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experience is never the reason for patient positive or negative outcome, 
 but the accelerator of either… 



AND NONE OF THESE REQUIRE A PATIENT EXPERIENCE OFFICER OR 
         OFFICE OF PATIENT EXPERIENCE…ALBEIT NICE TO HAVE

AND MOST OF THESE ARE FREE

TECH HELPS, BUT LEADERSHIP IS SUPER POWER





Dear Colleagues



Empower Patients & Foster Resilience

Shared Decision 
Making

Help Create 
Villages

Encourage 
Resilience

Techniques to Improve Patient Experience









Run Healthcare as Service not Processes

Move Beyond 
Process Improvement

Focus on Services
Not Service Recovery

Think and Act 
Agile

Techniques to Improve Patient Experience







Pick any three-digit number and then select the corresponding buzz word from each column  

“748” produces “synchronized digital hardware” 

These phrases can be inserted into any report or talk with the ring of authority

AI Buzz Phrase Generator

Marx 2025



Create & Sustain Empathetic Organization

Empathy 
Training

Empathy 
Modeling

Empathy 
Sustainability

Techniques to Improve Patient Experience









Create a Patient Centric Culture

Consider 
Volunteering

Patient 
Testimonials

Adopt Formal 
Rounding Programs

Techniques to Improve Patient Experience











Digitize the Organization

Embrace 
Personalization

Deploy Smart 
Technologies

Study 
Consumerism

Techniques to Improve Patient Experience







Emerging Role of AI in Patient Experience





Final Thoughts

• Learn cross-industry best practices

•Experience is best caught not taught

• Include patients, partners in design

•Find ways to get closer to patients

•Meet patient in their channel of choice

•Can have good or bad experience in same hospital

•Experience not limited by title, budget or program

experience is not a program…it is an ethical obligation










