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Geisinger is an integrated health system widely recognized for innovative use of electronic 

health records and the development of innovative care delivery models such as 

ProvenHealth Navigator®, ProvenCare® and ProvenExperience®.

As one of the nation’s largest health service organizations, Geisinger serves millions of 

residents throughout Pennsylvania and New Jersey. We perform cutting-edge research in 

the areas of genetics and precision medicine, which are helping Geisinger advance clinical 

knowledge and bring promising treatments to the forefront. We employ tens of thousands 

of individuals throughout our system of hospitals, research centers, the Geisinger 

Commonwealth School of Medicine and Geisinger Health Plan. In all, Geisinger leverages 

an estimated $10.5 billion positive impact on the Pennsylvania and New Jersey economies 

and has repeatedly garnered national accolades for integration, quality and service.
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Holly Barbella is Associate Vice President of Women’s Health for Geisinger. In 

her current role, Holly is responsible for Women’s Health programs across the 

system with a key focus on expansion, business strategy, provider recruitment, 

optimizing quality and enhancing patient experience. 

Holly previously served in various quality roles within the system where she 

interacted with leaders from the Joint Commission and Department of Health. 

Holly is a member of multiple professional and community based organizations 

including the American College of Healthcare Executives and the Lewisburg 

Area High School Alumni Association. 

Holly has a Master’s degree in both Nursing Administration and Business 

Administration from Bloomsburg University of Pennsylvania, is a fellow with the 

American College of Healthcare Executives and is a registered nurse. 
habarbella@geisinger.edu
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Angie Miller is the System Liaison for Patient Experience. In her current role, Angie is 

responsible for addressing concerns and complaints that come directly to Executive 

Leadership. 

Angie is also the Chair of the Patient Family Advisory Council at Geisinger in Danville 

Pennsylvania, she is the Co-Chair of the Annual Critical Care Symposium and ECHO 

Symposium, and is an active member on several community committees. 

Angie spends her free time teaching with the University of Phoenix and serves as 

Deputy Coroner for Montour County. 

Angie has a degree in Surgical Technology, a Master’s degree in Business 

Administration, is a Doctoral Candidate, has a Six Sigma Black Belt, a certification in 

Graduate Medical Education and is working on her Patient Experience Credential. ammiller@geisinger.edu
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Carol Knouse is an Operations Manager for Geisinger as part of Women’s Health Service Line. As part of her 

current role, Carol is responsible for the daily operations of multiple clinics, accountable to the financial aspect, 

recruitment and retention and program growth and development. The patient experience navigates her career 

focus, a passion she shares with Geisinger. 

Carol’s career is focused on Women’s health and subspecialties within the division and the comorbidities 

associated with the specialty. Her recent areas of interest include drug addiction of the prenatal patient and 

Subutex medication therapy.

Carol has a Master’s degree in Nursing with a focus on leadership and management from Mansfield University.

caknouse@geisinger.edu
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Purpose/Aim

• The Patient Experience and Women’s Health departments have 

been actively working together to improve overall patient experience 

outcomes and decrease patient complaints.  Through candid 

discussion and communication, the two departments have been able 

to implement various strategies to address patient concerns and 

have made a positive impact within the Women’s Health 

Department.



Geisinger Health System7

Methods

• Review of patient experience data identified improvement 
opportunities. 

• Methods employed to increase patient satisfaction included the 
following: establishment of a interdisciplinary Patient Experience 
team, role play, complaint dissection, communication education, 
environmental review, education sessions, real-time data review 
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Results

• A pre and post analysis of number of complaints was completed 
based on 5 months of data (Sep 2016-Jan 2017) specific to 1 
OB/GYN Clinic.

• We noticed a decline in the number and scope of patient complaints 

in this clinic following the implementation of directed resolution 

measures.  

• Interdepartmental communication has also improved immeasurably.
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Next Steps

• When we reviewed the classification of the complaints received, we found 

that one of our biggest areas of concern relates to the perceived clinical 

care by providers. Clinical care concerns include the plan of care, how the 

provider approached the patient with medical care given, and the patients 

perception of how interested the provider was in their medical concerns. 

• To address these concerns, we plan to continue disseminating Patient 

Experience information to the team, create robust action plans, pull 

workgroups together to address specific patient needs, review current 

processes to confirm effectiveness. 
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Conclusion

• Patient Experience remains a priority in Women’s Health. Reliable 

data reviewed consistently with an interdisciplinary team continues 

to provide a framework for learning and helps to drive change. Team 

members are held accountable to connect with dissatisfied patients 

and initiate on the spot service recovery. 


