
Patient Experience Excellence 
 

Continuously engaging people in their health and well-being and the ability to provide immediacy of real-
time standards-based corrective actions tied to evidence-based patient-generated interactive feedback is 
needed to attain Patient Experience Excellence.  The magnitudes of Patient Experience Excellence 
implications are significant to the field of healthcare management. Thomas Blue, Ph.D., CPA 

 
What is Patient Experience Excellence? 

 
Patient Experience Excellence is the culmination of all interactions, direct and indirect, clinical and non-clinical, 
spanning the care continuum. It is far more than satisfaction. It isn’t only a quality measure; it also includes the 
immediacy of a quality response to a patient preference, need or 
problem.  Attaining Patient Experience Excellence is often 
misunderstood because of misconceptions and the inadequacy of 
measures, methods and tools.  All too often, the measures and 
methods used to determine Patient Experience Excellence 
overlook preferences, problems and needs that patients have, but 
have no way of effectively communicating to the health care system.  Thus, opportunities for improvement and cost 
avoidance are lost.  Instituting a Patient Experience Excellence culture offers the most direct opportunity to improve 
quality of care and reduce “unnecessary” cost on a sustainable basis.  
 
What is required to achieve Patient Experience Excellence? 

 
First, the organizational culture must be enthusiastic about making “Every” patient’s experience excellent.  This 
requires the organization to have a “Zero Defect mindset bottom to top”.  Don Berwick, MD1, an internationally 
recognized expert on the continuous improvement of health care, provides an example of how a zero defect mindset 
raises the bar for Patient Experience Excellence: 
  

If we want to be really tough, we can score ourselves on a sort of pass-fail basis for the whole bundle of 
things—a patient gets a “yes” if we actually did everything we planned to do, and a “no” if anything, even 
one thing, was left out.     
 

A Zero Defect mindset drives the organization’s culture to relentlessly strive toward identifying otherwise unknown 
patient needs and problems and to take pride in resolving them. This means the organization commits to a zero 
defect standard and invests in tools that uncover patient preferences, needs and problems early, fully aware that 
proactive efforts to minimize “unnecessary” complications at the front end requires technology enabled vigilance.   
 

Early detection and intervention before problems deteriorate 
into “unnecessary” complications is what saves 
“unnecessary” costs. The entire organization must be of the 
same mind that proactively identifying unknown patient 
needs and problems and resolving them early is the most 
effective way to achieve Patient Experience Excellence.   

 
Second, Patient Experience Excellence requires an organizational infrastructure based on real-time                 
standards and evidence-based interactive communication between providers and patients, which identifies patients' 
needs and problems early for corrective actions. This requires electronic tools that enable the patients' direct 
involvement and the care providers' immediate corrective actions. Patient reports in real time elicit patient 
commitment and action, as a brief from George Washington University Medical Center2 exemplifies: 
 
• Particularly in the case of chronic conditions, health care providers cannot achieve positive health outcomes 

without patient commitment and action (p. 3). 
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overutilization, rework  and “unnecessary”  costs. 

  
2015© CarePartners Plus®                                                                       Page 1 
 
 
  



• The information can reveal actionable system problems, such as delays in returning test results and gaps in 
communication that have broad quality and efficiency implications (p. 3).  

• Public and private payers alike have begun to recognize patient experience as a core element of quality, and 
trends reflect a growing focus on patient experience as an element of compensation structures….Centers for 
Medicare and Medicaid Services is considering including patient experience survey results as part of pay-for-
performance programs, such as Medicare’s hospital value-based purchasing program (pp. 3-4). 

• Improving patient experience can have far-reaching benefits for practice culture and performance, including 
decreased malpractice risk and staff turnover (p. 4). 

• Patients hospitalized for acute myocardial infarction (AMI) who reported more problems with care were 
significantly more likely to have poor health outcomes, both one month and 12 months post-discahrge, than 
patients who reported few problems (p. 5). 

 
When the infrastructure facilitates the ability for patients to continuously engage, regardless where they reside, the 
organization and providers become aware of unresolved patient problems and needs and can take corrective actions. 
The patients’ direct involvement in communicating their health care status electronically provides the early warning 
that triggers corrective action. Failure to systematically empower all patients with the opportunity to communicate 
unresolved needs and problems delays care; resulting in overutilization, “unnecessary” rework and cost. Without an 
infrastructure that enables continuous patient engagement, Patient Experience Excellence is unattainable.  
 
Third, the organization must transparently track and report the status of the patients’ needs and problems and 
corrective actions to continuously monitor for opportunities that improve quality and reduce “unnecessary” cost. 
Patient Experience Excellence is about the “Immediacy of the Corrective Actions” taken by care providers in all 
interactions spanning the care continuum. Corrective Actions are immediate Quality Responses to the patients' 
problems and needs, based on standards of care, within 48 hours. When problems and needs are not addressed 
within 48 hours or less after being reported, the ability to capture the quality and cost opportunities is lost.3 The 
immediacy of Corrective Actions accelerates Rapid Cycle Improvement.4 Rapid Cycle Improvement implies that 
changes are made in three months or less and is preferred over the standard eight to twelve month timeframe. The 
ability to change and test at even faster rates (48 hours or less) is what enables the capture of the unlimited quality 
and cost improvement opportunities that exist. By accelerating Corrective Actions, Patient Experience Excellence 
provides a reliable new fiscal accountability strategy. 
 
How do you know your patients’ experience is consistently excellent? 
 

 
 
 
 
 
 
 
 
 
 

 How does Wellby® help achieve Patient Experience Excellence? 
 
Wellby® provides the methods and electronic tools for patients to communicate their preferences and unresolved 
problems and needs to the health care system so that corrective actions can be taken to resolve them. It enables 
patients' to be directly involved in the quality of their health outcomes regardless of where or when.  It enables early 
detection and intervention before problems deteriorate into “unnecessary” complications that result in “unnecessary” 
costs. It enables the immediacy of a quality response to a patient preference, need or problem in real-time using 
standards and evidence-based secure interactive communications between providers and patients, to identify patient 
needs and problems early for corrective actions. It transparently tracks and reports the status of the patients’ needs 
and problems and corrective actions for continuous monitoring so that opportunities that improve quality outcomes 
and reduce “unnecessary” cost are not lost. 

1. Patients consistently communicate needs and problems and staff take pride in resolving them 
2. HCAHPS  scores are consistently high—DRG withholds consistently low 
3. Excess readmissions and readmission penalties are consistently low  
4. Bundled payment margins are consistently high 
5. Shared Risk Arrangements are profitable 
6. Pay for Performance Programs are profitable 
7. Meaningful Use incentives are maximized—penalties minimized 
8. Patient service revenues are on the rise 
9. “Unnecessary” operating expenses (rework, etc.) are consistently on the decline 
10. Patient loyalty is consistently on the rise 
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Concepts contained in this paper 

Patient Experience Excellence  

Zero Defect Mindset 

Detecting Unknown Patient Needs, Problems and Preferences in Real-Time 

Standards and Evidence-Based Patient-Interactive Feedback 

Immediacy of Corrective Actions  

Rapid Cycle Improvement Quality Responses and Transparent Status Monitoring 

Direct Method for Improving Quality of Care and Reducing Unnecessary Costs 

 

 
The Wellby® Patient Experience Software is integral to Rapid Cycle Improvement. The precision implementation 
associated with launching Wellby’s real-time patient-interactive standards-based feedback coupled with the full 
scope of enabled real-time quality responses significantly advances the technical field of health information 
technology. More specifically it supports change and test at rates of 48 hours or less. Wellby® interactively captures 
patient feedback from total patient populations in the context of electronically generated assessments, surveys, and 
messages to ascertain what corrective actions need to occur, rather than sampling and then learning about patient 
needs and problems too late. Because Wellby® includes the total population, it provides more granular interpersonal 
information than random sampling does. It empowers “EVERY” patient to have a voice in real-time and to receive 
better care and enables providers and care coordinators to continuously know with a high degree of certainty the 
quality of the patient’s status. 
 
With Wellby, the feedback occurs in a relational context, focused on engaging individual patients to provide 
actionable information about their health status. The standards-based feedback enables evidence-based corrective 
action in real time. The Wellby® Patient Experience Software captures the patient feedback and guides corrective 
action to be taken. The Software classifies the patient preferences, needs and related problems into six categories:   
1) Medical; 2) Medication; 3) Behavioral; 4) Service; 5) Personal and 6) Organizational, and triages the significance 
by high, moderate and low priorities. A frequent high-significance outpatient example is when patients report that a 
physician did not thoroughly review their prescription medications. With Wellby®, such medication-related 
problems generate risk alerts for the care team to take immediate action even before the patient leaves the office. 
How widespread is this medication problem? Data captured during a 6-month Center for Medicare and Medicaid 
Services (CMS) project involving 1,200 patients indicated that 31 out of 100 patients reported medication-related 
problems that posed the potential for patient deterioration and life threatening complications. The estimated cost 
avoidance was $44 million annually. In a recent pilot project report to CMS, the cost avoided in drug product costs, 
additional physician visits, additional prescription orders, emergency room visits, and hospital admissions through 
real-time detection and 
response—not including the 
costs avoided by improving the 
quality of the care—amounted to 
well over $1.8 million from a 
small demonstration project over 
six months. Scaled up 
electronically with Wellby® 
throughout that hospital system, 
the potential costs avoided 
increase 25 fold over a year. 
This documented potential for 
avoidable costs reflects the 
untapped potential for Patient Experience Excellence. 
 
The magnitudes of implications are significant. Wellby®’s ability to accelerate Corrective Actions provides the tools 
to capture the unlimited quality and cost improvement opportunities that invariably exist. It is a state-of-the-art 
system that enables Patient Experience Excellence to be sustained and the rewards of fiscal prosperity to be 
continually realized. 
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