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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.

« [0 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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Headliner Webinar Series Sponsored by:

For more information, visit:
pcare.com
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Our Speaker

Dwight W. McBee, MBA, BSN, RN

Senior Vice President,
Chief Experience Officer
RW/J Barnabas Health
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CMS on Health Equity

Health equity:

The attainment of the highest level of health for all people, where
everyone has a fair and just opportunity to attain their optimal health
regardless of race, ethnicity, disability, sexual orientation, gender identity,
socioeconomic status, geography, preferred language, or other factors that
affect access to care and health outcomes.

Source: CMS.gov




My Why

* Health experiences are complex
and deeply personal.

e Lived experiences, even nhon-
healthcare experiences, last a
lifetime.

e A lifetime of experiences can
pass from one generation to
another.




WHY?

Because it’s the right thing to do.

H 0 S P I TA L V. &e Joint Commission
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Changing Health Equity Landscape

e Health Equity is no longer an optional
priority.

 The regulatory pressure to comply has
caused health systems to dedicate
time and effort to address gaps in care.

e We cannot allow Health Equity efforts
to become “just another thing”.




Social and Economic Disparities Impacting Health Outcomes




Health-Related Social Needs Screening

“Healthcare organizations should not solely rely on HRSN questionnaire
data collected through a patient-portal as an accurate representation of
a population’s needs.”

Do | trust you?

“This Viewpoint discusses recently established quality measures designed to
screen patients for health-related social needs and how they may not only come
up short, but impede progress in health equity.”




Produces an audible click at
a regular interval to set the
timing of a musical
compilation.

Metronome

Ensures musical connectivity

Keeps the song moving at the right pace

Allows space for creative expression and interpretation
Once understood (internalized), muscle memory takes over




Metronome

“l don’t want to be in “Idon’t care. I'm “v|| treat myself”
the hospital either” going home”
“Its because
I'm black”
No staff
ER Wait Introduction
Staff Wrong Wait for
Rude Meal doctor
“This is why | only “Who do they think
go to the doctor they are?”
when | feel sick”

e Qur lived experiences impact the way we interpret each “beat”.
* One bad experience can cause our patients to “hear” extra noise.
* A patient will disengage due to all of the noise in the system.




The PFCC Health Equity Relationship

Organizational strategies to
address Health Equity intersect
with efforts to address Patient
Centeredness.

Equity leaders have a valuable
skillset in developing
interventions to address patient
centeredness.

Level 4
Publish Data

Level 3
Intervene

Level 2
Analyze Data

Level 1
Collect Data

J

Patient Centeredness

Advocacy,
Resource
referral,
counseling

Trends. Segments,
Leading indicators,
Dashboards

External data sources,
HRSN, SOGI, REaL, Gender

Health Equity

Organizational strategies to
address patient centeredness
intersect with efforts to address
health equity priorities.

Experience leaders have a
valuable skillset in developing
interventions to address health
equity.



Metronome

“l should ask them about
my medication issue”

“They replaced my

“l always go to this
meal quickly” VS E

health system”

“Thank you for What are your A
., concerns before you [ \
your service 207"

]

“Asks Wrong
about Meal
family”

“They are really

) “l want to make sure | get all
thoughtful here.

my questions answered?”

* Small efforts to connect make a huge difference.
* One bad experience can easily be overcome with enough emotional capital.
e Health engagement and self management continues.




Human Systems

Sensor Effector

Detecting human experiences. Proactive system re-design.

Survey Operations Service Standards

Rounding Service Learning and Development Resources
Complaint / Grievance Best Practice Deployment
Clinical Turn Around Times Service Empowerment Programs

ED Hold Times Signature Moment Design Sprints

Service Deterioration Index

Patient Initiated Service Alerts




Racial Segments




Racial Segments Cont.




Generational Segments




Gender Segments




Best Practices

e The clinician experience is
hampered by too many data
access points.

e Experience leaders are well
positioned to bring order to
chaos.

e Change is difficult, multiple

sources of truth is impossible.
PX leaders need to facilitate full integration of organizational

sensing data to focus action and accelerate improvement.




Best Practices

e Culturally Centered Care
— Su Salud Medical Program
— African American Medical Program
— Center for Asian and Chinese Health
— Indian Medical Program

e |npatient Health Navigator Program
e Community Health Worker Program

e RWIJUH Mexican Consulate
Partnership







RWIBH Asian Patient Experience




Dwight.mcbee@rwijbh.org

https://www.linkedin.com/in/dwmcbee



mailto:Dwight.mcbee@rwjbh.org
https://www.linkedin.com/in/dwmcbee

PX Continuing

—ducation Credits

« This webinar is approved for one (1) PXE credit through Patient

Experience Institute.

e To obtain PXE credit, participants must attend the webinar in its entirety
and complete the webinar survey within 30 days.

o 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

« January 7| The Power of First Impressions in the Ambulatory Care Setting

« January 16 | Building Trust in Healthcare: Insights from UAB Medicine's Humanistic
Care Study

e January 21| What Healthcare Providers Need to Know About Newcomer Health Equity

« January 28 | Nonviolent Communication to Improve the Human Experience

« February 4 | Compassion Rounds: Connecting with Patients and Families Beyond a
Diagnosis

CONNECTION CALLS/CHATS

« December 20 | PX Chat on PFA/PFACS: Sustaining/Growing

e January 22 | Book Club - Return on Human Experience: Eight Guiding Principles to
Inspire Excellence in Healthcare

theberylinstitute.org

Access our library
of on demand
webinars.

Webinars are included in membership
with the Institute,




Thank You
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