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First…… 
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Our Dilemma and Our Challenge 

 

https://visual.ly/community/infographic/health/journey-through-healthcare 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiNtMjjm7DZAhXK64MKHcCcAbYQjRwIBw&url=https://www.scoop.it/t/healthcare-infographics&psig=AOvVaw3jakg65SbY_4RJ7C4Tz4EB&ust=1519069101138564
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Lost in the Data and Missing the Point… 

> 10,000 

21 
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What We Don’t Want to Do Today 

Repeat 

 

Miss the point 

 

Bore 

 

Fail to connect 

 



7 

What We Do Want to Do Today 

Educate 

 

Bridge the gap between data and story 

 

Inspire 

 

Take away at least one new actionable idea 
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Relevance:  AACN Masters Essentials 

Masters Essential II::  Organizational and Systems Leadership 

 

Master’s Essential III: Quality Improvement & Safety 

 

Masters Essentials IV: Translating and Integrating Scholarship into Practice 
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Next….. 
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Let me tell you a story…. 

“The importance of storytelling as the foundation of human 
experiences cannot be overestimated. The oral traditions focus 
upon educating and transmitting knowledge and skills and also 
evolved into one of the earliest methods of communicating scientific 
discoveries and developments.” 

 
Haigh & Hardy, 2010 
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The Science 
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People 

 

 

 

 

 

 

 

 

 

 
Retain 80% of what they see 

Retain 20% of what they read 

Retain 10% of what they hear 
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Visual Processing 

90% of information transmitted to the brain is visual 

70% of sensory receptors are in the eyes 50% of your brain is active in visual processing 

40% of people respond better to visuals 
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Processing of Visual vs. Text Information 

 

60,000 X Faster 
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Five Elements of a Good Story 

 Passion 

 Hero 

 Antagonist 

 Challenge 

 Transformation 

 

 Truth and Authenticity 
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Using Stories to Engage People 

 Emotion 

 Action 

 Value 

 Memory 
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Influencing to Achieve Good Things 
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Storytelling in Education and Healthcare 

 Re-engage participants to focus on core skills and attitudes 

 Promote a sense of belonging 

 Promotes interaction with other health care professionals 

 Reduces feelings of isolation 

 Promotes empathy and compassion  
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Now… 
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Psychedelic 
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3-D Nightmare 
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Hot Mess 
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The Ubiquitous Pie Chart 
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And… 
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Provide Meaningful Content 
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Choose the Right Chart 

Visualization Purpose Description Recommended Chart Type   

Comparisons You are trying to compare different values in your data set for e.g. which channel 

brought you the most traffic? 

Bar Chart, Column Chart, Line Chart 

Trends You are trying to plot the trends in your data set for e.g. has our summer campaign 

increased sales in the last six months 

Line Chart, Column Chart 

Correlations You are trying to map relationships between variables e.g. Ad spend and number 

of visits 

Scatter Plot 

Part-to-Whole You need to show the device breakdown of your site visitors. Think Pie Chart Pie Chart 

https://www.google.com/imgres?imgurl=http://betterevaluation.org/sites/default/files/BarChart2.png&imgrefurl=https://www.betterevaluation.org/en/evaluation-options/BarChart&docid=jptZBsAtsqCkEM&tbnid=dPlOcq-q_uxqzM:&vet=10ahUKEwiou9-c5a7ZAhVDXawKHXMiAfsQMwiPAigmMCY..i&w=635&h=409&bih=665&biw=1222&q=bar chart&ved=0ahUKEwiou9-c5a7ZAhVDXawKHXMiAfsQMwiPAigmMCY&iact=mrc&uact=8
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi-3I_Y5a7ZAhUBQq0KHQLgB3sQjRwIBw&url=https://www.indiabix.com/data-interpretation/line-charts/027001&psig=AOvVaw1lTAFS1lOmpJGzhv8Adkf2&ust=1519020238711619
https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiet7qH5q7ZAhUSZawKHcAaC7cQjRwIBw&url=https://support.minitab.com/en-us/minitab/18/help-and-how-to/graphs/how-to/scatterplot/create-the-graph/scatterplot-with-regression/&psig=AOvVaw35g4weqzfC_OwidaBD_gV9&ust=1519020364294258
https://www.google.com/imgres?imgurl=http://www.essaybuilder.net/Images/Pie1.gif&imgrefurl=http://www.essaybuilder.net/PieCharts.html&docid=W9JTjNIQhQJeTM&tbnid=m-Wdp-o1TOGhlM:&vet=10ahUKEwi0gfeh5q7ZAhUBVK0KHVbaA6wQMwjpASgUMBQ..i&w=567&h=391&bih=665&biw=1222&q=pie chart&ved=0ahUKEwi0gfeh5q7ZAhUBVK0KHVbaA6wQMwjpASgUMBQ&iact=mrc&uact=8
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Less is More 
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Sort Your Data 

https://www.e-nor.com/blog/data-visualization/makes-good-visualization 
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Identify the Relationships 
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Accurate Scaling 
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Color 

32 

Labeling 
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Ensure That All Have Access 

8% of men and 0.5% of women are color blind 

Difficulty distinguishing red and green 
 

Consider using other colors or labeling to accommodate 
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The Bridge… 
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Measuring What Matters 

to Improve the 

Patient Experience 

OUR GOAL: 

Alleviate by 

responding to 

Inherent patient 

needs 

OUR GOAL: 

Prevent 

suffering by 

optimizing 

care delivery  
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What Do Patients Really Value? 

High: Confidence in Provider 
1.9% Fail to Recommend 

High: Worked Together 
28% Fail to Recommend 

Low: Worked Together 
90% Fail to Recommend 

Low: Confidence in Provider 
74.6% Fail to Recommend 

High: 
Concern for 

Worries 
0.6% Fail 

Low: 
Concern for 

Worries 
5.6% Fail 

High: 
Concern for 

Worries 
6.3% Fail 

Low: 
Concern for 

Worries 
22.3% Fail 

High: 
Listens 

Carefully 
24.7% Fail 

Low: 
Listens 

Carefully 
45.7% Fail 

High: 
Courtesy 

78.2% Fail 

Low: 
Courtesy 

92.8% Fail 

3% of patients 68.4% of patients 2.4% of patients 5.9% of patients 0.8% of patients 3.4% of patients 11.4% of patients 2.5% of patients 

High: Worked Together 
1% Fail to Recommend 

Low: Worked Together 
11% Fail to Recommend 

8% of patients 72% of patients 14% of patients 5% of patients 

81% of patients 19% of patients 

All Patients 
15.7%  

Recommendation Failure Rate 

High Risk Low Risk 
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What Do Patients Really Value? 

81% are likely to recommend if they have high confidence in the provider 

 

 

72% are likely to recommend if they believe the team is working well together to provide care 

 

 

68% are likely to recommend if the provider demonstrates concern for their worries 
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Drivers of Likelihood to Recommend - Inpatient 

40 

 
Drivers of Likelihood to Recommend in the Hospital 

 

1.     Teamwork 

 

2.     Room Cleanliness 

 

3.     Courtesy and respect 

 

4.     Listened carefully to you 

 

 

 

 

 

 

Bedside Shift Report 
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© 2015 Press Ganey Associates, Inc. 

 

Caring 

Behaviors 

Culture 

How Patients Experience Care 

Clinical 
Excellence 

Operational 
Efficiency 

Clinical 
Excellence Pain Control 

Teamwork 

Clinical Skill 

Discharge Prep 

Amenities 

Environment 

Wait 

Courtesy Privacy 

Inform Choice 

Personalize Service Recovery   

Empathy 
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Compassionate Connected Care ™ Themes 

 Acknowledge Suffering 

 We should acknowledge that our patients are suffering, and show them that we understand. 

 Body Language Matters 

 Non-verbal communication skills are as important as the words we use. 

 Anxiety is Suffering 

 Anxiety and uncertainty are negative outcomes that must be addressed. 

 Coordinate Care 

 We should show patients that their care is coordinated and continuous, and that “we” are always 
 there for them. 

 Autonomy Reduces Suffering 

 Autonomy helps preserve dignity for patients 

 Caring Transcends Diagnosis 

 Real caring goes beyond delivery of medical interventions to the patient 
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The Masters Prepared Nurse 

“As a  practice discipline, clinical care is the core business of nursing practice whether the 
graduate is focused on the provision of care to individuals, population-focused care, 

administration, informatics, education or health policy. Master’s nursing education 

prepares graduates to implement safe, quality care in a variety of settings and roles.” 

 

“Establish therapeutic relationships to negotiate patient-centered, culturally 

appropriate, evidence-based goals and modalities of care.” 
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© 2015 Press Ganey Associates, Inc. 

Higher Patient Experience Reliability Scores Link to Higher Quality  

(quintiles of performance) 
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What is Correlated with Likelihood to Recommend? 
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Top 10 Drivers Correlated with 

Likelihood to Recommend 
  

Personalized Care and Empathy Staff cared about you as a person 

Doctors listened to you 

Nurses listened to you 

Nurses attention to your needs 

Doctor’s concern for your comfort 

  

Information Kept informed about delays 

Doctor kept you informed 

Staff kept family and friends informed 

Nurses kept you informed 

  

Pain Control Pain control 

  

Discharge Prep Information re self-care at home 
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Caregivers 
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© 2015 Press Ganey Associates, Inc. 

 

Connected 

Culture 

Clinical 
Excellence 

Operational 
Excellence 

Clinical 
Excellence Providing  

Safe Care 

Providing  
Quality Care 

Belong Respect 

Enjoy Work Trust 

Recognition Job Security   

Cared About 

Mission/Values     Teamwork      
Patient-Centeredness    Improvement Focus     Safety as a Priority 

Good Management     
   Input, Feedback, Autonomy 
       Leadership  

Job Fit, Clarity, Pay/Benefits 

Work Training, Development    

    Physical/Staff Resources 

Communication 

How Caregivers Experience Care 
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Compassionate Connected Care ™ for the CareGiver 

 We should acknowledge the complexity and gravity of the work provided by caregivers 

 It is the responsibility of management to provide support in the form of material, human, and 
emotional resources 

 Teamwork is a vital component for success 

 Empathy and trust must be fostered and modeled 

 Caregivers' perception of a positive work/life balance reduces compassion fatigue 

 Communication at all levels is foundational 
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Patient Loyalty and Nurse Loyalty Are in Sync 

R² = 0.2548 
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Nurse Job Enjoyment Is Related to Patient Loyalty 
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Relationship Between Engagement and Experience 
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1. Based on Engagement data from 36 projects, year 2014. HCAHPS data from 2014 PG Database. Created by Healthcare Metrics Team. 
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Remember the Patient 

• Remember: your patient is scared 

• Remember: your patient has lost almost all control 

• Remember: they hurt and they are the ONLY judge that matters 

• Remember: YOU are likely their only means of information 

• Remember:  they need compassion  
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…and the CareGiver 

 Remember:  caregivers are working hard 

 Remember:  they are members of a team  

 Remember:  they need information 

 Remember:  they need resources 

 Remember:  they need compassion 
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This is Why it Matters 



Thank You! 
 

Mary Jo Assi, DNP, RN, NEA-BC, FNP-BC, FAAN 
Associate Chief Nursing Officer 
maryjo.assi@pressganey.com 
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