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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.



3 theberylinstitute.org

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

Tracey Benson
Service Excellence Specialist

Southcoast Health

Yinka Oluwole, CPXP

Executive Director, Service 
Excellence & Patient Experience

Southcoast Health
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Human Experience

Yinka Oluwole, CPXP | Executive Director, Service Excellence & Patient Experience

Tracey Benson | Service Excellence Specialist, , Service Excellence & Patient 
Experience



Disclosures

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



Learning Objectives

Align rewards and recognition to 
performance metrics and service 
behaviors.

Nurture a culture of ownership  and 
accountability across the health system.

Recognize and delight our caregivers for 
providing exceptional service and care.



About Southcoast Health 

+ Founded in 1996 through merger of 

three hospitals

+ Largest employer in the South Coast, 

7,500+ employees 

Serving Providing



About Southcoast Health at a Glance

7 
URGENT CARES

76
CLINICS

675
PHYSICIANS

1.4M+
OUTPATIENT VISITS

230,000+
PATIENTS 

30,000+
INPATIENT 

DISCHARGES

At a glance

1 Visiting Nurses Association 





The Gratitude Report is a part of our 
Grateful Patient Program, utilizing 
positive feedback, comments, and 
stories from patients to honor 
caregivers who exemplify our values 
and service behaviors.

The Gratitude Report is a quarterly 
publication that features the names of 
caregivers recognized by patients and is 
distributed throughout our health 
system every three months.

The Southcoast Health Gratitude Report 

Grateful Patient Program

Quarterly Publication



The Southcoast Health Gratitude Report

“I've learned that people 

will forget what you said, 

people will forget what you 

did, but people will never 

forget how you made them 

feel.”

― Maya Angelou



Service Behaviors

At Southcoast Health we are all caregivers. 

We are More than medicine!

At Southcoast Health, we do More every day to

fulfill our Promise Embracing the “Model of

More,” underscores our commitment to

enriching lives beyond medicine.

The Enhanced Model of More

Our Promise
Exceptional Care from People Who Care.

Vision
Be bold. Be the best. 

Be the leader in delivering exceptional, accessible, 

and convenient care and service.



Using The Voice of the 

Patient
Exceptional Care from People Who Care.



The Journey to Excellence - Modeling More

The Voice of the Patient
Exceptional Care from People Who Care.

These caregivers embody what it 
means to be More than medicine.

Hannah went over all my test results with me. 
She is very compassionate and 
knowledgeable. I would recommend her to 
anyone.

Lisa is always right on top of any issues I 
present with. She listens carefully and is 
always empathetic. She notices my 
improvements and it's clear that she 
genuinely cares about me and my wellbeing. I 
feel fortunate to have her as one of my 
providers

REAL PATIENT COMMENTS



The Journey to Excellence - Modeling More

The Voice of the Patient
Exceptional Care from People Who Care.

I choose to be More than medicine.

What gets measured gets done, 
What gets measured and fed back 
gets done well, 
What gets rewarded gets repeated”

- John E. Jones



How does your Health System use positive patient and family 
feedback ?



The Journey to Excellence – Sharing Compliments 

Making Recognition Systemwide 

Wow Moments/Stories were typically shared 
within the individual care settings or 
departments.

Process Improvement

Our initial attempt didn’t quite hit the mark.

What’s in it for Me (WIIFM)

During PX Week 2023 we introduced the 
Service Behavior Charms 



The Southcoast Health Gratitude Report – Service Behavior Charms 



Comments 
aligned to 
Service 
Behaviors

16



Gratitude Reports



Caregivers 
Getting 
Charmed  

18

* – Names that have been 
mentioned more than once.



The Southcoast Health Badge Charms 



A “Charm-ing” Evolution

FY23 Q2

70 
Charms

FY23 Q4

115 
Charms

FY24 Q1

130 
Charms

FY24 Q2

146  
Charms



Going “Charm-ing”



Going “Charm-ing”



Going “Charm-ing”



+ A Caregiver in the Emergency Department 
took a Picture and sent it to her mom.

+ The Pharmacy Manager was so happy that 
one of his staff was mentioned he did not 
realize that his team were on survey 
comments.

+ The Public Safety team were surprised that 
patients mentioned them by name they 
thought most comments about them were 
negative. 

The After Glow of “Charm-ing” 



Nurturing A Culture Of Ownership And Accountability.

+ Building Trust: 
When people feel appreciated, they are more likely to trust their 
colleagues and leaders, which enhances collaboration and 
accountability.

+ Strengthening Relationships:
When leaders' express gratitude with specific examples, it 
illustrates appreciation. This recognition fosters a sense of 
ownership—caregivers feel valued and connected to the 
organization.

+ Encouraging a Positive Work Environment: 
A culture of gratitude creates a positive and supportive work 
environment. This positivity can lead to higher job satisfaction and 
a greater sense of responsibility towards one’s work and the 
organization.



Gratitude & Pathway to Excellence Program  

Gratitude Fosters 

+ Positive Work Environment

+ Empowerment and Engagement

+ Staff Retention and Satisfaction

+ Safety and Quality

A positive work environment leads to staff satisfaction 
& enhances nursing excellence and patient outcomes.



Next Steps – Providers Making an Impact 

Recognizing our Providers from 

the Southcoast Physicians Group 

(SPG) that do More.



Monthly 
Recognition 

Rolling 3 Months 
Recognition 

Next Steps – Providers Making an Impact 



Key Takeaways

Transforms The Patient Experience:

Caregivers look forward to coming to work because they feel 

valued. Job satisfaction and collaboration soar. eel 

appreciated, their performance soars. Gratitude reinforces 

their sense of purpose and validates their efforts.

Boosts Employee Performance and Motivation:

When caregivers feel appreciated, their performance soars. 

Gratitude reinforces their sense of purpose and validates their 

efforts.

Enhances Well-Being and Reduces Stress:

Grateful caregivers experience improved well-being. They’re 

more resilient, less stressed, and better equipped to handle 

challenges.

Gratitude -



Questions 

At Southcoast Health we are all caregivers. 

We are More than medicine!
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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

September 12 | A More Human Way to Listen, Understand, and Improve

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

October 1 | Ownership at the Frontline: Innovating an Experience Champions Program

CONNECTION CALLS/CHATS

September 11 | Patient Advocacy Community Connection Call: Disruptive Behavior 

Response Plan

September 20 | PX Chat on PFA/PFACS: Sustaining/Growing

September 27 | PX Connect Live – Wayfinding

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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