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Mission of the Patient Experience Service Best Practice (SBP) Program

To Inspire a Cultural Transformation through the standardization of 
Service Best Practices for the LLUH system, in order to provide the safest, 
highest quality care for all patients, best place to work for all employees
and best place to practice for all providers.



LLUH Hospitals
Patient Experience Journey 

2017 2018 20190 2020-21 2022-23

Develop Strategy Education Focus Patient Focus Pandemic 
Response

High Reliability 
& Care for the 
care-giver

 75th Percentile goal 
established for HCAPS

 Rolled out education to 
staff on GRETE and 
other SBP tools

 Established Patient 
Advisory Council

 Virtual care 
systems

 Achieved goal 
of 75th

percentile

 Hired a dedicated leader 
for Patient Experience 

 Began quarterly SBP 
Leadership Summits

 Rolled out automated 
discharge phone calls

 Adjusted visitation 
policies and 
protocols

 Culture of 
Safety

 Built service behaviors 
into evaluations

 Moved Patient Relations 
department under PE

 BETA Heart 
Initiatives



LLUH 2016-2022

CH CHILD
45th PR to the 

74th PR

CH MOM
81st PR to the 

85th PR
UH

48th PR to the 
85th PR

EC
48th PR to the 

71st PR

SH
Maintains 98th

PR and above

Presenter
Presentation Notes
This looks at the Overall Rating 0-10 question scores for adult and child inpatient over the last 6 years for their children’s hospital (yes, they have an adult unit there).

The lines indicate the most current NRC 75th percentile and NRC 90th percentile for that same question.

Study name: LLUMC 
Study ID: 3844 
Survey ID: 13577 (children’s adult), 21155 (children’s peds)
Sample Unit ID: 145201 (children’s adult), 311681 (children’s peds)
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