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If you find it in your heart to care
for som e body e lse ,
you will have  succe e de d .

- Maya  Ange lou
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care

(noun): 1. suffe ring  of m ind
2. pa instaking  or watchful a tte ntion

(ve rb ):  1. to  fe e l inte re st or conce rn
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Human beings caring for human beings.
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BODY OF KNOWLEDGE
15 Domains, developed by the community, that 

frame the core knowledge framing PX

RESEARCH
Open-access, peer-reviewed content accessed 

11000 times/month in over 200 countries & territories

COMMUNITY OF PRACTICE
Over 55,000 people representing

more than 75 countries

PROFESSIONAL CERTIFICATION
Certified almost 1000 professionals globally and

sole accrediting body for PX Continuing Education
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Changing healthcare by ensuring an 
unwave ring com m itme nt to  the

HUMAN EXPERIENCE

…but what must we do to elevate the human experience?
(in healthcare and beyond)
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http://bit.ly/PtExpConsumerStudy

6 of 10 
believe the patient experience is 

extremely important

3 of 10 
believe the patient experience is 

very important

Q: Overall, how important is it to you that you have a good patient experience? (n=2000)

Research Partner
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About My Health About How You 
Tre a t Me

About 
Be ing  a  

Custom e r

My he alth  and we llbe ing are  
important to  me

78%

I want/ de se rve  to  be  tre a te d 
with re spe ct

68%

Will influe nce  how I make  
he althcare  de cis ions

51%

Q: Why is having a good patient experience important to you? (Check all that apply.) n=1996
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Listen to you

Communicate clearly in a way you can understand

Treat you with courtesy and respect

Give you confidence in their abilities

Take your pain seriously

71%

63%

67%

65%

64%

Q: When you think about having a good patient/family experience, how important is it to you that the people 
providing your care do each of the following?/how important are each of the following? (n=2000)
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Q: Think of a specific time when you or someone you know had a good (or positive) patient experience.

What words  or phrase s  would you use  to  de sc ribe  this  e xpe rie nc e ? (n=2000)
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http://bit.ly/ToCareisHuman2018

With the support of

Two main s tud y groups :

Ge ne ra l Pa tie nt Expe rie nce  Com m unity (n = 
1478)

19 countrie s  re pre se nte d (84% US /  16% non-US)

High Pe rform ing Units/ De partm e nts (n = 294)
US only, ide ntifie d  by pe rformance  on the  HCAHPS Surve y 
ove ra ll ra ting  que s tion
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How patients/families are personally treated

Te amwork among the  care  te am

Engage me nt le ve l of e mploye e s

Clinica l te am we ll-be ing

Quality/ safe ty prac tice s  e vide nt

Coordination of care

Opportunity for a  pa tie nt to  ask que s tions

Ease  of acce ss  to  care

Effe c tive  communication with patie nts / familie s

97% 99%

97% 99%

Ge ne ra l Re sponde nts High Pe rform e rs

98%

To what extent do you believe the following items have an influence on patient experience? - % Great + Greatest

92%

97%92%

96%

93%

93%

92%95%

90%
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Relational

Transac tions
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N of ONE
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Changing healthcare by ensuring an 
unwave ring com m itme nt to  the

HUMAN EXPERIENCEHUMAN EXPERIENCE
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SDOH*

Neighborhood & Built 
Env ironment

Health & Health 
Care

Social & 
Community ContextEducation

Economic Stability

*Source:  HealthyPeople.gov

HUMAN EXPERIENCE

Access

Equity

Affordability

Health (vs. Illness)
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[Applying technology] is not just something organizations should do, but rather…it needs to 
be translated both in how it will help those delivering care realize efficiencies, while those 

receiving care see and experience the benefits.

Health IT is not simply a process improvement tool; it is a means to elevate the human 
interactions at the heart of healthcare.

HUMAN EXPERIENCE
High tech to high touch

Wolf, Jason A.  PhD, CPXP (2019) "Reframing innovation and technology for healthcare:
A commitment to the human experience," Patient Experience Journal: Vol. 6 : Iss. 2 , Article 1.
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If we do not ensure people
“fe e l” hum an,

how can we  e nsure  the y can
“be ” hum an?
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Listen

Create 
Space

Communicate

Be 
Present

Wolf, J.  A. (2019). Nurse Leadership and the Human Experience: A Framework for Elevating Care and Caring.
Nurse Leader, 17(4), 347-351. doi:10.1016/j.mnl.2019.05.012

A Framework for Elevating
Human Expe rie nce

Presenter
Presentation Notes
Listen. This is more than simply hearing those around you, be they patients and family members, peers or colleagues, employees or staff. Listening is about taking the time to understand what is being said, where it is coming from and why it is important to the individual delivering the message. It is bringing the whole of a person into what they deliver in a way that provides deeper meaning and context for action. It may be about a potential improvement needs or a simple statement about fear someone has for an upcoming procedure. But ensuring one finds time to listen beyond just hearing, to take in what one says to digest it, to own it and to acknowledge it, is a fundamental for nurse leaders looking to positively impact human experience.
 
Communicate. This is not just about delivering information, that is limited and one-sided. Rather communicating in this light is about bringing life and context to the words and information shared and about providing that communication, as our consumers said they wanted, clearly and in a they can understand. This too is not simply about clinician to patient conversation; it must also happen peer-to-peer and nurse leaders can and must model this. All too often communication is taken for granted and in many cases becomes a cause for misses and errors. This is not a nice task we must consider, but a process that is integral to the very fundamentals of safe, quality, reliable and human care.

Be Present. Models of care consistently provide ideas for creating greater connection to those receiving care from sitting, to gentle touch and more. But the physicality of presence is only one aspect of this critical component of the human experience. Those we interact with be they patients or peers want to and expect we are there with them. In the dynamic and chaotic world of healthcare this can be a challenge as multiple priorities, distractions and other elements seek to disrupt the personal nature of human interaction. It should be acknowledged that perhaps above all else, human beings in healthcare, be they patients or colleagues, hunger to be acknowledged. This can only be achieved through presence, through being fully with the person in front of you, be it for seconds, minutes or more. Finding the time to be present in the moments one finds themselves as leader helps not only focus the intent of that interaction, it also reduces the pressures in that moment. It provides clarity and quiet and elevates the capacity to more effectively listen, communicate and ultimately act.
 
Create Space. The ideas of listening, communicating, and presence are unwaveringly integrated into the final element for consideration by nurse leaders. That is the need to create space. This is not necessarily the physical space in which one finds themselves, but rather the space into which people can step, listen, and communicate. Creating space means there is safety in raising issues that some might otherwise be afraid to. Creating space means creating comfort for those seeking care to ask questions confidently and express fears and concerns without hesitation. And creating space is not just done by one person alone. In creating space nurse leaders, and all healthcare leaders must ensure the cultural environment they create allows for this to occur. In isolation these efforts may be seen as outliers or nice efforts by compassionate people. Organizations that ensure they collectively create space are those that will be recognized above all else for a commitment to human experience.
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Opportunities for Action

Educate healthcare leadership and support policies that encourage and build positive work environments where teamwork can 
flourish

 Drives quality outcomes, ensures safe practice

Create processes and guidance to ensure nurses can focus on the human experience they look to provide, i.e., BOTH clinical and
personal interaction. That is the space where they will reconnect to purpose. 

 Fosters well-being and reduces impact of burnout

Build development program(s) to foster new perspectives for nurse leadership beyond operations to broader systemic awareness

 Expands capacity of system to address health of individuals and communities versus only treating illness

If we want systemic solutions, we must take systemic action.
We cannot simply treat the symptoms, we must address the cause.
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Presenter
Presentation Notes
A patient knocked over a cup of water, spilling it beside her bed.  She asked the aide to mop it up.  Hospital policy was that small spills were the responsibility of nursing, while larger spills were to be cleaned up by housekeeping.  The aide looked at the puddle and decided that it was a large one, so she called housekeeping.  The housekeeper, however, thought the spill was a small one.  As the two employees argued over the puddle, the patient took the water pitcher, poured it on the floor and asked, "Is it big enough now to help you decide?”
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The human capacity to care for others isn’t something trivial
or something to be taken for granted.
Rather, it is something we should cherish.

Compassion is a marvel of human nature…
- Dalai Lama
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Human beings caring for human beings.
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Supporting Readings
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 Wolf JA. Consumer Perspectives on Patient Experience 2018. The Beryl Institute; 2018.
Download code: Nursing2030 

 Niederhauser, V. & Wolf, J. (2018). Patient Experience. A Call to Action for Nurse Leadership. Nurs Admin Q, Vol. 42, No. 3, pp 211-216.

 Wolf JA. To Care is Human: The factors influencing human experience in healthcare today. The Beryl Institute; 2018.
Download code: Nursing2030 

 Wolf JA. The Role of Nurse Executives in Patient Experience. The Beryl Institute; 2019. 
Download code: Nursing2030 

 Wolf, J. A. (2019). Nurse Leadership and the Human Experience: A Framework for Elevating Care and Caring. Nurse Leader, 17(4), 347-351.
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