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The Beryl Institute is a global community of healthcare professionalsa nd
experience champions committed to transforming the ~ human experience in

healthcare. As a pioneer and leader of the experience movement and patient
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access to unbiased research and proven practices, ne tworking and professional
development opportunities and a safe, neutral spacet o0 exchange ideas and learn

from others.
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care. We believe human experience is grounded in the experiences of patien  ts &
families, members of the healthcare workforce and th e communities they serve.
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&W [l VIUIGX SR XLI JIEV MR [LM G Lcontin@ddPtd Fell EsXhad they see experience as There is not one idea highlighted, one accomplishment
15 years as a membership community, it drew me encompassing of the quality and safety they expect listed, one report or presentation shared on the pages
back to think about our roots and what inspired the from healthcare and the way in which they are treated, that follow that has not stemmed in some way from
framing of what this community would become. The communicated with, and listened to. that simple idea — that in coming together to seek
foundational idea was that collaboration was and solutions big things can and will happen. That is what
remains the path to the greatest success. In a world This community has, even through these rocky waters, each and every one of you who see your names listed
15 years ago where people were more committed to responded with power in the face of these challenges. SV EGXMSRW VIUuIGXIH SR XLI TEKIW XLE
getting better scores than their neighbors and were We have responded in the one way a group of people achieved. That is what all of us who have learned
often unwilling to share their paths to improvement committed to the healthcare and human experience from and acted forward as a result of something we
with their peers, we believed there was another way. could. We have stood together, expanded our support experienced or encountered from our peers in this
for each other, shared more than we ever had before community represent. That, to me, is all The Beryl
We worked with intention to create a neutral and safe at scales and scope that reached around the world. Institute truly exists to be.
place where you could share your successes and From the breadth of webinars and cases that brought
vulnerabilities, where you could discover the nuggets practices to life, to the research and papers and And we are able to do that because of you, those
of knowledge you needed, where you could make articles in Patient Experience Journal, that expanded who chose to engage, share, learn, and lead forward
connections to peers you could both share with and IZMHIRGI ERH GSRXMRYI XS HVMZI M Rirgsther. X anpratefid @ eashwpf yousey your
PIEVR JVSQ ERH [LIVI ]SY GSYPH (R H-EhisgdbnsniMityRddd to the opportunity we saw. A contributions. | am inspired by your willingness to
path to action to achieve the outcomes we all seek to relentless commitment to experience must not fade. show up. | am thankful for our team at the Institute
realize in healthcare. We did this with a commitment We saw this with the broader framing of learning under who remains committed to ensuring that can happen
not to espouse one model or sell one idea, but rather the new banner of Patient Experience University, and every day for all of you. And | am inspired that from the
to be an innovator and catalyst, a developer and a commitment to expanding experience learning TS[IVIYP WIIH SJ GSPPEFSVEXMSR [I LEZ
aggregator, to serve as a connector where all voices globally and to bringing knowledge and skill we have done so in the interest of something bigger
could come together in a safe way and with a shared development to where it is needed around the world. than any of our us or this organization. It is our shared
belief, that through our collaboration we could truly 'l WE[ XLMW MR XLI IWXEFPMWLQIRX P8lighthat iRye|qan gpanexayyorld in which we are our
transform the human experience in healthcare. in establishing regional connections and networks best as human beings caring for human beings, then
in so many places around the world, fostered by anything is possible. And that is all we can hope for.
8LI IGSVXW SJ XLMW GSQQYRMX] WLEVGSPFREKEVEEMKMREW IUSVXW ERH TEVXRIVW [LS [EPO [MXL YW
XLEX JSPPS[ VIUIGX XLI GYPQMRE XM SR efevating jd Eowninitrxedt t& hurnén experience. We Thanks to you all for traveling this journey with us.
commitment and serve as the steppingstones to the saw this in the expansion of an amazing Community There remains big work to do.
next 15 years and beyond. This past year brought a (SYRGMP XLEX VIUIGXW E FVSEH WIX SJ TIVWTIGXMZIW VSPIW
great deal of transition and uncertainty. Healthcare and settings that impact experience outcomes, and // ﬁh
systems were being pushed by the economics around that represents the diverse tapestry that is The Beryl \_j
them, with people fearing issues of cost in some Institute community. It breathes the very value that
countries and access in others (if not both in many). inspired this community 15 years ago in all it does — Jason A. Wolf, PhD, CPXP
At the same time healthcare consumers globally collaboration. President & CEO
3 2025
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A continued commitment since 2021

Alongside our community, we continue our commitment to excellence in the human experience for patients, the healthcare workforce, and the communities

we serve through the Declaration for Human Experience. You can still sign the declaration at

In a world facing consistent,
dynamic, and rapid changes in how
we communicate and connect, the
realties and challenges for the global
healthcare system have been clearly
revealed.

Economic pressures, workforce
shortages, policy decisions, growing
patient needs, and social tensions,
catalyzed by recent health events,
have exposed a systemic opportunity
critical to building a vibrant, healthy,
and sustainable healthcare system:
the need to heal and strengthen the
humanity at the heart of healthcare.

Healthcare professionals and
organizations are working daily to
respond to the growing needs of their
patients and the communities they
serve with compassion and clinical
excellence. In the face of economic
and workforce challenges healthcare

transformhx.org .

Declaration for Human Experience

harder to address directly due to policy
and social pressures. Organizations
continue to work tirelessly to tackle

the essential issues of access to care,
EUSVHEFMPMX]
outcomes.

These issues are not new; while
elevated by recent history, they

have lived just beneath the surface
of healthcare for decades and they
come with a heavy price. They call
for a fundamental shift in thinking and
direction in how each of us lead in
healthcare today.

We are now in a moment where there
is no normal to which to return. Rather,

common thread that binds each of
these areas together—the human
experience.

ERH 1UY M >BE Elevating 3nd panstoyming the

human experience in healthcare, we
GVIEXI E QSVI I1UIGXMZI
and equitable healthcare system

that results in better experiences

and outcomes for patients of all
backgrounds, a more supportive,
energizing and collaborative
environment for healthcare
professionals, and healthier
communities that break down barriers
to care.

We are called to lead courageously

[ EVI GEPPIH XS GRH WSPY%Mg3 BWer&ahdWgthdt we are,

forward, across the global healthcare
ecosystem, together.  Those who
resist or return to old ways, either
intentionally searching for the comforts
of the past or due to lack of clarity

SVKERMA"EXMSRW GSRXMR % h¥vétoipRdt faswalrdt, Arbllikély to
[E]IW XS JYPOPP XLIMV QM Viebdvh& 6bsil&te @ B hedhvawdrid.

their communities, while working to
address the health and well-being of
the healthcare workforce.

At the same time, the realities of
systemic disparities and inequities
remain painfully apparent, even if

5 INSTITUTE

This reality calls on us to forge a
new existence that breaks down
the deeply rooted and distinct silos
of patient experience, employee
engagement and community health
with an unwavering focus on the

OVWX ERH JSVIQSWX
caring for human beings. In answering
this call, we commit to:

e Acknowledge and dismantle
systemic racism and prejudice,
tackle disparities and provide the
highest-quality, most equitable
care possible.

e Understand and act on the
needs and vulnerabilities of the
healthcare workforce to honor

reenergize their purpose.

* Recognize and maintain a focus on
what matters most to patients, their
family members and care partners
to ensure unparalleled care and a

V | W TCSrrRmimentto health and well-

being.

» Collaborate through shared
learning within and between
organizations, systems and the
broader healthcare continuum to
forge a bold new path to a more
human-centered, equitable and

[GIGXMZI LIEPXLGEVI W]WXI

In making this declaration personally
and publicly, we stand for all we can

L v o i2Rd Mg bejinpealthcare. In aligning

our words and actions to move

this cause forward, we commit to
transforming the human experience
in healthcare for all patients, the
healthcare workforce, and the
communities we serve. In working
together to see these ideas become
realities, with persistence and focus,
we can and will change the face of
healthcare for the better around the
world. We believe that is what every

XLIMV GSQQMXQIRX E R HuBE paiQ dERHes.
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Our community shares a passion for improving the he althcare experiences
of patients, their families, and caregivers.

6900+

HEALTHCARE
ORGANIZATIONS

PEOPLE ENGAGED
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Baylor College of Medicine
Carson Tahoe Health
Cherokee Nation Health
(LITIRRI 7IKMSREPC
Children’s Minnesota
Crouse Health

Denver Health

Empath Health

Encompass Health
Geisinger Health

Huntsville Health - Madison
Johns Hopkins Armaco
Healthcare

Monument Health
National Cancer Centre Singapore
Nationwide Children’s

We were excited to welcome 30 new organizational members  in 2025:

NYC Health + Hospitals
Oklahoma University
Rehab Institute of St. Louis
Royal Victoria Hospital
Saudi German Health
SGMC Health

St. Mary’'s General

St. Peter’s Health
Stollery Children’s
Stormont Vail

Thunder Bay Regional
Tidal Health

Toledo Medical Center
Tower Health
UnityPoint

Yearin Review ~ (SQQYRMX] 5VS



Resources

From innovative patient experience research to real -world experience improvement
efforts, our library of resources continued to grow  and expand topics across the
continuum of care.

Research Reports

.R SYV VIWIEVGL IGSV
continued to elevate the voice :
of the consumer while capturing
how healthcare organizations are
responding to evolving experience
needs. We published three editions
SJch< 5YPWI SUIVMRK XM
into consumer perceptions of

health . lonasid PX Pulse: Consumer Perspectives PX Pulse: Americans Call for Trust
eaithcare experience, alongsiae on Patient Experience in the U.S. — £:Ue £; 8¢ ;oBa&x.’ I2ya-61£.A
SYV FMIRRMEPc XEXI SJ -¥&Q&dR 2025 2025

*\TIVMIRGIcVIWIEVGL [LMGL
provides a comprehensive

snapshot of how organizations are
advancing experience across care
settings. Together, these resources
illuminate both what matters most :
to patients and families and how e

THE BERYL
INSTImUTYE

3
T
’

Human Exparionce
leaders are translating insight into i
action.

State of HX 2025: Thriving in the PX Pulse: The Price of Care and the
Face of Change Promise of Al — December 2025

Year in Review | Resources
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Publications

Central to our shared commitment to transform the human
experience is this series of informative and thought-provoking
publications that dig into the critical issues facing the healthcare

industry today. We published four publications in 2025.

INITITHTE

A LB

Raigniting the Human Exparienoe:
Strategles for Getting Back to Baslcs

Reigniting the Human
Experience: Strategies for
Getting Back to Basics

INITITHTE

Executive Perspectives: Why a Strategic
Commitment to Human Experience s a Must

Executive Perspectives: Why
a Strategic Commitment

to Human Experience is a
Must

INsTITRTE

Dafining and Advancing the Use of
Al In Healthcare Exparsence

INITITHTE

From Myths to Truths: Reframing Physician
Perceplions of Patlent Experience

%48a ; ; ex;Ue Ul%+:1 ; «From Myths to Truths:

the Use of Al in Healthcare
Experience

INSTITUTE

Reframing Physician
Perceptions of Patient

Case Studies

4YV SRKSMRK GEWI WXYH] wivmiw |l #=cR

INGPYYV

PSSO MRXS GYVVIRX LIEPXLGEVI I(S VTV IWIR X

both an opportunity to learn from others as well
as a spark for further ideas on how we can work to
improve the patient experience.

ol

We published GZ1 GEWI WX 20251 | W

Back to Basics: Elevating Patient Experience Through Culture and
Leadership - NewYork-Presbyterian

Action Planning with Low Performers: Transforming Culture to Improve
Patient Experience - BJC Medical Group

Transforming Patient Comfort with the Help of Volunteers: A Collaborative
Initiative in the ED Hold - Tampa General Hospital

Accelerating Patient Connections: Transforming Experience with the F.A.S.T.
Method - Marian Regional Medical Center

Enhancing Post-Operative Patient Care through Improved Discharge
Communications for Nurses - Northwell Health

Year in Review | Resources



Grant/Scholar Recipients

The mission of the annual grant and scholar program supports patient

Grant Research Reports

PP XLI SEPMKEXMSRW SJ XLI KVERX TVSKVEQ

8S
NTIVMIRGI VIWIEVGL 10SVXW ERH VITVIWIRXW SYVto%L'ﬁ%rSaMégé%rtﬁ%&Q%%h@}é%ﬁ?ts)fnfsthewprolect Approved papers

expanding the conversation, learning and sharing around improving the
TEXMIRX INTIVMIRGI MR XLI L IEWR XNESEX\BIBR M YK\@ KR/X
to expanding the global conversation on the human experience, The .
Beryl Institute announces its 2025 Grant Awards to X L Vaidganizations

ERH SRI W kUppoE Yontinued research. We published JSYV
research reports in 2025.
Grant Recipients .
e Hospital Clinic de Barcelona, Barcelona, Spain
Can experience be improved for transitioning ICU patients to a hospital ward .
by identifying unmet needs through PREM (Patient Reported Experience

Measurements)?

. CHI Health, Omaha, NE
Do increased interactions with therapy pets from a structured pet therapy program
positively impact the mood of direct and indirect caregivers on an acute inpatient
unit?

¢ UC San Diego Health, San Diego, CA
How can a structured coaching and engagement program for dedicated bedside
nurse champions improve patient experience outcomes in the HCAHPS domains
of Communication About Medicines, Restfulness, Nurse Communication, and
Responsiveness?

Scholar Recipients

o 1E 8VSFI 9RMZIVWMX]
Candidate
Does the South Asian Dietary Assessment Tool provide a valid, reliable assessment
of dietary intake and acculturation among South Asian migrants in Australia, and
does it meet patient expectations?

'"YRHSSVE
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:MGXSVME &YWXVEPME 5YVZE ,YP]JERM

are published through The Beryl Institute.

Can You Provide an Improved Experience for Patients by Creating a More
Interactive Exam Room? , Penn State College of Medicine

Evaluating a Co-designed Patient-Facing Digital Hub for Enhancing Patient
Engagement in Research (PER), YRR]JFVSSO -IEPXL GMIRGIW (IRXVI

Evaluating the Net Promoter Score to improve the emergency department
patient experience in real-time , Northern Sydney Health District

Assessing the Need for a Digital Pre-Visit Tool to Enhance Prenatal Care
Preparedness and Satisfaction, McMaster University and Grow Niagara Health

5L)

Year in Review | Resources
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HOSTED BY:

Jason A. Wolf, PhD, CPXP
President & CEO

XEG] 5EPQIV (5<5
Senior Vice President & COO

Terri Ipsen, CPXP
Director, Content

&Q] O[MEXOS[WOM

Director, Community
Experience

INSTITUTE

To Care is Human: A Patient Experience Podcast

The Beryl Institute continued the To Care is Human Podcast series in 2025, allowing listeners to stay
connected to the changing landscape of patient expe  rience. Demonstrating our commitment to elevatingt he
human experience in healthcare, we provided a platf orm for all voices in patient experience to be hear d.

We released 18 episodes in 2025:

. &. MR -IEPXLGEVI *\TIVMIRGI 7101G XM Slr\Wnd Krigr@ They Miss the Most: The Impact

Physician - Dr. Jamie Colbert, Hospitalist, Mass of Pet Interactions on Pediatric Experience - John
,JIRIVEP '"VMKLEQ ERH (LMIJ 2IHMGEP 4@@hVF&dder, Brave Like Me; Amy Cielak, Board
Commure Member, Brave Like Me

¢ Leading with Kindness: A Conversation on Courage e Reviving Humanity in Healthcare: The Power of
and Human Connection - Anne Marie Hadley, Chief Story-Sharing - Alexi Puran, MD, NYC Health +
*\TIVMIRGI 4yGIV 3I[ SYXL ;EPIW -IE P Maspitals; Sherry Kroll, MD, Hartford Healthcare

¢ FAST Connections: Transforming Patient e Elevating Pediatric PX: Culture, Champions & the
Experience in the ED - Swati Mehta, MD, Vituity; Power of Parent Advisors - Episode Summary
Terrance McGovern, MD, Marian Regional; Robyn
Dodds, Director of Nursing, Marian Regional e To Care Is Human LIVE: A Conversation with Dr.

Owais Durrani - Owais Durrani, MD
¢ Making Healthcare Simple: Data, Access, and the
Power of Patient Stories - Kristen Valdes, CEO, b.well *  Conversational Al: A New Frontier in Improving
Patient Experience - Israel Krush, CEO & Co-
e Shaping the Future of Human Experience - Tyler founder, Hyro
Gegen, UnityPoint Health
e Communicating at an Elementary Level: Lessons
¢ The Impact of the ED Service Ambassador Program from Young Learners - Katelyn Moser, Senior
- Liddy Deacon, Sutter Health Director of Patient Experience, MedStar Washington
Hospital Center
e Leading with Love: Edison Bond on Advocacy,

Resilience, and the Future of Human Experience in *  Work-Life Balance in Healthcare: Caring for
Healthcare - Edison Bond, Chief Patient Experience Yourself to Care for Others - Robert Cote, Patient
4yGIV *TMWGSTEP -IEPXL IVZMGIW Advocate, VA

e Empathy in Motion: Growing the Next Generation e  Safeguarding What Matters: A Deeper Dive into
of Care Through Pediatric Volunteering -  Joy Hardy, Managing Patient Belongings - Gabriel Bolivar, Maui
Director of Volunteer and Guest Services, Children’s Memorial Medical Center
of Alabama

¢ Words Matter: Transforming Care Through Better
Communication - Susan Osborne , Director of
Patient Experience, Hamilton Health Care System

«  We're All Patients, or We're About to Be -  Jennifer

Bright, MPA, President, International Consortium for
Health Outcomes Measurement (ICHOM)

Year in Review | Resources
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Patient Experience Blogs

PX blogs highlight the diverse expertise of our community. We posted

Amplifying Patient Voices: The Voices of
Experience Podcast at Tampa General Hospital -
Amber Washington, Tampa General Hospital

Building the Ultimate Patient Experience
Strategy: Lessons from an Iconic Burger -
Dixon; Cassie Voltzke, Essentia Health

How to Cultivate Empathy in Healthcare: A
Simple Formula for Better Patient Interactions -
Katie Wyatt, Medical Manners LLC

Building, Evolving, & Elevating PFACs: 8 Lessons
Learned on My Journey from Advisor to PFAC
Leader - Vicki Mascarefio Nelson, University of
Vermont Medical Center

CAVS: The Gold Standard in Healthcare Volunteer
Leadership - Jessica Barker, The Beryl Institute

Modeling Mutual Respect in Healthcare
Saldana, MA, CPXP, Baptist Health Care

- Kathy

Building Better Experiences: Partnering with EVS
to Enhance Patient Care - Andrew Cowart-Oberle,
PhD, MHA, CPXP; Heather Lazarides, MHA, MS
CCC-SLP, CPXP, BJC Health System

Maximizing the Wait: 4 Ways to Transform
Lost Time in Medical Facilities into Patient
Engagement - Lauren K. Janney, CXPerks

Elevating the Emergency Department

Experience: The Impact of Experience
Ambassadors - Jill Koss, Cook Children’s Medical
Center

7I0IGXMSRW SR ;LMXI| 5ETIV
Advancing the Use of Al in Healthcare Experience
- Jamie Colbert, MD, MBA, Mass General Brigham
and Commure

INSTITUTE

Lanie L.

27 blogs in 2025:

8LI 8VMEH 8LEX )IGRIW -MKL 6YEPM XPridatizing Patient Rest: Our Response to the

6YEPMX]
1EFFI
Abdelhamid, Essential Hospitals Workgroup

EJIX]

Embracing Change: From Equity and Inclusion to .
Access and Belonging - Access and Belonging
Workgroup, Community Council

Communication Solution: Stop (just) Training .
Doctors, Start Training Patients - Gabby Ceccolini,
MS, Frank H. Netter MD School of Medicine,

Quinnipiac University

The Compassionate Care Canvas: A Vision for
People-Centred Health - Shana Haberman, North
York General

Champions of Communication: Improving PX by .
Empowering Teams through Education - Breanna
Fuller, BJC Medical Group

No Time to be Timid: Making the Financial

Case for PX Professionals - J. R. Labbe, Nichole .
OMVGLLSUIV 1EVE "YVRWMHI
Workgroup

Protecting What Matters: 8 Strategies for .
Safeguarding Patient Belongings - Kristine Buck,
University of Vermont Medical Center

Caring for Everyone: The Vital Role of America’s .
Essential Hospitals - J. R. Labbe, Nichole
OMVGLLSUIV 1EVE 'YVRWMHI
Workgroup

PX Champions: Improving Our Impact by

)IGR M R BrdaffeHing Our Reach - Breanna Fuller, BJC

Medical Group

ERH 5EXMIRX *\TIVM3RGK&-5 7IWXJYPRIWW 6MéWXMSRW
3MGLSPI OMVGLLSUuUIV 1EVE 'YCARINGNIBA, BANERNVIGPXP, The Queen’s

Medical Center, Hawaii

Recovery: One Restful Night at a Time Landing
Exceptional Experiences - Toni Land, MBA, BSN,
Landing Exceptional Experiences

;EPO ;MXL 21 +VSQ ;E]JGRHMRK XS
Rebecca Cooper-Piela, MS, APRN-BC, CHCQM,
Southern New Hampshire Health

i IPPR

8LI *WWIRXMEP 7SPI SJ +VSRX )IWO XE
Patient Experience - Margo Schlewitz, MS,

University of Michigan Health-West Community

Health

The CROWN Project: Promoting Haircare
Equity in Hospitals - Amanda Pitt, MBA, BSN,
RN, MEDSURG-BC, NEA-BC, Parkland Health |
Parkland Center for Nursing Excellence

The Future of Healthcare Experience: Human

*W W | R KiMi&Randing/ at MeXEreW  Jennifer Baron, Toya

Gorley, NRC Health

YCX: How Three Letters Impacted Culture,
Engaged Leaders, and Drove Results - Brent A.
Grunig, The Southeast Permanente Medical Group

Family Support Liaisons: Improving Experience
in the ED - Lani Knutson; Daniela Milea, Children’s

*WW IR WMdERIRSWTMXEPW

Year in Review | Resources



Learning Bites

These learning segments are brief videos highlighti ng key insights on a variety of patient experience
recommendations, and opportunities in addressing an d excelling in the patient experience.

We released 12 learning bites in 2025:

5, ...

A 2

- 1,&,,""@

3 v D -~ b =]
LEARNING BITE LEARNING BITE LEARNING BITE

The Happiness Advantage: Reenergizing Making Volunteer Data Meaningful: Driving Brand YOU: Aligning Values to Build a Brand
Healthcare Teams to Improve Patient Patient Experience Outcomes of Engagement & Strength
Experience Roseanna Galindo Kevin Hill
Jenn Wells California State University, Chico ECU Health

Hancock Regional Hospital

LEARNING BITE

Discharge with Dignity: Ensuring Every From Forgotten to Heard: Improving Patient Transforming Healthcare Experience for
Patient Leaves with Care and Compassion Care in Overcrowded EDs Deaf Persons: Four Examples Why In-Person
Linda VanFulpen Amy Matthews, MBA, CPXP Interpreters are Essential
Sharp Grossmont Hospital Tampa General Hospital Chelsea Elertson

Deaf Intervention Services

' )|
LEARNING B

Breaking Barriers to Meaningful Patient and Prioritizing Experience: Four Considerations Fostering a Growth Mindset in Healthcare:
Family Engagement in Virtual PFACs for Healthcare Transformation A Strengths-Based Approach to Improving
Jeremiah Todd, CPXP Ashley Nelson Patient Experience
Fairview Health Services NRC Health Laura Kirk

UT Southwestern Medical Center

12 INSTITUTE

topics to provide ideas,

LEARNING BITE
Transforming Patient Experience, One Clean
Room At A Time

Jennifer Erick
Sodexo Healthcare

Game On: Growing a Gaming and Technology
Program that Improves Patient Experience

Kristen Johnson
Childrens Medical Center Dallas

Redesigning Your Approach to Patient
Grievances to Improve Experience

Amanda Shea
UMass Memorial Medical Center

Year in Review | Resources
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Patient Experience Journal (PXJ)

In its twelfth year of publication, Patient Experience Journal continued
to elevate global scholarship on human experience in healthcare. In
2025, PXJ published 67 works posted , bringing the all-time total to
637 published works

Alongside the journal’s two annual issues, August’s special edition
focused on “Engaging the Voice of Patients and Care Partners
Baeond Surveys.” An inteigakaesa ot ool Plmsecstiag
s key themes and cafl
IV0l12/isS3/26/ S5
g commentaries;
Wldies. :

~

IQIR X
n 6,74
B/regi

About ~  Publish ~  Contact & Sponsors +  Browse Issues  Submit

445801

Patient Experience Journal

Evidence Innovation. Patient Forward

Current Issue
Volume 12, lssue 3 (2025)

Rrad Mare -

Commentany 29 fipel 20 Specal Sagment

! PXJ Volume 12 - Key Theme Summary and
| Article Index

The Evolution of Patient Experience: From
Holistic Care to Human Experience

ey Addams, Hesmes Hirrison, Jasw Wolf Prtient Experipnce Joamal

Wolume 12 of the Patient Expariance Journal showcases a
plabial dedication to advancing human sxperiance in
haalthcare, (lumirating both existing challan

crucial emerging practices. The content, span

Patient experience has evalved as a critical concept and
suteame in health systems internatisnally, Evalvirg from
onsumar-led movements, coupled with shifts in tha
ring of patient tinical the...

INSTITUTE

200,000 downloads . Since its inception,
total downloads have surpassed 1.5 million

This year also marked the sixth anniversary
of the PXJ awards , which honor outstanding
contributions to experience evidence.

»
-
.

Indian
Ocean

Year in Review | Resources
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Connections

As a global (and virtual) community of practice
committed to elevating the human experience in
healthcare, we also believe the opportunity for
connection, learning, and expanding our conversatio n
must be sustained. The Institute continued to provi de
a variety of virtual connections for the community  to
engage and network with others, share ideas on how to
improve the patient experience, and gain perspectiv es
from other like-minded individuals.

We have a total of 46,113active registered users with PX Connect
accounts. In 2025, there were 359 new discussion threads/
conversations and 1,573 new posts.

Top Ten PX Connect Posts

Teaching Empathy to New Hires/Emerging Leaders

PFAC

Implementing the AHRQ IDEAL Discharge Planning Strategy
PFAC Meeting Time Options

Volunteer Services: Who do you report to in the organization?

Do you handle complaints about patient’'s accounts as
grievances?

7. Who signs your grievance response letters?

8. Transitioning from Patient Experience to Human Experience
9. New hire orientation

10. Device charging options for patients

o0k~ whPE

INSTITUTE
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THE BERYL INSTITUTE

ELEVATE

ELEVATE PX is a dynamic, interactive
event connecting the community

for learning, support and the

sharing of ideas to positively impact

the experience in healthcare
SVKERMA"EXMSRW EVSYR

We continued our hybrid model,
which allowed virtual participants

to access live keynote sessions and
participate in engaging PX Chats for
virtual connection. New this year,
we provided a live breakout session

Virtual participants were able to
join the in-person sessions live and

addition, we also had Equity &
Inclusion and Essential Hospitals

TVSZMHI JITHFEGO HY VM Rlkakfaét netMdpking meetings for

Presenters comprised the voices of
patients, families, caregivers, hospital
executives, physicians, consultants,
nurses and industry leaders sharing
proven practices, innovations and
WXVEXIKMIW cc

I partici d the opportunity
|_ﬁ)gepaﬁrﬁ ﬂ[%aty%qg CEcredits for
keynotes and breakout sessions with

an opportunity to watch on-demand
VITPE]W YT XS HE]W EJ

We continued our community
gatherings, welcoming participants
from the Patient Advocacy, Physician,

SUIVMRK JSV ER *\TIVMIR Ghbdlafoty, IRaWént and Care

Circle (XLC) series and a Patient and
Care Partner Community session.

1034 49

Breakout
Sessions

Participants

750 in person
284 virtual

15 INSTITUTE

Partner, Pediatrics and Volunteer
Professionals communities. In

22

Poster
Sessions

172

Speakers

XLI VWX XMQI cc

To support engaging more patients
and family members in the overall
patient experience conversation,

children need healthcare. Participants
made monetary or book donations to
RMHC® of Greater Las Vegas as well
as decorated Caring Cards to place
in the bags of goodies they give to
families visiting their Family Room at
Sunrise Children’s Hospital. With the
support of attendees, the Institute

[I [ITVI NGMXIH XS SalV W lgdsable to donate over $6,000 to

scholarships to ELEVATE PX for
patients and family members actively
engaged in improving healthcare as
well as to all members of our Global

72-(g SJ ,VIEXIV 1EW :IKEW c

&PWS JSV XLI VWX XMQI EX

we hosted a live podcast recording

SEXMIRX ERH +EQMP] &H zan thesnain sggevipat geatured

%é Vve?(e I?a>|<cihezdI t% f)(arfner with

Ronald McDonald House Charities®
(RMHC) of Greater Las Vegas. The
mission of RMHC® of Greater Las
Vegas is to provide essential services
that remove barriers, strengthen
families, and promote healing when

3

Keynotes

33

Exhibitors

an interview with special guest

Dr. Owais Durrani, an Emergency
Medicine Physician, for an engaging
conversation about Dr. Durrani’s
personal journey to being a physician
and how he transformed those
experiences into a commitment to
impact others.

§)

PX Collaborative
Organizations

8

Lunch and
Learn Sessions

Year in Review | Connections



Special Interest Communities

Special Interest Communities serve as

a connection among healthcare leaders

committed to improving the patient experience

MR ER MHIRXM0OIH VSPI SV EVIE SJ

ideas, practices, challenges and opportunities.
*EGL GSQQYRMX] sulvw

« Alibrary of curated content supporting the
community theme, including white papers,
webinar recordings, PX learning bites, blogs,
and other resources

* An online community discussion platform
and resource library available through the PX
Connect Community

« Events and networking opportunities,
including an annual gathering at the global
patient experience event, ELEVATE PX

Our current special interest communities include:

Ambulatory Patient and
Care . @ Care Partner
Community Community

Patient QQ Volunteer

K Advocacy Professionals
\ [ Community = Community

Physician

L . -
/il Pediatric
o Community

[0 S Community
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Experience Leaders Circle

The Experience Leaders Circle (XLC) marked a strong sixth year, bringing together 46 Chief
*\TIVMIRGI| 4yG 1V \ViandGedidNexperience leaders for strategic, in-depth dialogue
focused on advancing experience excellence. The group convened monthly to explore the
M R X | \dst ¥res8ihd jssues shaping the human experience in healthcare, including an in-person
JSWXIV GSPPEFSVEXMSR ERH SUlV E ZIR yathdrSy aVELEE/XTERX and a hybrid, full-day meeting in Fall 2025. Looking ahead, XLC
members are actively collaborating on several thought-leading content contributions slated

for release in 2026.

XLC 2025 included leaders from the following organizations:

AdventHealth

Allegheny Health
Network

Arnot Health

Atlantic Health

Ballad Health

Baptist Health System

Baptist Memorial
Healthcare Corporation

BJC HealthCare &
Washington University

Cedars Sinai - Beverly
Hills, CA

Cone Health

Cook Children’s
Healthcare System

Cook County Health &
Hospitals System

ECU Health
El Camino Health

Episcopal Health
Services

Fairview Health Services
Froedtert Health

Indiana University Health
Intermountain Health

Lehigh Valley Health
Network

Lifebridge Health

Maimonides Medical
Center

MaineHealth

Mass General Brigham
Mayo Clinic

MD Anderson Cancer
Center

Methodist Health
System

Michigan Medicine

Mount Sinai Health
System

Northwell Health
Novant Health
NewYork-Presbyterian
OU Health

Roswell Park
Comprehensive Cancer
Center

RWJBarnabas Health
Sharp HealthCare

St. Luke’s University
Health Network

Stanford Health Care

»  Stony Brook Medicine

e Sutter Health

e Tampa General Hospital
 UAB Health System

e UK King’s Daughters
Medical Center

* UNC Health
e UnityPoint Health

e University of Maryland
- Upper Chesapeake
Health

* University of Tennessee
Medical Center

e University of Utah Health
e Value Institute, DHMC

e Vanderbilt University
Medical Center

*  Wellstar Health System

Year in Review | Connections



PX Chats

In 2025, PX Chats continued to center on the critical work of Patient and
Family Advisors (PFAs) and Patient and Family Advisory Councils (PFACS),
with an expanded focus on practical implementation and sustainability.
Members of the Global Patient and Family Advisor Board and the Care
Partner Community Workgroup served as presenters and facilitators,
bringing real-world experience and diverse perspectives to each session.
Throughout the year, we hosted four standalone PX Chats, along with

a three-part series that paired educational webinars with follow-up PX
Chats focused on Starting a PFAC, Revitalizing and Rebuilding a PFAC,
and Sustaining and Growing a PFAC. Together, these sessions created an
interactive learning experience designed to support organizations at every
stage of their PFAC journey.

We hosted a total of nine PX Chats:

e Access and Belonging Workgroup - Leading with Equity: DEI & the
Patient Experience in Today’s Climate

» Restfulness of Hospital Environment

* Access and Belonging Workgroup - Leading with Pride: Navigating
Patient Experience in Today’s Political Climate

* Quietness of the Hospital Environment
e Pediatric Community - Engaging Providers in Pediatric Experience

 1ERKYEKI IVZMGIW ;SVOKVSYT
Access

e Starting a PFAC
* Revitalizing & Rebuilding a PFAC
e Sustaining & Growing a PFAC

17 INSTITUTE

Connection Calls

Connection Calls provide opportunity for networking and idea sharing

with peers. In addition to a discussion on a pre-announced topic, each

call includes time for general discussion on the issues relevant to the
community. In 2025, we recorded four connection calls  with members of
the Institute.

«  PXWeek
e Back to Basics: Five Priorities for Restoring Human-Centered Care

* Volunteer Professionals Community - Aligning Volunteer Services and
Patient Experience for Maximum Impact

*  Ambulatory Care Community - Rounding Best Practices

Celebration Weeks
S3EXMSREP :SPYRXIIV ;110 &TVMP

National Volunteer Week w as established in 1974 to .
VIGSKRM”lI ERH GIPIFVEXI XLI IGSVXW ¢ et <I1VW
the country. It is a time to honor and thank hospital Healthcare
volunteers for their commitment to patient care and their Volunteer

GSQTEWWMSR XS[EVH TEXMIRXW WXEL Week2024 | 550

XVEXIKMIW JSV *0lIGXMZI 1ERKYEKI

5< ;110 &TVMP 2E]

Inspired by members of the Institute community, Patient
Experience Week is an annual event to celebrate
EGGSQTPMWLQIRXW VI IRIVKM~™I TGSV X
people who impact patient experience every day.

"E'KSRSV :

yLEX 2EXXIVW XS =SY ;28= )E] [/YRI

WMTY Day is a global initiative dedicated to shifting care What
beyond clinical checklists toward conversations rooted
in what really matters to each individual. It encourages
health and social care professionals, caregivers, and
community members to pause and ask open-ended
guestions.

Matters
4o You?

Year in Review | Connections



Speaking

Speakers from the Institute presented at | Z | R Aahbss the globe:

Robert Wood Johnson
Barnabus Hospital - Virtual
(West Orange, NJ)

e 5th Sdo Paulo Congress Of .
Palliative Care | 4th Séo Paulo
Congress Of Pediatric Palliative
Care - Virtual (Sao Paulo,

Brazil)

Healthcare Experience
Research Network (HERN)
Summit 2025 - Virtual

Albuquerque, NM .
( P ) Southern New Hampshire

NHS Experience of Care Week Health - Nashua, NH

American Academy of - Virtual (England)

Orthotists and Prosthetists

- 51st Annual Meeting and
GMIRXMOG [JQTSWMYQ

Atlanta, GA

Vanderbilt University Medical
Center - Inaugural Terrill Smith
Lectureship - Nashville, TN

NSW Human Experience
Week - Virtual (Australia)

Quality Global Alliance, Health
Standards Organization,
Accreditation Canada, and
The Beryl Institute - Global
CEO Forum on HX and Quality
Leadership - Sé&o Paulo, Brazil

Virginia Hospital and
Healthcare Association - Glen
Allen, VA

Eastern States Residency
Conference - Hershey, PA

WVU Wheeling Hospital -
Wheeling, WV

Healthcare Association of NY
State - Virtual

INSTITUTE

Collaborations

In addition to speaking engagements,
members of The Beryl Institute team

were honored to be advocates for
transforming the human experience through
representation with like-minded groups and
associations:

&QIVMGER &GEHIQ] SJ *QIVKIR!
5L]WMGMERW &&*5

Stacy Palmer, ED Accreditation Advisory

Board Member

Arab Hospital Federation
Gold Initiative Star of Excellence in PX Award
Partner

Association of Child Life

Professionals(ACLP)
Stacy Palmer, Public Member of Board of
Directors

-IEPXLGEVI +MRERGMEP 2EREK
EWWSGMEXMSR -+2&

Jason Wolf, Member of Healthcare

Leadership Council

BEXMSREP 6YEPMX] +SVYQ 36-
Member of 2024-2025 Leadership
Consortium

.RRSZEXMSR ERH :EPYl .RMXMI
Terri Ipsen, Participant in project focused on
using patient journey maps to bring patient-
centered economic impacts into research

Year in Review | Connections



its
meaningful ¢
healthcare lea
across regions
partnerships wit
Federation, enga
the Middle East Nortg@iriga TMENA)
Advisory Council, and parfﬁpat'n in a
MENA Virtual Roundtable focuSEsNy,
shared experience priorities. $%

We also supported postgradu&'
programs in Spain and Brazil an \
extended our global voice throug
speaking engagements in Jedd
across national healthcare syst
including NSW and NHS. Toget
these connections strengthene
cross-cultural learning and reinforced
our commitment to advancing the
human experience in healthcare

worldwide.

Year in Review | Connections
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- i —
THE BERYL INS T‘TETE'

FELLOW IN

HUMAN

Built on the foundational learning in the

Patient Experience Body of Knowledge,

Fellow of Human Experience (FHX) candidates
complete a year-long capstone project in

[LMGL XLI] EHHVIWW E WTIGMUG M

organization or test a hypothesis focused on
driving improvement.

In 2025, we awarded the designation to three
recipients.

INSTITUTE

Learning

Patient Experience University (PXU)

In 2025, we launched Patient Experience University (PXU), the premier
global learning, development, and credentialing cen ter of The Beryl
Institute, equipping individuals and organizations with the knowledge,
skills, and certifications to elevate healthcare ex periences and drive
meaningful change.

Kim R. Byrd, MBA, FHX

Research Title: KEy*IG£y;8A« GeF7dyG% ; ' 4+)Aday &;
Patients 65+

Dr. Susan K. Lee, PhD, RN, CNE, CPXP, FAAN, ANEF, FHX

Program Director, Associate Professor, Bachelor of Science
Healthcare Disparities, Diversity, and Advocacy, School of Health
Professions, The University of Texas MD Anderson Cancer Center

Research Title: Building Diversity and Advocacy in Healthcare
Leadership: A Proposed Graduate Program for Patient Experience
Excellence

Sephora Morrison, MBBS, MSCI, MBA, CPE, CPXP, FHX

Associate Chief of EMTC Operations & Director of EMTC Human
Experience & Clinical Integration

Children’s National Hospital
Research Title: Experience Ambassadors to the Rescue!

Year in Review | Learning



In 2025, we were excited to recognize

P

GIVXMUOGEXI

BODY OF
KNOWLEDGE

Ve @adentih g RBXCuintries

(IVXMUGGEXI TVSKVEQ VIGMTM

E GSQQYRMX] SJ INTIVXW MR TEXMIRX INTIVMIRGI TIVISVQERGI GSQQMXXIH XS IEVRMRK
patient advocacy. As of 2025, The Beryl Institute has issued

(IVXMUOGEXI MR 5EXM R Skeronda Brayboy, Columbia VA

Experience Leadership

* Nadia Abdalla, Sidra Medical and
Research Center*

« Nareman Abdalla, Sidra Medical and
Research Center*

e Mukarram Abdulnabi, Sidra Medical
and Research Center*

» Katie Adams, New York/New Jersey
Healthcare System VAMC*

» Noora Al Hajjaji, Sidra Medical and
Research Center*

e Edlyn Aldridge*

e Shahd Alfarra, Sidra Medical and
Research Center*

e Lisa Baldwin, Charles George VA
Medical Center*

» Jacquitta Bales, Heritage Biologics

e Brittany Barnett, St. Jude Children’s
Research Hospital*

* Talisa Black, VAMC*

e Sharon Bostic, VA Mid-Atlantic
Healthcare Network*

« Brittany Bradley, Carle Health*

HealthCare Systems*

Victoria Briggs-Franklin, Carl T.
Hayden Medical Center - Phoenix
VA HCS*

Kathryn Burton, CHOC - Children’s
Hospital of Orange County*

Caroline Campbell, Niagara Health
System*

Elisama Chavez, San Diego VAMC*
Diane Christensen, UTMB Health*
Alison Clark, Ann Arbor VAMC*

Jessica Crockett, VA llliana Health
Care System - Danville*

Sara Cutts, Osceola Medical Center*

Michelle Delaney, St. Louis
Children’s Hospital*

Gabdo Diakite, Jennifer Moreno San
Diego VA Medical Center*

Renee Doren, Emory Healthcare*

Matthew Dymond, Sparrow Health
System*

Amanda Ervin, Wilkes-Barre VA
Medical Center

Kristina Ford, Salem VAMC*

GIVXMUGEXIW

e Gregory Fowlkes, Eastern Oklahoma
VA Health Care System*

« Danielle Franklin, Kaiser Permanente

¢ Preston Graham, Oklahoma City
VAMC*

« Amber Granson, Franciscan Alliance
Inc.*

e Stephanie Grimm, Lebanon -

JITEVXQIRX SJ :IXIVERW &1

e Stephanie Guzik, UTMB Health*

¢ Afraa Hassan, Sidra Medical and
Research Center*

» Kylie Higgins, VA Maine*

¢ Ons Hmaied, Sidra Medical and
Research Center*

* Nicholas Holland, Aleda E Lutz
Veteran’s Health Administration*

e Paris Ivory, Kaiser Permanente*
e Patrick C. Joyce, Lee Health*

¢ Amanda Kersey, Upstate University
Hospital*

* Mayada Khalil, Sidra Medical and
Research Center*

¢ LoraKing, Salt Lake City George E
Wahlen VAMC*

Jacqui Larripa, UC Davis Medical
Center*

Katsiaryna Lasianok, Sidra Medical
and Research Center*

Sara LeBlanc, LHC Group*

Shonte Lewis, Harmony Healthcare,
Long Island*

Amy Faith Lionheart, Nuvance
E Nedliv*

Devin Lippert, University of Michigan
Health System*

2SVKER 1YRH]
Medical Center*

YQQMX 5EGM

Tamaria Madison, Tuscaloosa VAMC*

Naela Mahmoud, Sidra Medical and
Research Center*

Selika Martin, NYC Health + Hospitals

Debra Martinez, Department of
AXIVERW &UEMVW

Nicole Mason, HCA Healthcare*

Claudia Mata, LA County
Department of Health Services/
LAC+USC Medical Center*

Stormie Miller, Salem VA Health Care
Center*

7IGMTMIRXW SJ FSXL XLI (IVXMOGEXI MR 5EXMIRX *\TIVMIRGI 1IEHIVWLMT ERH XLI (IVXM0G §¥{!cShinGs 8Mbl $ageRZSGEG
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¢ Christina Miller-Foster, Healthcare
Association of New York State*

e Asgad Mohamed, Sidra Medical and
Research Center*

¢ Asma Mohamoud, Sidra Medical and
Research Center*

¢ Annie Moore, University of Colorado
Hospital*

e /IVMP]RR 2SSVI
Advocacy*

¢ Michelle Moorhead, Lee Health*

¢ Kimberly Mousseau, Edith Nourse/
Bedford Campus VAMC*

¢ Hazelin Ngan, NYC Health +
Hospitals*

¢ Rachel Nugent, Ortholllinois*

« Tamer Omar, Sidra Medical and
Research Center*

e Sheeanna Palmer, West Virginia
University Hospitals*

« Antoinette Parker, Department of
AXIVERW &UEMVW

e Alexa Petta, The Hospital for Sick
Children*

* Valerie Pfeifer, Butler VAMC*
* Nikki Pollard, Bozeman Health*

¢ Youssef Qassab, Sidra Medical and
Research Center*

* Nicola Ricci, LTC Charles S. Kettles
VA Medical Center Ann Arbor,
Michigan*

e Mariah Rinck, St. Mary’s Health
System*

¢ Sarah Ringgenberg, Neuroscience
Group*

e Kayla Robinson, Guthrie County
Hospital

22 INSTITUTE

e Melissa Ross, Hampton VA medical
Center*

* Tena Ross, Northwell Health*

¢ Claudia Sandoval, Yuma Regional
Medical Center*

* Jane Sandoval, Onvida Health*

¢ Angel Sepulveda, Nicklaus
Children’s Health System*

-& 4yGl SJ [HEHM HRdfnseldin, Sidra Medical

and Research Center*

¢ Rugsha Sivanandan, London Health
Sciences Centre*

« Angel Thomas, Heritage Biologics*

¢ Jie Thomas, Cohen Children’s
Medical Center, Northwell Health*

« Khemawan Vettayawaikoon, MD,
Bangkok Hospital Phuket*

e Sylvia Whittington, John D. Dingell
VAMC*

¢ Catherine Wilhelm, Nicklaus
Children’s Health System*

* Stewart Williams, Providence
Regional Medical Center and
Medical Group*

e Janette Yingling, Baptist Health
Medical Group*

(IVXMOGEXI MR 5EXMIR

&HZSGEG]

* Nour Aljobouri, Denver Health

e Daniel Amaya Gomez, Shore Medical
Center

¢ Linda Asare, UTMB Health
¢ Heather Barrios, UTMB Health

¢ Helena Casanova, Henry Ford
Hospital

7IRII (PEVO [/1G4IVWSR -1E P LTammara Scott, Hampton VA

Monica Cleveland, BJC Health
Sarah DiRago, Hendrick Health
Crystal Gamboa, UTMB Health

Duncann Gaston, Culinary Health
Fund

Keriann Gore, Hendrick Health
Karen Guidry, UTMB Health
Paula Jackson, UTMB Health
Dalia Jaramillo, UTMB Health

Paula Keyonnie, Sage Memorial
Hospital

Terrence Lenyear, Self Regional
Healthcare

Sharyn Lopez, Hartford HealthCare
Rebecca Lubow, Denver Health
Grace Marin, Culinary Health Fund

Victoria Marks, Thunder Bay
Regional Health Sciences Centre

Brian Miller, Inova Health System

Magaly Monarrez, Culinary Health
Fund

Jazmin Muner-Vega, Culinary Health
Fund

Barbara Nunez, Culinary Health

Fdnd

Emily Ornstein

Erika Parker, UTMB Health
Chevas Rainer, UTMB Health
Consuelo Ray, UTMB Health
Emily Revelle, BJC Health

Dora Rodriguez, Culinary Health
Fund

Rebecca Schleis, Froedtert Health

Medical Center

Nadine Signe, Johns Hopkins
University School of Medicine

Ariana Smith, UTMB Health
Katy Thompson, UTMB Health
Sienna Vargas, Denver Health

Camilo Villarreal, St. John's Episcopal
Hospital

(IVXMOGEXI SJ :SPYRXII
2EREKIQIRX

Tracy Ekstrom, Northwestern
Medicine

Jennifer Flaska, Northwestern
Medicine

Janet Reuter, Northwestern
Medicine

Eileen Wiltinger, Bellin Gundersen
Health System
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Elevating the
Human Experienc
in Healthcare

¢ How Daily Huddles Launch

Conversation to Drive Metric
Improvement

Susan Baker | Director of Operational
Improvement, Cone Health

Jared Cooper, MBA | Director of General
Operations, Cone Health

Marlee Foster | Sr. Patient Experience
Manager, Cone Health

Co-Creating Change Using Storytelling

Rosie Bartel, MA in Educational
Leadership | Patient Partner | Global
Patient and Family Board, The Beryl
Institute

Tanya Lord, PhD, MPH | Patient Partner
| Global Patient and Family Board, The
Beryl Institute

Building Trust in Healthcare: Insights
from UAB Medicine’s Humanistic Care
Study

Chris Brainard | Associate Vice
President, University of Alabama
Birmingham (UAB) Medicine

Amber Maraccini, PhD, CPXP | Vice
President, Healthcare Executive Advisor,
Medallia, Inc

What Healthcare Providers Need to
Know About Newcomer Health Equity
Sarah Clarke, MSPH | Executive

Director, Society of Refugee Healthcare
Providers

INSTITUTE

Webinars

In 2025, we offered 39 PX Marketplace webinars with over 7,000 registrants . On average,
webinars received 185 registrants .

Christine Kouri, BSCN, MHA | Director,
National Newcomer Navigation Network

Nonviolent Communication to Improve
the Human Experience

Zoie Newman, MA, CPXP | Human
Experience Consultant, PeaceHealth

Compassion Rounds: Connecting
with Patients and Families Beyond a
Diagnosis

/1aVI] (SYWMRW °
AdventHealth

Reina Mayor, MD | Neonatologist,
AdventHealth

Enterprise Volunteer Management:
From Silo to Systemness

IYPMI -YHXPSUG 2-& (5<5°

Director, Care Transformation & Patient
Experience Services, Inova Health
System

Carrie Street, MHA | Program Operations

Manager, Volunteer Services, Inova
Fairfax Medical Campus

Our Journey to Improving the
Experience of Patients 65+

Kim R. Byrd, MBA, FHX | Patient
Experience Leader

Bobbie J. Gore, BSN, RN, ONC | Clinical

Nurse Manager, Sentara Williamsburg
Regional Medical Center

Brenda Rowe, MSN, RN, CMSRN
| Clinical Nurse Manager, Sentara
Williamsburg Regional Medical Center

Real-Time Coaching & Feedback: At-
The-Elbow Support for Success

Roxanne Baier, MSN, CPXP | Regional
Director of Patient Experience, Baylor
Scott & White

Charissa “Megan” Jackson, BSN, RN,
NE-BCHQI;I(urse Manager, Baylor Scott &

(EVI (SRW P&

Katy Miller, MEd, LSSGB, CPXP | Patient
Experience Advisor, Baylor Scott &
White — McKinney

¢ Heartfelt and Healing: Mastering the

Art of an Apology in Human Experience

| Radely Baselj | Service Excellence
-IEPXL 31X] §t¥r81g a Pediatric Parent Advisory

4yGIV &PPIKLIR]

Mary Ann Lloyd | Service Excellence
4y GV &HemylHealth Network

« But We've Always Done It That Way:

Using SWOT to Enhance Your Volunteer
Program

Alex Seblatnigg, CAVS, CPXP | Director
of Volunteer Services and Internal
Engagement, Shepherd Center

» Return on Human Experience: Eight

Principles to Inspire Excellence in
Healthcare

Stacy Palmer, CPXP | Senior Vice
President & COO, The Beryl Institute

Jason Wolf, PhD, CPXP | President &
CEO, The Beryl Institute

Rising Strong: Team Resilience
Strategies

Shelley Egley | System Senior Director,
Clinical Relations, Intermountain Health

Amanda Stokes | Clinical Relations
Senior Manager, Intermountain Health

Toya Gorley, MBA | Improvement
Advisor, NRC Health

Council: Overcoming Adversity

Lillianne Hanning, BSN, RN | Family-
Centered Care Coordinator

Keisha Anderson | Parent Advisor and
Administrator

Christine Lombardi | Parent Advisor and
Co-Chair

Lindsey Wood | Parent Advisor and Co-
Chair

Year in Review | Learning



¢ ACR Patient Friendly Animations:
Empowering Patients in Radiolog y

Sonya Bhole, MD | Director and
Physician Lead of Ambulatory Breast
Radiology, Northwestern University

3MRE :MRGSuU
Breast Imaging, Northwell Health

¢ The “What Matters to You” Movement:
Fostering Sustainable Change in
Healthcare

Angela DeVanney | Founder, GoShadow

Damara Gutnick | Sr. Director,
Community and Population Health,
2SRXIOSVI 2IHMGEP (IRXIV

Claire Snyman | Health Care Advocate,
Two Steps Forward

Anna Schwinn | Healthcare Service
Designer, Access & Experience, Tegria

Erika Smith, PharmD, FACHE, FASHP
| Executive Director, Transformation &
.RXIKVEXMSR 4yGI
Health

Kristal Wittmann, MSHSA, CXPX |
Director, Access & Experience, Tegria

« Developing Multidisciplinary
Committees for Patient Experience
*UIGXMZIRIWW

Ashley Brown, MHA, CPXP | Patient
Experience Director, UF Health Shands

Lara Zamajtuk, MSHA, RDN, LDN |
Associate Vice President, Operations
and Patient Services, UF Health Shands

» Leveraging Metrics to Demonstrate
Volunteer Impact

Debbie Garrett | Program Coordinator,
Volunteer Services and Special Events,
St. Jude Children’s Research Hospital
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¢ What Does Excellent Look Like?

Paul Clarke, MSA, CPXP | Patient
Experience and Engagement Specialist,
Lee Health

Missy Moorhead, MSN, BSN, RN, CPXP

2) © YMZMW M S RPé&tievt [Epgrdence and Engagement

Specialist, Lee Health

 Improving Interpreter Services
Documentation for Equitable LEP Care

Richard (Tyler) Dillehay | Practice
Manager, Palliative Care & Geriatrics,
Dartmouth Health

Samuel Verkhovsky, MIPP, MPH, LSSBB,
CPXP | System Director of Medical
Interpreter & Translation Services,
Dartmouth Health

e Connecting Compassion for Patients
with Health Care Worker Wellbeing

Kathy Saldana, CPXP | Patient
Experience Advisor, Baptist Health Care

e Global Headliner: A System-Wide
Transformation in Human Experience at

+VSIHXIVXSWIHaalth(E v

Anne Marie Hadley | Chief eXperience
4yGIV 3 ; -IEPXL

* Global Headliner: Crafting a
Patient Experience Program While
Commissioning a Hospital

Samer AbuGhazaleh | Chief Operating
4yGIV OMRKIW (SPPIKI
Saudi Arabia)

e ED Patient Loyalty Scores Nearly
Double Through an Innovative Patient
Navigator Role

Allison Shuttz, MSN, RN, NE-BC | Chief

Paula Campbell, CNIO | Chief Nursing

Panelists:

Liane Barefoot | Director, Patient
Experience, Risk & Quality, Infection

.RISVQEXMSR 4yGIV 8LI (LV ¥&&ntiod & Tt Ehief Privacy

Health Network

Donna Summers, CNIO | Chief Nursing
.RISVQEXMGW 4yGIV

Diane Wiersch, CPM | Senior Clinical
and Revenue Applications and Support
Expert, Lehigh Valley Health Network

Nicole Yowell, MBA, LSSBB, SA | Virtual
Health Leader, Cook Children’s

Lisa Branson, MSN, RN, MSCN, CPXP |
Nursing Executive, SONIFI Health

ONE Sutter Experience of Care, a
3-Step Communication Standard

Carole Adell, MHROD | Director,
Experience of Care, Sutter Health

Debbie Young, BSHA, CPXP | Experience
of Care Improvement Consultant, Sutter
Health

PFAC Series (Part 1) Webinar/Panel:
Starting a PFAC

Presenter: Joshua Paxton | Patient
Experience Coach, University of lowa
Health Care | Board Member, Global
Patient and Family Advisory Board,

The Beryl Institute | Workgroup Co-
Chair, Patient, Family and Care Partners
Community, The Beryl Institute

1SRHSR /IHHEL .
Iﬁoderator: Ho&e Bartel | Patient Partner

| Board Member, Global Patient and
Family Advisory Board, The Beryl
Institute | Member, Patient, Family and
Care Partners Community, The Beryl
Institute

B3YVWMRK 4yGIV 8LSQEWZMPPI 2IHMGEP

Center, Novant Health

Sidney Yates, BSBA | Patient Experience
Advisor, Novant Health

4yGIV (EQFVMHKI 2IQSVMEP -
/TaVI] (SYWMRW * (EVI (SRWYF

-IRV] + &dehtHEEIR Xdo-Chair, Global Patient

and Family Advisory Board, The Beryl
Institute

Mareena Joseph | Nursing Professional
Development Practitioner, AdventHealth

Corey Kimpson | Patient and Care
Partner Community Council Co-Chair,
The Beryl Institute | Global Patient

and Family Advisory Board, The Beryl
Institute | Lived Experience Advisory
Panel (LEAP), Institute for Healthcare
Improvement | Ontario Health West
Patient and Family Advisory Council |
Cambridge Memorial Hospital Patient
and Family Advisory Council Past Chair

Engaging Children and Youth in
Healthcare: A Developmental Approac  h

Alexa Petta | Child Life Specialist, The
Hospital for Sick Children (SickKids)

PFAC Restructure: Expanding Councils,
*RLERGMRK 6YEPMX] IGYVMF
Buy-In

Tampa General Hospital:

Fred Freeman | Executive Chair, Patient
and Family Advisory Council

Sarah Jones-Chambers | Executive
Co-Chair, Patient and Family Advisory
Council

Amber Washington | Patient Advisory
Coordinator, Patient and Family Advisory
Council
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Building Cognitive-Based Compassion
into Service Recovery Training

Maria Fernandez, MHA, CPXP | System
Director of Patient Experience, Emory
Healthcare

Global Headliner: National Human
Experience Movement Led by
SOBREXP in Brazil

Marcelo Alvarenga, MD, MSc, CPXP

| Director of Institutional Relations,
SOBREXP — Brazilian Society of Patient
Experience and Person Centered Care

Carla Ledo, RN, MBA, CPXP | President,

SOBREXP — Brazilian Society of Patient
Experience and Person Centered Care

PFAC Series (Part 2) Webinar/Panel:
Revitalizing & Rebuilding a PFAC

Presenter: Tony Serge | Senior Global
Patient & Family Advisor | Co-Chair of
The Beryl Institute Global Patient and

Family Advisory Board | Past Co-Chair of

the Senior Leadership Patient & Family
Advisory Board at Brigham & Woman'’s

Hospital | Past Co-Chair of Dana Farber’s

Adult Patient & Family Advisory Council
| Member, Institute for Healthcare
Improvement (IHI) Lived Experience
Advisory Panel

Moderator: Rosie Bartel | Patient Partner

| Board Member, Global Patient and
Family Advisory Board, The Beryl
Institute | Member, Patient, Family and
Care Partners Community, The Beryl
Institute

Panelists:

Mark Agathangelou | Chair, Camden
Patient & Public Engagement Group

| Patient Member of Primary Care
Committee, NHS North Central London
Integrated Care Board (UK) | Board
Member, Global Patient and Family
Advisory Board, The Beryl Institute

INSTITUTE

/TaVI] (SYWMRW ° (EVI (SRWYRXERX

AdventHealth | Co-Chair, Global Patient

and Family Advisory Board, The Beryl
Institute

Corey Kimpson | Patient and Care
Partner Community Council Co-Chair,
The Beryl Institute | Global Patient

and Family Advisory Board, The Beryl
Institute | Lived Experience Advisory
Panel (LEAP), Institute for Healthcare
Improvement | Ontario Health West
Patient and Family Advisory Council |
Cambridge Memorial Hospital Patient
and Family Advisory Council Past Chair

Terrell Smith | Senior Director Patient
and Family Engagement (Retired),
Vanderbilt University Medical Center

Enhancing Provider Communication
with the CURO Conversations Model

Kate Clark, DNP, AGNP-C | Nurse
Practitioner, Family Medicine, Cone
Health

Donald Wickline, MD, FACEP | Medical
Director for Patient Experience, Cone
Health

Lillian Wright, CPXP, MSL | Sr. Patient
Experience Manager, Cone Health

Marlee Foster | Sr. Patient Experience
Manager, Cone Health

Breaking Down Communication
Barriers in Emergency Patient
Experience

Mark Hayworth, DNP, MS, RN, CEN,

NEA-BC | Vice President of Emergency
Services, Medical City Healthcare

Michael Rogozinski, MSN, RN | Chief
3YVWMRK 4yGIV :MXEP

Moderator: Katelyn Moser, MBA, CPXP
| Senior Director, Patient Experience,
MedStar Washington Hospital Center

| Co-Chair, Language Services
Community Council, The Beryl Institute

Panelists:

Tara DiDonato, MS, CPXP | Senior
Director, Patient Experience, NewYork-
Presbyterian Brooklyn Methodist

Rebecca Ruckno | Director, Language
Services, Geisinger | Co-Chair,
Language Services Community Council,
The Beryl Institute

Athena Sehr, LCSW | Manager, Patient
Relations & Language Assistance
Services, Stamford Health

At the Ready! An Innovative Volunteer
Float Pool and Its Positive Ripple
*UIGXW

Shari Sirkin Kaplan, LCSW | Senior
Director, Volunteer Services, Mount
Sinai Health System

Dana Kuefner, LMSW, CAVS, CVA |
Director, Department of Volunteer
Services, Mount Sinai Hospital

PFAC Series (Part 3) Webinar/Panel:
Sustaining & Growing a PFAC

S5VIWIRXIV [/1uaVI] (SYWMRW

Consultant, AdventHealth | Co-Chair,
Global Patient and Family Advisory
Board, The Beryl Institute

Moderator: Rosie Bartel | Patient Partner

| Board Member, Global Patient and
Family Advisory Board, The Beryl
Institute | Member, Patient, Family and
Care Partners Community, The Beryl
Institute

Panelists:

Maritza Boudrow, MEd | Director,
Centers for Patients and Families and
Volunteer Services, Department of
Nursing and Patient Care Services,
Dana-Farber Cancer Institute

Barbara Lewis, PhD | President,

-lIEPXLGEVI 5« RSR TVSOX

the Patient Experience | PT Faculty,
University of Nevada, Las Vegas | Co-

Chair Emerita, Global Patient and Family

Advisory Board, The Beryl Institute |
Co-Chair Emerita, Southern California
Regional Patient Advisory, Kaiser
Permanente

Aimee Williamson, PhD | Board
Member, Global Patient and Family
Advisory Board, The Beryl Institute |
Past Co-Chair, Family Advisory Council,
Boston Children’s Hospital | Professor of

SYFPMG &HQMRMWXVEXMSR

Tony Serge | Senior Global Patient &
Family Advisor | Co-Chair of The Beryl
Institute Global Patient and Family
Advisory Board | Past Co-Chair of the
Senior Leadership Patient & Family
Advisory Board at Brigham & Woman’s

Hospital | Past Co-Chair of Dana Farber’s

Adult Patient & Family Advisory Council
| Member, Institute for Healthcare
Improvement (IHI) Lived Experience
Advisory Panel

Inclusive Perspectives: Diversifying

P Ee\r/]tl and Family Advisory Councils

Matthew Masakayan, MHA, CPXP
| Patient Experience Performance
Advisor, Inova Health System

Grace Reed, MHA, CPXP | Patient
Experience Program Manager, Inova
Health System

Year in Review | Learning
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Fundamentals of Patient Experience: A CPXP Preparation

Program (Arabic)

This year marked the launch of our
Fundamentals of Patient Experience:
A CPXP Preparation Program (Arabic)
— and the graduation of our very

first cohort. Designed for healthcare
professionals and patient experience
champions across the Middle East,
this interactive program created a
structured pathway to prepare for the
globally recognized CPXP credential.
Delivered bilingually and led by Dr.
&LQIH & &FHIPOE[] 262
CPXP, FHX, IHI Fellow, the program
connected global patient experience
principles to practical application within
Middle Eastern healthcare settings.

Participants strengthened their
knowledge across the four CPXP
domains, built personalized study
plans, and advanced their ability to
drive meaningful cultural and system-
level change in their organizations.
Graduates earned a certificate from
Patient Experience University and
joined a growing global community
of leaders committed to elevating the
human experience in healthcare.

Certificate Recipients:

» Mohamed Abdelkader, CPXP
» Helala Albalawe, CPXP
* Meshal Aljuaid, PhD
» Dr. Deena Alshwairikh, CPXP
» Dr. Mona Ali Abdelfattah Saleh, CPXP
e Dr. Muhammad Lotfy Esmail Hassan
» Dr. Najd Mohammed Aleed
* 2 (1ohammad Almobarak, CPXP
e Sadeem Ahmed Y Aljilani, CPXP
* Dr. Osamah Abdullah Assiri, CPXP
* Amani Alzahrani

e Dr. Inas Fawzy Abdelkawy Mohamed,
CPXP

* Shimaa Abdelhamid Abdelraouf
Abdelhamid, CPXP

e Dr. Mahmoud Radwan, CPXP

Year in Review | Learning



Awards

It is important to recognize the exemplary work bei ng done in the field
of patient experience and honor those who have dedi cated their career
and efforts to elevating the human experience in he althcare. Award
recipients are announced annually at ELEVATE PX, th e global patient
experience event. In 2025, we honored six individuals with awards for
their extraordinary work.

NEW

This year marked the first-ever
presentation of the inaugural Dr.
Michael Frumovitz Award

Established to honor the legacy of Dr.
Michael Frumovitz — a compassionate
physician leader, experience executive,
and beloved member of The Beryl
Institute community — this award
recognizes the essential role physicians
play in transforming the human
experience in healthcare.

Michael Frumovitz, MD, CPXP
Former CPXO, MD Anderson

Created in his memory, the award celebrates practic ing physicians who
lead with empathy, elevate the voices of patients a nd families, support
the well-being of their peers, and drive meaningful , measurable change
in their organizations and communities. It reflects Dr. Frumovitz’'s
lifelong commitment to connection, communication, a  nd patient-
centered care, as well as the courage and openness he showed in
sharing his own journey as a patient. This first ye ar of recognition stands
as a powerful tribute to his enduring impact and a  call to physician
leaders everywhere to carry this work forward.

NEW

8LI "IVIP .RWXMXYXI )&. = 3YVW
Award For Experience Champions

The Beryl Institute DAISY Nurse Leader Award
+SV *\TIVMIRGI (LEQTMSRW VIUulIGX
nurses and nurse leaders can and must play in
transforming the human experience in healthcare.
8LI E[EVH MW SuUlIVIH MR TEVXRIV
DAISY Foundation, an international organization
championing nursing’s unique and vital role as
compassionate, expert providers of healthcare.

This award is focused on Nurse Managers,

Directors, Assistant Managers, Charge Nurses,

ERH (LMIJ 3 YVWMRK 4yGIVW . XW
recognize those who create a space as leaders for
excellence in experience to occur through both

their words and actions.

We were pleased to honor Laura J. Wood, DNP,
Executive Vice President, Patient Care Operations
ERH JWXIQ (LMIJ 3YVWMRK 4yGIV
Hospital, with the 2025 Daisy Nurse Leader Award.
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8MUER] (LVMWXIRWIR 5EXMIRX ERH +EQMP;IRHAMWMEBS A [EERTMSRMRK *\TIVMIRGI| &[EVH

The Tiffany Christensen Patient and Family Advisor Award The Wendy Leebov Championing Experience Award recog nizes
celebrates great work being done across the globet o improve and honors an individual in healthcare who has made an

the human experience in healthcare. We understand t he effort outstanding contribution to the field of patient ex perience and
it takes to change cultures, implement new strategi  es and build fostered human connections in healthcare.

true partnerships with patients and families.

7TYXL TEZMGL 5EXMIRX &HZSGEG] &[EVH :SPYRXIIV 5VSIIWWMSREPW &[EVH JSV *\GIPF
The Ruth Ravich Patient Advocacy Award is presented by The Volunteer Professionals Award for Excellence re cognizes

the Patient Advocacy Council of The Beryl Institute . Awarded individuals who have demonstrated exemplary service

annually since 1991, first by the Society for Healt hcare Consumer and contribution to the profession of healthcare vo lunteer

Advocacy (SHCA) Board of Directors, and now by the thought management. The award began under the Association f or Health

leaders of the Patient Advocacy Council, the award recognizes Care Volunteer Resource Professionals (AHVRP) in 20 06. With the

an individual for outstanding contributions, dedica tion, transition of AHVRP into The Beryl Institute commun ity in 2020,
leadership and loyal service to fellow Patient Advo cates. we are honored to carry on this tradition of recogn ition.
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Patient Experience Journal (PXJ) Awards

The Patient Experience Journal (PXJ) Awards celebra te powerful contributions to the literature and
articles of impact in research and practice and int roduce rising stars who are working to expand
evidence and insights on patient experience and the human experience in healthcare. In 2025, we
recognized the following winners:

&VXMGPI SJ XLI =IEV "ITWX &VXMGPI SVEGXMXMSRI
Is Timing Everything? The Role of Time on Lead author is a professional from a healthcare delivery
the Relationship between Patient-Centered organization.

Communication and Provider Empathy ) o . . )
Primary Care Productivity and Patient Satisfaction

Shanequa S. Roscoe-Nelson, Department of Health Community Practice: What is the Relationship?
Services Administration, University of Alabama at

Birmingham Thomas G. Howell Jr., Mayo Clinic Health System
,ISaVvIl] & MPZIVE 5L) 2-& )ITEVXQIRX SJ -IEPXL

Services Administration, University of Alabama at 2SWX . QTEGXJYP &V XMGPI
Birmingham

IPIGXIH JVSQ EPP EVXMGPIW TYFPMWLI
"TWX &VXMGPI *QIVKMRK GL%PEYV

Nursing leadership during COVID-19: Enhancing
Lead author has completed a doctorate within the last patient, family and workforce experience
azl JIEVW

Anne Aquilia, Yale New Haven Health/Bridgeport Hospital
Patients’ Perceptions of Interprofessional Karen Grimlev. UCLA Health
Collaboration: A Scoping Review Y,

Barbara Jacobs, Anne Arundel Medical Center
Robynne Gilchrist Miss, Department of Human Movement

. ) Maryellen Kosturko, Yale New Haven Health/Bridgeport
Science, Faculty of Health Sciences, Nelson Mandela Y gep

. . . Hospital

University, Ggeberha, South Africa o
IVV] 2ERWGIPH 2SYRX (EVQIP -1IEPXL

Aayesha Kholvadia Dr, Department of Human Movement I{|ealth ] . S ( Q ]
Science, Faculty of Health Sciences, Nelson Mandela
University, Ggeberha, South Africa Charlotte Mathers, Seasons Healthcare Management, Inc.
William (Bill) Burdick Prof, Department of Emergency Peggie Parniawski, Yale New Haven Health/Bridgeport
Medicine, Drexel University College of Medicine, Hospital
Philadelphia, United States of America, PA Laura Wood, Boston Children’s Hospital

Victoria Niederhauser, University of Tennessee Knoxville

29 INSTITUTE

Year in Review | Awards



Advocacy

P OLICY The Patient Experience Policy Forum (PXPF) is a broad-based coalition of healthcare
organizations and patient and family advisors engaged in advocacy and action to
FORU M give a greater voice in healthcare policy to those working to improve the patient and

family experience.

In 2025, PXPF: * Presented a joint webinar with America’s
*\IGYXMZI "SEVH (S (LE M v ) ) ) ) Essential Hospitals on “Understanding the
Continued its collaboration with government CMS Stars System” to help advocate for more
policy makers, especially CMS and Battelle, to quitable use of patient experience ratings,
MRUOYIRGI XLI HMVIGXMSR ERH TSW%M@&W%%E@@%M%&@%

patient experience measurement nationwide.
* Expanded advocacy for Patient & Care Partner

* Advocated for preservation of key functions IRKEKIQIRX MR TEVXRIVWLMT [MXL
within CMS — especially AHRQ — during a period patient leaders and workgroup in The Beryl
where changes were being made with the Institute community.
Shari Berman incoming administration in Washington.

Patient Advisor, Boston, MA

* Issued a Call to Action for Supporting and
Sustaining a Commitment to Experience and
Championing High Quality, Safe Outcomes All
Patients Deserve

* Released Letter in Support of the Agency for
Healthcare Research and Quality (AHRQ)

- *  Networked with other allied organizations
7TMGO *ZERW (Joint Commission, Leap Frog, and others) for

:5 ERH (LMIJ *\TIVMIRGI 4yGIV stronger guidelines and standards supporting
NewYork-Presbyterian the importance of Patient and Family Advisory

Councils in healthcare organizations.

30 Year in Review | Advocacy
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What Matters To You?

In 2025, The Beryl Institute and WMTY.world

(What Matters to You) announced an exciting new
collaboration built on a shared vision of elevating the
voices of patients and families, driving innovation, and
refocusing healthcare around what truly matters to
those it serves.

“What Matters to You (WMTY)?" is an international person-

centered care movement inspired by a 2012 New England Journal

of Medicine article, Shared Decision-Making: The Pinnacle of
Patient-Centered Care, written by Michael Barry and Susan
Edgman-Levitan. The underlying principle, “Ask, listen, do” what

matters is intended to shift the power to the person who knows

best about the help or support they need, whether it be a person

[MXL E QIHMGEP MWWYI SV XLI GPMRMGMERW

The collaboration leverages the strengths of both organizations to:

« Amplify the Patient’s Voice: Encourage healthcare providers
to adopt practices that center around understanding and

12 convening team members:

acting on what matters most to patients and families. * Maureen Bisognano » James Mountford
« Create a connected and empowered community:  Explore * Angela DeVanney * Jennifer Rodgers
what matters most to those providing health and social care « Damara Gutnick e Chris Sarfaty
and connect them to their core purpose. « Helen Lee . Claire Snyman
» Foster Global Innovation: Share best practices and innovative » Mathieu Louiset * Karen Turner
strategies across international networks to enhance care « Shaun Maher « Anders Vege

delivery and patient experience worldwide.

e *\TERH E 9RMI0OIH 2 YditaheRltkcare leaders,
organizations, and communities to grow a powerful global
movement for compassionate, person-centered care.

31 Year in Review | Advocacy
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Boards and Councils

The Beryl Institute’s boards, councils and committe es continued to bring valuable insights to guide th
as the independent, central voice and global commun

'SEVH 2IQFIVW
XVEXIKMG &HZMW SV |EXES ENWY [PKP, Vice President,

orporate Relations and Client
Engagement

e /S]GI 3E"™ECPMR Patient
Experience Excellence Head, Metro
5EGM0G -IEPXL

e Shannon Patterson , Executive
Director of Consumer and PX,
Stamford Health

2EVGIPS &P ZHMD)|RIECPXP,
CEO and Co-Founder, ConectaExp,
Consulting, Healthcare Management
and People Development

/S] &ZI\BVP Clinical Strategy,

Cipher Health )
e Alexie Puran , MD, MS FACEP, FAAP,
Nicole Cable , MHS, CPXP, LBBP, CPXP, Pediatric Emergency Medicine

(LM1J 51STPI ERH *\TIVMIR G IpfgkEihY NYC Health + Hospitals,
Blue Zones Health Harlem

Joanne Carrocino , President and e /IRRMJIV 5.CSW,]CPXP
CEO, Cape Regional Medical Center Executive Director, CX Tools and
Neil Churchill , Director for Patient Implementation, Veterans Experience

Experience, Participation and 4yGl )ITX SJ

Equalities, NHS England e 8SR] IV Kénior Executive Patient

7M GO *ZSNRaNd Chief Experience and Family Advisor, Co-Chair GPFAB

4yGIV 3I1[=SVO 5VIWF]XIVME Rf The Beryl Institute, Co-Chair,
Hospital Brigham and Women’s Hospital

. Senior Leadership Patient and Family
Si]repctlo\r/ Ise:t:zr?;eprgri)ﬁ;uwe Advisory Board, Past Co-Chair, Dana
UnityPoint Health Farber Adult Patient and Family

Advisory Council
OEVIR ,VMBHD|Chief Nursing

Executive and Assistant Dean, UCLA * ,i(;jvgcg/ltg/ !rwoRgtl? ?Eocr:ﬁ;? d. WMTY
Health and UCLA School of Nursing ' P '

Convening Team
(SVI] O0MQ T@hw&mRPatient and
Family Advisory Council, Community
Ambassador (COVID-19)

&QEL 0SYCE®) French Patient
Experience Institute

ERYL
TUTE

5< &HZMWSV] 'SEVH"
8]P 1V ,I|K Bgstem Executive
Director, Patient Experience, o
UnityPoint Health
Shannon Patterson , Executive

Director of Consumer and PX, .
Stamford Health

Sonia Almendarez , Division Vice
President, Patient Experience, HCA .
Houston Healthcare

OEXMI &WReRDEsident, Chief .

S5EXMIRX *\TIVMIRGI 4yGIV
Daughters Medical Center

Jennifer Ball , Regional Director of o
Patient Experience Improvement for

IXIVERW &UE MWW Community Health System

Randall Caldwell , CPXP, Director .
of Patient Experience, Norton
Healthcare, Audubon Hospital

(LIV]P (;Berkr Manager, .
Market Lead, Volunteer, Gift Shops,
Hospitality and Chaplaincy Services,
Intermountain Health, Utah Valley

Hospital

Jennifer Carron , Patient Experience
4yGIV 'I( -IEPXLGEVI

Amanda Casillas , Director, Service
Excellence, Stanford Healthcare

OEVIR (1VRMBACCPXP, Vice o
President, Consumerism, Memorial
Hermann Health System

e Institute forward

ity of practice for experience improvement.

XEG] (S P Mmyé&ctor of Patient
Experience, Johns Hopkins Health
System

Tara DiDonato , Senior Director,
Patient Experience, NewYork-
Presbyterian Brooklyn Methodist

Linda Fisher , CAVS, MS, CEL,
Regional Director, Guest Services,
UCHealth

Brandon Jones , System Patient
Experience Manager, Carilion Clinic

3EQK]EP 0,]Direcor, Patient

%p@r%&é‘, Jotn Hopkins Health

System

(LIVMI 1]GHXP, Manager of
Consumer Experience, Nebraska
Medicine

OEXIP]R 2,3RXR/ Senior
Director, Patient Experience, MedStar
Washington Hospital Center

IITRRMJIV 2Y, &ystdrh Director,
Experience of Care, Bon Secours
Mercy Health

1M~” 5 EVBPECHIef Patient
*\TIVMIRGI 4yGIV
Meridian Health

'"'MERGE 7EWd Bresident of
Patient and Family Experience, Texas
Health Resources

TIFIGGE 7Y ®ODeRt8r, Language
Services, Geisinger

5VEFLM]S X Di&df ICustomer
Experience, Trinity Health
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e Alison Soileau , System VP, Patient U
Experience and Service Excellence,
Ochsner Health

e Garrett A. South , CPXP, Director of 3
Patient Experience, Dignity Health
California Hospital Medical Center

e OEVIRRE 8L EDi@eddr\of
Experience Learning, AdventHealth

1]RR +1V K YWerBHRr, Patient and
Family Advisory Council, Vanderbilt
University Medical Center

0IPP] +SHKierRly Faces Helping
Hands Foundation, Australia

* ]JHRI] ,VELIE@agement
Specialist and Educator, Ontario
Family Caregiver Advisory Network,

e Alicia Wierenga , Sr. Director, Patient Board Member, Toronto, Canada

and Family-Centered-Care, UMass o
Memorial Medical Center

Jamonica Hill , Volunteer, Duke
University Hospital, PFAC, Quality
Executive Improvement Committee

,PSFEP 5EXMIRX ERH

. Q/DW E, |erthd Family
& HZMWSV ] 'SEVH Engagement Consultant, Toronto,
(S GLEMVW

Canada

e (SVI] OMQ TRet®R and Family
Advisory Council, Cambridge
Memorial Hospital, Ontario, Canada

8E R]E 1,®Wwadtor of Patient and
Family Engagement, Foundation for
Healthy Communities, Concord, NH

3MOOM 2SR XRres@ieim]Patient
and Family Partnership Council,
University Hospitals Rainbow Babies
and Children’s, Euclid, OH

e /10 (SYW MaRW-Centered
Care Consultant, AdventHealth for
Children, Orlando, FL o

e (SVI] OMQ Te@h&RPatient and
Family Advisory Council, Cambridge
Memorial Hospital, Ontario, Canada o

¢ 8SR] 1V Kob-Chair, Brigham and
Women'’s Hospital Senior Leadership
Patient and Family Advisory Board,

Past Co-Chair, Dana Farber Adult » Josh Paxton , Patient Experience
Patient and Family Advisory Council, Coach, University of lowa Health Care
Groton, MA

e Cristina Serrao , Lived Experience

2IQFIVW Ambassador, NHS England, London,
England
* 2EVO &KEXLE BifdgessSelf- e 8SR] 1V Kénior Executive Patient

Management, NHS England
Patient Advisor, Chilton,

and Family Advisor, Brigham and
Women'’s Hospital Senior Leadership
Patient and Family Advisory Board,
Dana Farber Adult Patient and Family
Advisory Council, Groton, MA

Aimee Williamson , PFA for Boston
Children’s Hospital, Boston, MA

e Rosie Bartel ,
Wi

e &WLPI] 'EBkEQUtive Director,
Founder, Team Josiah 2K22
Foundation Inc °

¢ |sabela Castro , PX and QI Consultant,
Rede Dor Sao Luis, Rio de Janeiro,
Brazil

SPYXMSRW &HZMWST

(S GLEMVW .

/S] &ZINMSN, RN, SVP Clinical
Strategy, Cipher Health

(EXI 2YV,TAPKP, Vice President,
Corporate Relations and Client .
Engagement

2IQFIVW

isorSJE'st]q of St. Thomas and

egria Services Group
Joshua Titus , CEO, Gozio

IEQIW : M RIiEEE® of Sales, The
C.A.R.E. Channel

'"PEMO ; MCBEE,SCRmMplicity

Lori Zwigart , Project Manager,
Sodexo
5EXMIRX *\TIVMIRGI 5

2IEHI &X O MBWiRBvenue

4yGIV 0SZS -IEPXL8IGL (SV
(S GLEMVW

Jennifer Baron , CXO, NRC Health

:MWLEP ' ICE® &8 Co-Founder,
AnalytAlX

&HVMIRRI | EMaMWEdical

Forum (PXPF) Board

Shari Berman , Patient Advisor,
Boston, MA

* ZRaMd Chief Experi
4yGIV 31YVSPSKMWX 6YEPXX/%%@/‘ ¢! EXperience

/IERMIGI , RbHfder and Executive,
Life and Leadership Coach, JGray and
Associates

Brian Hatch , CEO, HatchMed

8LSQEW /E GOUr&utsref
Partnerships, Qventus

5EYP /EKP SpWddrider and
(LMIJ

)IFVE 0SPneipal, Patient and
Customer Engagement, Genentech

,MHSR 2EVKE®R Rr&tticing
Excellence

& QF IV 2EVE @R NeRthcare
Executive Advisor, Medallia

'"MPP 2CGER,MBést Upon Request
Shawn Nason , Chief Experience and

3I[=SVO 5VIWF]XIVMER

(LEVMWWI 3MOOM, 2SRXKSQI
MA, MEd, GPAC, PXPF Program

Coordinator, Parent President,

University Hospitals Rainbow Babies

and Children’s Hospital Patient and

Family Partnership Council

2I1QFIVW
XVEXIK] 4yGIV +IIH8B8VEMP

Nicole Cable , CPXP, Chief People
ERH *\TIVMIRGI 4yGIV
Health

YWER *HKQER JRAMXER
Executive Director, Mass General
Hospital Stoeckle Center for Primary
Care Innovation, Co-chair, Mass
General Brigham Patient Experience
Leaders Committee

'PYI >S

.RRSZEXMSR 4yGIV S5EXMIRX3$MRK )IPERI] 2SWPERI]

2IPMWW E b%ratégywand °
Solutions Architect, Huron

X1ZIR 5I1P X/ HpaR °
FeedbackNow

ONVO 7I1]I\Ex¢QiRve Fellow,
Digital Experience and Engagement

(SYVXRI] 3E RdEi&hEAdvisor,
NewYork-Presbyterian

Bob Parrish , Patient Advisor,
President, Future Directions in Health
Care

Year in Review | Boards and Councils



e Dale Shaller , MPA, Principal, Shaller
Consulting Group

e )[MKLX 2GBVP, Clinical Health
*UYMX]

e *VMR 4192 H&aRH Policy Leader
e 1MRHE :ER H|Whit 8I¥iXs

"MWLEP ' IMBR,RMS, CPXP, SPHR,

Founder and CEO, AnalytAlX
2IKER (LE,aM3, FACHE, CPXP,

(LMIJ *\TIVMIRGI 4y ic¥ President, Experience, Cook

Children’s Health Care System
Lihua Dishman , DBA, MBA, FACHE,

“SWTMXEP 2SRXIASVI -1EP X (Paeke cjofesson Hearh

*\ 4yGMS 2IQFIVW

e Jason Wolf , PhD, CPXP, President and

CEO, The Beryl Institute, Founding
Editor, Patient Experience Journal

PX Journal Board

*\IGYXMZI *HMXSVMEP 8IEQ (EVI

e ISuVI] & M,FPEDWEHA,
Associate Editor, Associate Professor
of Health Services Administration,
University of Alabama at Birmingham

¢ 'V M X XE R¥ah&ging Editor, PXJ,
Manager Research, The Beryl Institute

e Jason A. Wolf , PhD, CPXP, Founding
Editor/Editor-in-Chief, President and
CEO, The Beryl Institute

2IQFIVW

e Samereh Abdoli , PhD, RN, Associate
Professor, College of Nursing,
University of Tennessee-Knoxville

e (SVI] &HERNVGradDip Psych,

inistration (DHA and MHA)
Programs, College of Graduate Health
Studies, A. T. Still University

OEVIR )VIRGHEYRN, NEA-BC,
FAAN, President, Drenkard Healthcare
Consulting, LLC

LIVVM 1EPhB,BMPH, MBA,
Research Health Scientist, Center
of Innovation for Complex Chronic

Research Professor, Department of
Physical Medicine and Rehabilitation,
Feinberg School of Medicine,
Northwestern University

JERMIP ) 2PhB,Kssociate
Professor, Department of Psychiatry,
University of Rochester Medical
Center

9QEMV 2 MSCcMMEd, PhD, Institute
of Health Policy, Management and
Evaluation, University of Toronto
(Canada), Research, Public Policy,
and Evaluation, United Way Greater
Toronto (Canada), Institute for Better
Health, Trillium Health Partners
(Canada), Centre for Continuing
Education, McMaster University

2'& (PMRMGEP 7IWIEVGL 4y @anada), Government College

Australian Institute of Health
Innovation

e &KRIW 2 '"EDNRRN, CPXP,

University (Pakistan)

YMERRI 2E V WRhDYRKNRAdjunct
Graduate Faculty, College of Nursing,

YITYX] (LMIJ *\TIVMIRGI| 4yG |Kast Carolina University
4yGl SJ SEXMIRX ERH (YWXSQ\WAR 2 SBS\VQuality Improvement

Experience, Northwell Health

¢ Britt Berrett , PhD, FACHE, Healthcare

Leadership, BYU Marriott School of
Business, Brigham Young University

THE BERYL
34 INSTITUTE

Manager, Pennsylvania Department
of Health

MR]SY R K, BHbyA3sociate
Professor of Health Administration,

Brooks College of Health, University
of North Florida

e 2EVMI 5EWGEPMbIQD]
Researcher, Research Center of the
University Hospital of Montréal

. STLMI XERMWPHMGd),
Professor, Patient and Public
Involvement and Experiences of
Care, Co-Editor in Chief, Research
Involvement and Engagement,
Warwick Medical School, University of
Warwick (England)

e &RXLSR] ( XE RBAVALME,
President and CEO, Commission
on Accreditation of Healthcare
Management Education

JITEVXQIRX SJ :I1XI1VERVSEQEMSLSE QT BIBRCPXP, EDAC,

Director of Experience Design, ECU
Health, Adjunct Instructor, North
Carolina A&T State University

e )SQMRMG 4 MO BB, John
G. Sheedy, M.D., Director, Ruth M.
Hillebrand Center for Compassionate
Care in Medicine

Emeritus

e Stefan Agamanolis , PhD, Chief

e William G. Lehrman , PhD, Social
Science Research Analyst, Division
of Consumer Assessment and Plan
Performance, Centers for Medicare
and Medicaid Services

e OEVIR 1Y\JP8I KEEO, Australian
Council on Healthcare Standards

e /SWITL 2M GPhDPChif
*\TIVMIRGI 4yGIV 8LI 2MGLIP]
Experience

e :MGOMI 3MIHI\PhE RN Déan,
The University of Tennessee, College
of Nursing

e Zal Press, Founder, Patient
Commando Productions, Former
Co-Chair, Global Patient and Family
Advisory Council, The Beryl Institute

Conference Planning
Committee

(S GLEMVW
* Beth Daddario , CAVS, Director of
Volunteers Experience, Inspira Health

* Ron Hamner , National Program
2EREKIV 5SPMG] :-& 4yGl SJ

.RRSZEXMSR 4yGIV &OVSR (hAdVdRdty IRTW

Hospital

¢ Bill Boulding , PhD, Dean and
J.B. Fuqua Professor of Business
Administration, The Fugua School of
Business, Duke University

¢ Bob Cottor , MD, Board Member, Taos
Institute

« JIRMWI 2 0IRRBA, Clinical
Assistant Professor, Arizona State
University, College of Health
Solutions, School for the Science of
Health Care Delivery

e (LVMWX] -EVVNPND, FAGHED
Chair, Department of Health Services
Administration, UAB

e *PPIR -EDIrgctor, Human
Centered Care, Hartford HealthCare

21QFIVW

¢ Nicole Allen , MSHA, Assistant Vice
President, Patient Experience, Surgery
Ventures powered by HCA

e 2EVGIPS &PZHNMD|RIE
CPXP, Physician, ConectaExp CEO,
SOBREXP Director of Institutional
Relations and Co-Founder,
ConectaExp Consulting

e )EVVIPP,&RO®MRNcipal, Darrell
Atkin + Associates
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Roxanne Baier , Patient Experience
Leader

2EVME *P ZM VEep&tp BireGt& .
of Patient Experience, Fundacion
Santa Fe de Bogota, Colombia

Jennifer Carron , Patient Experience
4yGIV 'I( -IEPXL(EVI ERH
Washington University

Global Experience *
(SPPEFSVEXMZI

Rosie Bartel , Patient Coordinator,

University of Wisconsin School of
Medicine Infectious Disease Research

2MVERHE, MHR HCPXP,
Administrative Director, Patient
Relations, Parkland Health

Amanda Casillas , Director, Service
Excellence, Stanford Health Care

2EVME +1V R BiRdiorof Patient
Experience, System Services, Emory
Healthcare

Toni Land , Founder, Chief Experience

(S (LEMVW y

2EVGIPS &P ZPMSBE
Brazilian Society of Patient
Experience SOBREXP, Brazil

Irene Chan, Director, National Cancer
Centre Singapore, Singapore

2IQFIVW

&LQIH &FHIP G&nir
Consultant, Ascend Solution

4yGIV 1ERHMRK *\GITXMSRE®PYVME )ME" & QRIKERS

Experiences

& QF IV 2EVE BR; Nekd\of
Healthcare, Medallia

0V MW X M,Pirddidy] Pdtient
Relations and Guest Services, Tampa
General Hospital

Alexa Petta , Child Life Specialist,
SickKids Hospital

Garrett A. South , MPH, CPXP, Director
of Patient Experience, CommonSpirit
Health

MXE X Wdvisér to Health Minister
of Latvia, Health Ministry of Latvia

La Shawna Williams , Physician,
Kaiser Permanente

and Patient Experience Director,
Quironsalud, Spain

YEZMH ,V EQwhSuRant
Otolaryngologist, Te Whatu Ora
Health New Zealand, New Zealand

&RRI 2EVMI -EXRNSW
Health, Australia

LIVVM -Y G CMeiBxperience

4yGIV 8LI 7S]EP ;SQIRTW

Australia

& RE 01V R CPétieit Experience
Coordinator, Hospital Israelita Albert
Einstein, Brazil

& QEL 0S YCE®) French Patient
Experience Institute, France

& ] Q ER 3 EAIhRfea, Administrative

IVIRE '"I'VXSP Warager] .

Experience in Care, First Nations
Health Authority, Canada

(EVPSW '"I"SW [E®,lIns@ute
for Patient Experience, Spain

-MV S O S PuiMitR&lskions Manager,
Association for Patient eXperience
Japan, Japan

Duaa Hammoda ,Director of Service
Excellence, International and
Emerging Markets, Cleveland Clinic,
us

Joep Paemen, SPX, Belgium
Anne Sophie Gresle, SPX, Spain

Access and Belonging

- SWTMXEP
(S (LEMVW

Lisa Branson , MSN, RN, MSCN, CPXP,

Nursing Executive, SONIFI Health

(LVMWXM RBSGS, YA Director,
National Newcomer Navigation
Network, Canada

40 )YX] 2EREKIV OMRK &FHARFEVW

Medical City in Makkah, Saudi Arabia

"MXE XAWIRHE to the Latvian
Minister of Health, Chairman, Health
Ministry of Latvia, Latvia

Rosanne Zimmerman ,Director,
Patient Experience and Safety,
Hamilton Health Sciences, Canada

(LEXGLEM =E (Db Khid

Carson Bethards , Patient Experience
Coordinator, UnityPoint

,LIGSVE 'SJafle Transition Nurse
Navigator, Temple University Health
System

(LIV]P (ERB, Manager
Volunteer, Gift Shops, Hospitality and
Chaplaincy Services, Intermountain

ATIVEXMRK 4yGIV 8SOMS 2 EMMIRR | utaM Vdlley Hospital

Insurance, Thailand

(SQQYRMX] (SYRGMP
'SVOKVSYTW

'"VMXXER] (L ENHH, WIGHES,
Director of Health Equity, Mount Sinai

Estela Gimenez , Multicultural Health
4yG1V
Refugee Health Service

Jodi Gross, MPH, MSW, CPHQ,

Manager of Patient Support Services,
Sharp Grossmont Hospital

Heather Hardinger , Director,
Consumer Experience, DEIB,
CoxHealth

+VERO -\Retied Volunteer
Professional, Children’s of Alabama

D’Andrea Joiner , Patient and Family
Experience Consultant, Texas Health
Resources

2EVME +1VRERHECPXP, CDEI,
Director of Patient Experience,
System Services, Emory Healthcare

21K 7MHMWBA, CPXP, Director,
Patient Experience, Co-Chair, Pride,
/[TAIVWSR -IEPXL

Carol Santalucia , Consultant,
Santalucia Group

&QFYPEXSV] (EVI

(S GLEMVW

Denise Clanton , BS, MA, CPXP,
Director, Diagnostic Imaging
Operations, MD Anderson Cancer
Center

JIFFMI =S ¥YBS KCPXP, Clinical
Performance Improvement
Consultant, Ambulatory, Sutter Health

2IQFIVW

Nicole Allen , AVP, Patient Experience,
Surgery Ventures powered by HCA
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Elizabeth Clinton , MPH, CLSSGB,
Director, Consumer Experience,
Memorial Hermann Health System

Natisa Dill , DNP, MBA, RN, CPHQ,
CPPS, NE-BC, Vice President, Quality
and Safety, MaineHealth Medical
Group

SR]E +PIQWPRKransformation
and Experience, Vytalize Health

2EVNSVMI, SISRatehy
Experience Manager, Cone Health

1EYVE 2G) S RW®XNorthwell
Health

LSRHE 2EMMALRRT, Patient
Experience Manager, UTHET
Physicians
[TWWMGE (SPP|NMB2AYMSTRD,
Mgr., Member Experience, Premise
Health

8EQQ] 7|, MBA, Director
of Operations, North Olympic
Healthcare Network

3EXEPMI ,MMHA) €EXP, LSSGB,
Patient Experience Consultant,
Children’s National

7TEGLIP GHredor of Patient
Experience, MOTION PT Group, a

TEVXRIV SJ (SRUYIRX -1EP xLEmiraNy

Essential Hospitals e Garrett South , Director of Patient
Experience, CommonSpirit Health
(S (LEMVW e 0V MW X MCPXR\CRrp. Director of

2IQFIVW

Patient Experience, Ardent Health

Sharif Abdelhamid , Senior Director, Services

Patient Experience and Language
Services, Denver Health

3MGSPI 0MVEKO Malkonides
Medical Center

¢ Sharon Cross, Program Director,
PFCC, Ohio State University Wexner
Medical Center

-SQI -IEPXL

2SLEQQEH &P Q SHysicaq (S (LEMVW
Freelance
e /10 '"ILQManaging Director, VNA

Health Group

(EVVMI 03SVieeNPiesident, Patient
Experience and Communication,
MedStar Health Home Care

Donna Brown , Associate Hospital
Administrator, Erie County Medical
Center o

Lara Burnside , BA, MHA, CEC, CXO,
CSE Leadership

Gerardo De Leon , MHA, CLSSGB,
CPXP, Director, Patient Experience,
Parkland Hospital, Dallas .

/IEQMI )M 5ME~ME /NBAYMKY [~
MSW, CPXP, Manager of Patient

Experience, Saint Francis Health .
System, Tulsa, OK Experience, Continuing Health, Atrium

Terri Hepp , MS, FACMPE, CPXP, FHx,  Health, Advocate Health

(LMIJ *\TIVMIRGI 4yGIV &WR QX ¥ VH PR b L Medadiantv
Patient Experience, Monroe Carell Jr
Children’s Hospital at Vanderbilt

/1G1VWSR
1ERKYEKI

2IQFIVW

& QERHE 2M P XDRe€tbY, Ratient
and Customer Experience, Northwell
At Home, Hospice

Jennifer Gruber , Director, Patient

Aqueelah Johnson |, Director, Patient
ERH ,YIWX 7IPEXMSRW
Einstein Philadelphia

&M]ERE /S| NRSWSIRH, Chief
*\TIVMIRGI 4yGIV ER +VERGMWGS

Health Network (S (LEMVW
Heather Lazarides , MHA, MS CCC-

SLP, CPXP, Clinical Program Manager,
BJC Healthcare

(LIVMI 1]Paierit Experience
Manager, Nebraska Medicine

& Q] 2EXXL NBA, Manager of
Patient Experience for Non-Acute
Hospital Based Services, Tampa
General Hospital

e OEXIP]R 2,S@hiov Director,
Patient Experience, MedStar
Washington Hospital Center

e 7IFIGGE 7Y @OeRtSr, Language
Services, Geisinger

IVZMGIW

2IQFIVW

31[ MR,

& QERHE &P Kanédgér, Customer
Service, MemorialCare Long Beach
Medical Center

2MW X] 'S[QmEmager, Interpreter
Services, Penn State Health Milton S.
Hershey Medical Center

(S V] ) EZastor of Operations,
Arkansas Children’s Hospital

Pedro Diaz, Director of Language and
Guest Services, Children’s National
Hospital

&RRMI +1VVIVIkdrpret&V
Services and Spiritual Care Manager,
Valley Children’s Healthcare

Jill Granger , Medical Content Writer,
St. Jude Children’s Research Hospital

Theresa Green , Executive Director,
Carle Experience, Carle Health

Robin Gordon , MA, Director, Patient
and Family Identity, Language,
Culture, Texas Health

2EV XE -H=&guage Services
Manager, Ochsner Health

,MWIPPI 1STI", AdiMIErQive
Manager, Language Services, Mount
Sinai Hospital

. XEPE 2MPER, Di&c®EdF E V

Language Services, Children’s of
Alaa:ilfla

Hazelin Ngan , Chief Experience
4yGIV 3=( -IEPXL
Community Care

Alexandra Rodriguez , Director of
Patient Experience, RWJBH Somerset

7EHLE EPRtient Experience
Specialist, Hamilton Health Sciences

Sarah Sossou, Regional Manager,
Language Services, University of
Michigan Health
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5EXMIRX &HZSGEG]®

(S (LEMVW

e *PMAEFIXL ,1MHHMSHEG SR

FACHE, CPXP, Senior Director,
Experience of Care, Sutter Health

e O0IPP] -SP,NMERIEPXP, BCPA,
Manager, Patient and Family
Experience, University of Vermont
Medical Center

e 1MRHE :ERH|WMESEXX

2IQFIVW

¢ Jennifer Ball , M.S., CPXP, BCPA,
Director of Patient Experience,
University of MD Midtown

¢ )YERE 'IVYMBA, CPXP, CPHQ,
Market Director, Regulatory and
Accreditation, UTHET

e :MPPMEQ ,MBEHRM, Director,
Data Reporting and Analytics, Sutter
Health

¢ Samantha Callen , Director, Patient
Experience Leader

e Lisa A. Cunningham , Program
Manager, Patient and Family
Engagement, Vanderbilt University
Medical Center

e O0EXL] )IR,O8BeRtor, Patient
Experience, UT MD Anderson Cancer
Center

e Ann E Doran, MHSM, MPA, CPHQ,
(5-72
of Patient Advocacy, Veterans
Administration

¢ Renice Edwards , MBA, MPH, BCPA,
CPXP, Manager, Patient Advocate
and Interpretive Services, University
of Maryland Baltimore Washington
Medical Center

*NIGYXMZI )MVIGXS Ve

8P IV ,IKMBA, CPXP, System
Executive Director, Patient
Experience, UnityPoint Health

Nora Gibbeaut , CPXP, CAVS, Director
of Patient Experience and Volunteer
Services, Rivers Health

e 2IGGMI]E 2ENBE\WPRS,
CPHQ, CPXP, President, Saudi Patient
Experience Club

e /10 2M X G VdterBn Experience
4yGIV 9
&UEMVW

e OMQ 5IHIY@PKR, MHA, Director,
Operations, Northwestern Medicine,
Marianjoy Rehabilitation Hospital

e 3MOOM 5 Ba&ienEBkperience
Specialist, Bozeman Deaconess
Regional Medical Center

¢ Rob Rahal, Patient Advocate, VA

5EGM0G .WPERHW -IEPXL

* Jesse Santos, MBA, CPXP, Director
of Business Development, EMPros,
Emergency Medicine Professionals,
P.A.

* Amanda Shea , MSW, LICSW, Director,
Advocacy and Development, UMass
Memorial Medical Center

5EXMIRX
Partners 3I[ MR

(S (LEMVW

4y86/111 0 M Q T@d®MRunity
Ambassador, Cambridge Memorial
Hospital

* Joshua Paxton , Patient Experience
Coach, University of lowa Health Care

e Saima Ahmed , MBA, PFACQS
Member, Patient Family Advisory
Council for Quality and Safety,
MedStar Washington Hospital Center

e Rosie Bartel , Patient Advisor

JITEVXQIRX SJ

e &WLPI] 'EB&EQUtive Director,
Founder, Team Josiah 2K22
Foundation Inc

e 8EQQ] 'S G Obnical Director of
Patient Experience, Arnot Health

¢ |[sabela Castro , PX and QI Consultant,
ISQUA

o JHRI1] ,VELE@agement
Specialist and Educator, Ontario
Family Caregiver Advisory Network,

: | XBOAE RM@mber

e Ellie Hubbard , Manager, Experience
of Care, Sutter Health Sacramento
Sierra Region

¢ (LVMWXMRI,Se@BdDREE R
Consultant, MedStar Washington
Hospital Center

¢ 2IPMWWE, P&iRrt\&hd Family
Engagement Consultant

CEVI dWR! Bprertor, Family

Engagement, Cook Children’s Medical
Center

* B8ER]E 1,®Wddtor, Patient and
Family Experience, Foundation for
Healthy Communities

e 4A4PE]JMROE 4HEXdchtRé¢ Director,

Service Excellence and Patient
Experience, Southcoast Health

+EQMP] ER Hs&E Wratient Advisor

e Cristina Serrao , Lived Experience
Ambassador, NHS England

e *VMGE RR&tént Experience
Specialist, Cook Children’s Medical
Center

e 0VMW X MCong. Miector of Patient
Experience, Ardent Health Services

Pediatric
(S (LEMVW

e ,MRKIV ) D\estOr, Experience,
Children’s Wisconsin

. XEG] |HPMHAQCCLS, CPXP,
Patient Experience Manager, St
Louis Children’s Hospital, BJC Health
System

2IQFIVW

e AnnaAhrens , Senior Director,
Patient-and Family-Centered Care,
Monroe Carell Jr Children’s Hospital at
Vanderbilt Health

e &RHVIE &OI|RBAZAEA,
CPXP, Director, Patient and Family
Experience, Phoenix Children’s
Hospital

e /S] 'Y Witient Experience
Manager, Akron Children’s

0E QM P, DRIi®, MBA, BCC, FACHE,
Vice President, Experience of Care,
Children’s Hospital of The King’s
Daughters

e Jennifer Coldren , MPH, CPXP,
Manager, Quality and Operations
Improvement, Children’s Hospital of
Philadelphia

ERHVE (SVXI™ | IGHAY GRXP,
Executive Director, Patient and Family
Experience, CHOC Hospital

e OIPP] +§]VXMQIH (LMPH 1MJI

Specialist, Connecticut Children’s

e Lisa Gingerich , MBA, CPXP, Regional
Director, Service Excellence, Baylor
Scott and White Health

e *PM7MEFIXL ,1M"COXPYZERH

Patient Experience Specialist, SSM
Health Cardinal Glennon Children’s
Hospital
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LERRE 2G (ERR, Sr. Experience
Coach, Children’s Minnesota

Alexa Petta , MSc, CCLS, Child and
Youth Experience Specialist, The
Hospital for Sick Children

8IVIWE 5VEamily]Partnership
Coordinator, Dayton Children’s
Hospital

2ERH] 7 M| Qirattor, Care
Navigation and Experience, Children’s
Mercy

2MW W] XBEifettr of Experience
Elevation, Cook Children’s

-ERREL ;],APRtient Experience
Specialist, UF Health

S5LIWMGMER

(S (LEMVW

Liza Di Leo Thomas , MD, FACEP,
CPXP, Medical Director, Patient and
Provider Advocacy, Ochsner Health

Alexie Puran , MD, MS, FACEP, FAAP,
CPXP, Pediatric Emergency Medicine,
Asst. Professor of Clinical Pediatrics,
Columbia University, NYC Health +
Hospitals, Harlem

2IQFIVW

38

)V ]IH &L QRhysician, Endeavor
Health, Northwest Community
Hospital

James Castellone , Chief Medical
4yG1V
2MGLEIP 0O PRM&Idr, Health

System Science, Kaiser Permanente
School of Medicine

2MOIPPI 01], Physieian, Duke
University

LIVV] O0Miréckr of Human
Centered Care, Hartford Healthcare

HE BERYL
NSTITUTE

Paul Lansdowne , MD, CPE, CPXP,
FACOG, Executive Medical Director,
Physician Service Excellence,
Methodist Health System, Dallas

WinnieLee (LMIJ SJ XEu
of Diagnostic Imaging, Cambridge
Memorial Hospital

[EXM 21| LMTE FACP, CPXP,
SFHM, National Director for Patient
Experience, Vituity, Chair, S.H.M
PX Council, Adult Hospitalist,
CommonSpirit Health, California

S0l 2SVKASBociate Chief

Rural Health

31[ MR

2IQFIVW

6YEPMX] 4yGIV JSV 5EXMIR

University of Arkansas for Medical
Sciences

ITLSVE 3 2SVMBB® $RCI,
MBA, CPE, CPXP, FHX, Pediatric
Emergency Medicine Physician,
Children’s National Hospital

Sachin B. Patel , MD, Pulmonary and
Critical Care Physician, Respiratory
Consultants

8E]PSV | [VPPVBA, CPXP,
Associate Professor of Pediatrics at
CUMC, Columbia University, Medical
Director of Patient Experience,
NewYork-Presbyterian Hospital

Amit Singh , MD, FAAP, Pediatric
Hospitalist Attending, Physician
Director, Cook Children’s Experience,
Cook Children’s Medical Center

)SREPH ;M GNR FAREP, Medical
Director of Patient and Consumer
Experience, Cone Health

*EWXIVR (8 -IEPXL 3IX[SVO

(L Mel JAlison Angstrom , Patient Experience

Coordinator, Humboldt Community
Memorial Hospital

Catherine Heath , Clinical Services
Manager, NFMC, Inc.

XEGI] )EZMPatiestExperience
Advisor, Ochsner Health

Patricia Forest , Director of Volunteer

X ae\r¥|?§;l\7}qchl-é§>§pltal Entrance

Operations, Northeastern Vermont
Regional Hospital

Volunteer Services, NewYork-
Presbyterian Hospital

/S] -EV,MB, CCLS, CAVS, CPST,
Director of Volunteer and Guest
Services, Children’s of Alabama

2EVMI -S[CRA CAVS, Manager,
Volunteer Services, Cook Children’s
Medical Center

JE:MHE 111 ;M P BiMd&aQ Guest
and Volunteer Services, Winship
Cancer Institute

(VIWXEP ,CYA, MA, BS, Director
of Auxiliary and Volunteer Services,
Phelps Health

OEXLPIIR 2G GAXIVISSI

(EVVMI 2MB®IN 3YVWMRK 4y @perations Manager, Volunteer

Carle Richland Memorial Hospital

(S (LEMVW

Erica Luciano , Program Manager,
UChicago Medicine

Alex Seblatnigg , CAVS, CPXP, Director
of Volunteer Services and Internal
Engagement, Shepherd Center

2IQFIVW

0MQ 'I EWmDirektor of
Communications and Outreach, A.G.
Rhodes

Beth Daddario , CAVS, Director,
Volunteer Experience, Inspira Health

OEXMI ) EQAMUS, AVP, Volunteer,
Guest, and Spiritual Care Services,
Ochsner Health

Linda Fisher , Regional Director, Guest
Services, UCHealth

Robin Goldberg , Director of
Volunteers, Burke Rehabilitation

OEQIMP ,VERX NSEd,KIPX,
CAVS, CVA, Corporate Manager,

SPYRXIIV 5VSJIWWM€FQ

Services, Kaiser Permanente Orange
County

(MN\B Manager,
nteer Serwces Gift Shop,
UnityPoint Health St. Luke’s

Erin Pittman , CAVS, Director,
Volunteer Services, Animal-Assisted
Services and Gift Shops, Mayo Clinic

51KK] OY HCD¥S, Manager,
Volunteer and Student Services,
McLeod Health

OEXMI QOAVS, PMP, Manager,
Volunteer Resources, Stanford Health
Care

Laura Smith , Experience Director,
Stormont Vail Health

Tricia Spence , CAVS, CDVS, Program
Manager, Volunteer Services and
Special Events, St. Jude Children’s
Research Hospital

1IMRHE :ER+G@A/S|BPXP, FPCC,
Manager of Volunteer Services, Sharp

& Q] :IRIR G MEARS, Director
of Guest Services and Volunteer
Services, University of California San
Francisco
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Special Welcome

Enhancing our commitment to expand the conversation  to transform
the human experience in healthcare and to support ¢ ontinued
community growth, we were excited to welcome three team members
in 2025.

Erin Best Nia Byrd
Patient Experience University Marketing Intern

&LQIH & &FHIPOE[] 262
FPCC, CPXP, FHX,

PXU Faculty
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Supporting Partners
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