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Strategic Storytelling

“Facts bring us to knowledge

but stories lead to wisdom.”
Rachel Naomi Remen

Medical Center




THE REAL DEAL

 Core Concepts of Patient and el i
Family Centered Care

Communication
Accountability
Ownership
Commitment
Service
Appearance

* Collaboratively developed by
patient experience leaders,
HR, educators, and patient-
family advisors

* System Wide Model

* Incorporated throughout
employee experience

Respect and Educate and
Dignity Engage

Standards of Performance
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Ask and Listen and
Acknowledge Learn
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* Linked to Standards of sy .
Accountability Ownership
Pe rf o r m a n ce Service Attitude

@ VDANT



Patient-Family Advisor Contributions
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BPECIAL INSTRUSTIGNS

Developed transparency and
patient communication tools

Reviewed by
patients and families

Vidant Health promotes and
supports an approach to care
that puts the patient and family
at the center of the care team

Review of educational
materials

Ongoing participation on
facility design teams
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WWe want families
and patients to be
part of the tearn.
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For Patients,
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Visitors
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Patient-Family Advisor Work

AHRQ toolkit review (hospital guide to engaging
patients and families)
Patient portal design team

Leadership interviews for key positions (e.g.
Hospitalists, Chief Medical Officer, Chief HR Officer,
patient care administrators)

Performance improvement in patient safety work
Facility design and way-finding committee members
Faculty for staff education programs

Safety Rounds Liaisons

Quality Improvement Board presentations and
membership

Patient Experience mapping participants




Quality Teams

* Falls with harm

 CAUTI

e Skin Breakdown

 Medication Errors

* Ventilator Associated
Events

* CLABSI

* Pain Management




Patient Safety

Safety Summit
Serious Safety Event Panels
Safety Rounds




Top 20% HCAHPS performance in all dimensions of care

83% reduction of serious safety events

62% reduction in hospital acquired infections

2012 McKesson Quest for Quality Prize Citation of Merit: “Vidant
Medical Center epitomizes patient and family-centered care by
not only including patients and their families during the care
process, but also in all aspects of hospital operations and
Improvement activities.”

2012 UHC Quality & Accountability Study: Top-ranked performer
for patient centeredness

2013 John M. Eisenberg Patient Safety and Quality Award-Local
2013 Magnet recognition

Sigma Theta Tau International Award for Strategic Storytelling
Institute for Patient and Family Centered Care Better Together
Exemplar Hospital




