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What is the patient experience? It is, in the most literal sense, every
interaction—every, single interaction—that a patient has with a health system
and all of its many moving parts during an encounter. The Beryl Institute
defines it as: the sum of all interactions, shaped by an organization’s culture,
that influence patient perceptions across the continuum of care. Those
experiences often take place in various settings, but hospital patient
experiences can be the most impactful for a patient, and their family members.
Therefore, it is often the hospital experience that holds the greatest
opportunities to either delight or dismay the patients.
Nurses obviously play a key role in the hospital patient experience. After all,
they are the caretakers who have the most frequent and personal interactions
with patients. They are most often the glue as the communication conduit
between physicians and patients. No hospital could function without them.

Since the mid-1990s, Baird has
helped healthcare organizations
nationwide improve the patient
experience and enhance
organizational culture. Baird's
culture assessment and diagnosis
include experience mapping,
medical mystery shopping, and
focus groups to reveal the real
customer experiences within your
organization. Using your patients'
experiences, Baird and her team
prescribe critical next steps for
improving patient satisfaction and
HCAHPS scores.

With this as a core belief, about a year ago, I set out to interview CNOs from
around the country in an attempt to learn from them how they see their role.
Their candid discussions revealed lessons learned as well as determination to
better engage nurses in the patient experience. After synthesizing their input,
I’ve created a white paper based on these in-depth interviews exploring the
nurse leader’s perspective on the patient experience and how they view their
leadership roles. The paper explores their leadership strategies for engaging
nurses in order to achieve buy-in for sustainable results. The white paper
shares these leaders’ insights and lessons learned as they guide their
organizations’ nurses toward more consistently positive patient experiences.
Although the full white paper won’t be released until the AONE meeting in Fort
Worth starting March 30th, I wanted to share one of the core findings here.
I asked these nurse leaders a number of questions and generated a wealth of
insightful perspectives and lessons learned over literally decades of clinical
experience. Here, though, I’ll share the response to just one of these
questions: “What do you want every nurse on your team to know about his or
her role in the patient experience?”
This simple question evoked deep and meaningful responses from the nurse
leaders that conveyed their passion for the profession and the role nurses play
in the patient experience. What I heard from these leaders in response to that
specific question was three-fold.
1. “We (nurses) are pivotal to patient experience, so everything
matters.” Some of those I interviewed said things like: “It’s really an
honor to be involved in peoples’ lives at times when they are so
vulnerable. They put their trust in us.” Because of this, these nurse
leaders told me that it is so important for them and the nurses they
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lead to be mindful every day, and through every encounter, of the
significant impact they have on these patients and their family
members. They said: “It’s about how we show up—our facial
expressions, our demeanor, our communication and our knowledge –
the full package.”
2. “We (nurses) must be “fully present.” Nurses deal with a wide range
of responsibilities on a daily basis and are adept at multi-tasking.
Sometimes so adeptly that they aren’t fully present during some
interactions throughout their busy days. Being fully present sounds like
it should be simple enough, but it’s not. These nurse leaders shared
the challenges their nurses face as they juggle an ever growing number
of responsibilities. Their challenges are compounded not only by the
number of patients they serve, but by the increasing acuity of these
patients’ medical needs and the rapid adoption of new technology that
nurses must use as they perform their tasks. One best practice for
ensuring they are present when dealing with patients is to literally stop
at the patient’s door, touch the door frame, take a deep breath and
bring your mind, and viscerally connect in that moment. Encourage
your nursing staff to get in the habit of doing this, and you’ll see
tangible benefits—both for them and for their patients!
3. “Care.” Nurse leaders want their nurses to care and they want that
care to be evident. Behavioral standards can come into play here and
can go a long way toward ensuring that nurses know the tangible
things that are expected of them as they engage with patients. Nurse
leaders talked about skill building but really stressed that they wanted
nurses on their team to have caring hearts.
It goes without saying that nurses play an enormous role in the patient
experience. While leaders stressed several other key issues involved in creating
a culture of ownership, their responses to this specific question; What do you
want every nurse on your team to know about his or her role in the patient
experience?, revealed the importance of the leader connecting passion and
purpose. Every leader interviewed expressed the importance of nurses who
truly care about other human beings.
The nurse leaders interviewed for this research are clearly connected to
purpose and they have an astounding amount of knowledge and experience to
share. I’ve incorporated those insights into my white paper which will be
released during this year’s AONE conference. If one of your nurse leaders will
be attending the conference, give them a copy of this column and encourage
them to stop at Booth # 1324 to get a copy of the white paper including an
infographic that summarizes the key findings from the research.
Phone communication is an essential part of the patient experience and is often the first part of
the patient experience. In just seconds, your patients are deciding if you are friendly,
knowledgeable, concerned, and willing to help. In fact, research shows that after just a 2-minute
phone encounter, patients are clear about whether or not they would return to your organization
or recommend it. Patients rely on phone encounters to make appointments and seek clinical
advice. Other callers rely on phone encounters to gain vital information about a loved one. In
both situations, it’s important that you create a positive, trust-building experience. To engage
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your staff in essential phone skills, look toward the tips and tools in You’ll Have Them at “Hello”:
Phone skills that will WOW your callers every time. For only $199, you’ll receive the following: the
video recording, presentation slides, a transcript of the recording, a participant guidebook, a
moderator guidebook, a quality assurance tool, and additional handouts! This session is also
available as a live training workshop.
To learn more about the Baird Model for Service Excellence, employee engagement or leadership
development workshops, or to sign up for her FREE newsletter, write to info@baird-group.com.
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