
Engage in active lis : Focus on what the patient is saying without interruptions,
[ ) nAct acknowledge their concerns, and respond thoughtfully. This will help them feel like you've spent

more time with them, even without actually spending more time.

© Watch tips videos

* nLighten




Summary

0)) Listening with intent and empathy is key to better healthcare experience

Understanding the care needs and being proactive in our actions make these
healthcare experiences meaningful

Iz Achieving a positive experience and striving to continuously improve creates
lasting values.

Hackensack Meridian Health and NRC Health are truly aligned in partnering to
achieve this

4



Elizabeth
Paskas

SVP, Chief Patient Experience &

Performance Improvement Officer,

Hackensack Meridian Health

elizabeth.paskas@hmhn.org

Vinitha
Ramnathan

Chief Product Officer,
NRC Health,

vramnathan@nrchealth.com



Upcoming Events & Programs

WEBINARS

September 17 | Headliner - New \Ways to Care presented by Maureen Bisognano

September 24 | Applying Equity, Diversity, and Inclusion in Co-design with Patient

Experience Partners Access our vast library

October 1| Ownership at the Frontline: Innovating an Experience Champions Program of on demand patient
experience webinars.
CONNECTION CALLS/CHATS Webinars are included in membership

with the Institute.

September 20 | PX Chat on PFA/PFACS: Sustaining/Growing
September 27 | PX Connect Live - Wayfinding

October 9 | Connection Call: Membership Benefits Overview

theberylinstitute.org




Thank You

theberylinstitute.org
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