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Housekeeping
▪ All participants are muted

▪ Polls: your poll responses will be anonymous

▪ Chat: for sharing with each other and interacting with Dr. Beeson

▪ Q&A: for submitting questions to review at the end of the roundtable

theberylinstitute.org



We help all clinicians, leaders, and teams build skills to drive outcomes in 
leadership effectiveness, patient connection, and well-being

▪ 5-minute video-based coaching tips
▪ Developed by expert faculty 
▪ Delivered weekly via mobile app
▪ Proven process to engage clinicians

About Us



O U R G R O W I N G C O M M U N I T Y
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A Road Less Traveled…



Our Promise
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1. Outline the impact of patient connection on care team experience

2. Leverage THREE leader actions to improve patient experience while 
rejuvenating exhausted teams

3. Provide you with resources to begin the restorative development 
journey where you are



POLL 1
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POLL 2
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I’m exhausted from trying to be stronger than I feel. 

Our Teams and Us…



TEAM WILLINGNESS BEGINS HERE
“I am valued and appreciated”

“I am in the know”

“I am cared about by leaders”

“I have a chance to contribute”

“My voice is heard”

“I believe in where we are going”
“I am growing and developing
here”

“My burden is reduced”

“My ideas are tapped”



Truths About the Patient Experience 
Journey Ahead
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Physicians that were part of an authentic patient-centered culture 
were 4X less likely to experience burnout symptoms compared to 
physicians who described their cultures as not patient-centric.

The Clinician Experience Research Project, Beeson et al, 5/2018

THE IMPACT OF AUTHENTIC 
PATIENT CONNECTION



87% of physicians said 
interacting with and 
helping patients is the 
most gratifying part of 
being a physician

2019 2019 AAFP/CompHealth Physician Happiness Survey. N = 5,855 US 
physicians https://comphealth.com/resources/wp-
content/uploads/2019/03/CompHealth-AAFP-Happiness-Survey.pdf

https://comphealth.com/resources/wp-content/uploads/2019/03/CompHealth-AAFP-Happiness-Survey.pdf


Congiusta, S., Ascher, E. M., Ahn, S., & Nash, I. S. (2020). The Use of Online Physician Training Can Improve Patient Experience and 
Physician Burnout. American Journal of Medical Quality, 35(3), 258–264. https://doi.org/10.1177/1062860619869833

&

Advanced 
fulfillment in work

Increased PX 1.4 
points

Reduced burnout 
measures

INCREASE CLINICIAN ENGAGEMENT IMPROVE THE PATIENT EXPERIENCE ADDRESS WELL-BEING CHALLENGES

https://doi.org/10.1177/1062860619869833


Participating hospitalists had lowest burnout levels across the system

Clinician Feedback

▪ 83% preferred microlearning over 
traditional methods

▪ 90% of participant felt tips improved 
patient relationships

▪ 92% considered monthly CEP sessions 
effective

Patient Experience Improvement

4 to 5 Raw Point Increase In…

▪ Time physician spent with you

▪ Physical concerns/questions

▪ Sense of community/belonging

▪ The physician kept you informed



Communication Skills Training for Physicians Improves Patient Experience and Reduces Burnout

Adrienne Boissy MD, et al

https://link.springer.com/article/10.1007/s11606-016-3597-2?wt_mc=internal.event.1.SEM.ArticleAuthorOnlineFirst

https://link.springer.com/article/10.1007/s11606-016-3597-2?wt_mc=internal.event.1.SEM.ArticleAuthorOnlineFirst


If You Are Doubting 
the Data…Try This

▪ Assemble clinicians in a room

▪ Ask them to reflect on their 
best moment as a clinician

▪ Give them a minute to reflect

▪ Have them share their stories

▪ Watch what happens…



Actions known to stifle the patient 
connection benefit
▪ Expecting messaging from the C-Suite 

to work
▪ Proceed with improvement efforts 

without first establishing your purpose
▪ Making it about a metric (we never do 

this intentionally…)
▪ Provide data without tools to improve
▪ Fail to include physicians in the 

journey
▪ Frame in the context of patient benefit 

alone



▪ There is compelling qualitative and 
quantitative data demonstrating 
patient connection and impact can 
fuel team contentment, sense of 
accomplishment, and purpose

▪ This is a value system, not an 
initiative

▪ How we lead the patient experience 
will predict success (or not)



LEADING THE PATIENT EXPERIENCE:

THREE Leader Actions to Build Patient 
Connection as a Rejuvenator 



“Life is never made unbearable by 
circumstances, but only by lack of 

meaning and purpose.” 
– Viktor Frankl

STEP 1: 
Build a Local Cause



A Cause

A principle or aim 
that, because of a 
deep commitment, 
one is prepared to 
act on, defend or 
advocate



Creating a 
Cause

Though the patient experience is 
often a global effort, it must 
manifest locally

A local cause, crafted by a team, 
fuels unity, pride, clarity, identity, 
ownership and innovation

Local leaders must facilitate, the 
“who do we aspire to be for each 
other and our patients?”



Cause Driven Action



Leader Action:
Creating a Local Cause in 7 Minutes

1. For ONE minute have team members individually craft what they 
believe the key “we will” elements for patients and each other

2. After one minute, call time, and have teams pair up and share their 
ideas with each other for TWO MINUTES

3. Have teams of four gather and scribe themes for FOUR MINUTES
4. Write your story crowdsourced by your team

“If we became everything you hoped for as a team and for our 
patients, what does that look like to you?”



Why a Cause is ESSENTIAL

▪ It is the room where skill-building and data live
▪ It is language and messaging that is activating and resonant 

with care team members
▪ It is unifying to complex teams to move in a similar direction 

using self-organization, voice, and autonomy around Simple 
Rules

▪ Provides a chance to harvest success to scale



“Research indicates that changes in team 
engagement are best attributed to how 

organizations develop their people.” 
– Gallup

STEP 2: 
Building Skills



POLL 3
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WHAT SKILL-BUILDING LOOKS LIKE

Learn. Try. Share. 



What Drives the Experience of Patients
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“They care about 
me”

“I have a chance 
to participate”

“They look like 
they enjoy their 

work”

“I can get care 
when I need to”

“The team works 
well together”

“I get a response 
when I need it”

“They seem to 
like each other”

“My questions 
are answered”

“They are good 
people”

“They listen to 
me”

“They appear 
capable and 

experts in what 
they do”

“They use 
language I 

understand”



Patient Connection Coached Skills
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First Impressions

Explaining Care

Bringing Hope

Conveying 
Compassion

Engaging 
Patients

Managing 
Difficult 

Encounters

Delivering Bad 
News

Using Teach-
Back Finishing Strong

Building Rapport Creating 
Confidence Listening Well



It’s About Learn, Try and Share

▪ 10 percent of what they READ

▪ 20 percent of what they HEAR

▪ 30 percent of what they SEE

▪ 50 percent of what they SEE and HEAR

▪ 70 percent of what they SAY and WRITE

▪ 90 percent of what they DO



WHAT WE’VE LEARNED
ABOUT SKILL-BUILDING

“Make it quick”: microlearning

“Make it work”: evidence derived 

“Make it actionable”: “try this” challenge

“Make it scalable”: delivered to every team member

“Make it align”: mapped to organizational goals



MEMBER REPORTED IMPROVEMENT IN KNOWLEDGE 
AND SKILL AFTER COMPLETING TIPS

▪ 67.2 percent increase in Building Patient Confidence (n=420)

▪ 61.6 percent increase in Conveying Compassion (n=233)

▪ 61.1 percent increase in Building Rapport (n=484)

▪ 68.8 percent increase in Listening Well (n=449)

▪ 74.3 percent increase in Growth Mindset (n=359)

▪ 130 percent increase in Self-awareness (n=50)



Accelerants 
to Learning

▪ Leaders visibly participating in learning

▪ Learning occurs individually and together

▪ Framed as manifestation of a shared purpose

▪ Set up certification opportunities

▪ Build into performance management, 
recognition and incentives

▪ Celebrate progress, tell impact stories and 
use tight feedback loops



STEP 3: 
Celebrating Progress

“Stories constitute the single most 
powerful tool we have to shape our 
future.”

Dr. Howard Gardner



Observations of 
Storied Progress

▪ Stories told of skills applied will be 
replicated and spread

▪ When care team members apply 
skills, they will have a story to tell

▪ Providing an opportunity for “this is 
what happened” creates organic 
diffusion of skills

▪ All team members working on the 
same skill significantly accelerates 
improvements



The Keys of Coaching

1. Ask participants, “who do you want to be?”

2. Challenge them to Try

3. The key is experiencing the impact of doing 

a skill and sharing their story with 
colleagues who have done the same thing



Coaching At Scale – A Real-Life Example

LEADING THE PATIENT EXPERIENCE
CERTIFICATION PROGRAM

The success of patient experience 
improvement will be determined by 

the effectiveness of your leaders 

Three-month program with four parts:
1. CREATE A CAUSE
2. COMMUNICATE THE FUTURE
3. TRACK SUCCESS
4. BUILD SKILLS

For all leaders:
▪ Physician leaders
▪ APP leaders
▪ Administrative leaders
▪ Operations leaders – practice manager and above



▪ Willingness to participate is a function of how 
leaders lead

▪ Connection fuels restoration in powerful ways

▪ We often botch the potential of an effective 
patient connection effort in exchange for a top 
town patient experience initiative that can turn 

the effort to a burden

▪ Leaders must facilitate local shared purpose, 
systemic skill development/application and 
tracking progress through story and data

▪ The mastery journey never ends…and can apply 
to patient connection, leadership, team 
collaboration, safety, wellness and more



Resources and Support

▪ Tomorrow: you will receive the slides and a link 
to the recording

▪ Next week: you will receive a summary including 
poll response data

▪ Save The Date for our next virtual roundtable: 
Thursday, July 28th, 3 pm ET, 12 noon PT
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QUESTION AND ANSWER

CONNECT WITH ME

stephen@practicingexcellence.com

NEXT STEPSDOWNLOAD MY EBOOK
Helping All Clinicians Thrive

practicingexcellence.com/ebook-apx

▪ Tomorrow: email 
with slides and 
recording

▪ Next week: email 
with summary 
document

▪ Save the date: 
Thursday, July 28th, 
3 pm ET, 12 noon PT
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