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Patient Experience: What Matters Most

When we think about “What Matters Most” to someone, it is
helpful o think about the experience from their perspective
and how they form their own perceptions. It's the perception
of patients and their family members, as well as others, who
have contact with our organization. They are forming their
perception of service and care before, during, and after the
delivery of care.

What do patients care about most of all and how do we
influence those things in positive ways2 Research continues o
reinforce that being treated with Courtesy & Respect, Being
Listened To, and Clearly Communicating in ways the patient

“ " Mary Jean Derreberry
understands are “What Matters Most™ to our customers. BSN, RN-BC

Courtesy and Respect - understanding their feelings of vulnerability. Patients can feel
vulnerable for many reasons: they don't understand the medical aspects of their
situation; they don’t have control over what is happening to their bodies; and having
an iliness or injury, or aspects of aging, are sometimes equated with feelings of
weakness rather than strength.

* Examples of showing Courtesy & Respect - Touching/holding the patient’s hand(s);
Providing direct eye contact; Showing a compassionate facial expression;
Indicating a willingness to listen; Listening without showing judgment in facial
expression or words; Not acting rushed/taking time for me; Touching shoulder or arm

Being Listened To - being responsive to their needs at all times.

e Examples of how to show you are Listening - Infroducing oneself to the patient and
all family members present; shaking hands during your infroduction; meeting the
patient at eye level - sitting down or leaning down if necessary; giving eye contact;
smiling; acknowledging someone, for example, in a hallway; nodding and looking
at them when they are talking; not looking at your watch or phone; showing you
understand the meaning of their words by reflecting back what they say; asking
their opinion

Clearly communicating in ways patients can understand - we can fulfill that need when
we provide accurate, timely and frequent information. The information is unique to
each of your departments, based on what your patients need to know.

Does it make sense then that if we deliver *“What Matters Most” to patients, we can
positively impact their perception of their patient experience? If we make a point of
influencing these top priority areas with the means we have, we will greatly impact their
experience with us.

We want all of you to choose at least one action you can take, or are willing to commit
to, which will let patients know we care about the things that are important to them.

| am the Patient Experiencell

Mary Jean Derreberry BSN, RN-BC
Director of Patient Experience
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DR. THOMAS MCGLONE

« GENERAL SURGERY

CGH Medical Center would like
to congratulate
Dr. Thomas McGlone, MD, FACS
(General Surgery)
on 18 years of service
and wish him a
happy retirement!

= Quad Cities Area

Congratulations to Kimberly Teats-Garrison, PA-C, CGH Morrison
Medical Center, for being chosen as the recipient of KWQC-TV's
December Hometown Hero Award.

Kimberly is the founder of “Together We Care, Together We
Share”, a program that donates thousands of gift bags to
nursing homes every holiday season.

Mike Menz Scholarship Winner

Senada Tefiku, Environmental
Services, was the recent
recipient of a $500 Mike Menz
Service Scholarship, as
sponsored by the CGH Health
Foundation. Presenting the
award to her is Environmental
Services Director Jim DuBois.
The scholarship was created
in 2009 by former COO Norm
Deets in honor of long-time
CGH laundry employee Mike
Menz.

The cash award is available for staff in four departments: Laundry,
Materials Management, Dietary and Housekeeping.

The scholarship is meant to augment other expenses beyond
fuition and textbooks. It is offered each semester. Find the
application on Lifeline under CGH Health Foundation Scholarship
Forms.



