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1

• 1.3M Patients Annually

• Patients representing all 50 

states and 137 countries

• Employing 63,078 physicians 

and allied health

• Ranked #1 US News and 

World Reports 2016-17

• 100 Best Companies to Work 

For – Fortune Magazine
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Erin Fairchild, MHA

Senior Advisor, 4 years in Patient Experience – Inpatient/HCAHPS focus

Heidi Stehr, MBA

Senior Advisor, 4 years in Patient Experience – Outpatient/Medical Practice focus

Eric Nelson, MA

Senior Advisor, 3 years in Patient Experience – Outpatient/Medical Practice focus
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Engagement Challenges...

• 2015 survey vendor change

• Disengagement from practice leaders on survey-driven patient 

experience efforts 

• Absence of confidence in data validity 

• Departments/Units at various levels of engagement

• Gap in Office of Patient Experience mission and Practice priorities



Mayo Clinic4

Shift in Strategy…

• Improved Patient Experience identified as an organizational Strategic Goal

• Practice leadership priority
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Methods…
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• Partnership between PX and Unit/Division leadership to engage and build 

trust in PX data analysis

• Utilized Motivational Interviewing strategies to foster behavior change

Guide an individual/group through ambivalence toward a new behavior by 

evoking their own reasons for change.
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OLD Agenda

1) Persuade with data

2) Argue the data validity

3) Pressure with 

consequences

4) Tell them what to do

Methodology for Implementation and Adoption…

NEW Agenda

1) Strength based conversation to 

engage – tell us about  your 

unit/division 

2) Share Patient Experience 

collaboration opportunities

3) Brief data review and discuss 

strengths/opportunities

4) Empower project planning
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Motivational Interviewing (MI) Concepts…

• Factors of motivation: importance and confidence

• Elicit and respond to change talk using open-ended questions

• Information exchange vs. giving advice

• Empathic reflections
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Bi-Annual Meetings and MI…

• Empathize with concern and explore

• Reflect without judgement

• Assure unit/division is being heard and understood

“What a difficult position to be in. On one hand I’m hearing that you 

have a lot of competing priorities, on the other hand Patient Experience 

is important to you. With that being said, where does that leave you?”
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Engagement and Impact…
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• PX tool developed to measure 

engagement

• Outpatient
39% increase in engagement score 

from baseline from 1Q17-4Q17

• Inpatient
13% increase in engagement score 

from baseline from 1Q17-4Q17



Mayo Clinic10

Engagement Impact to Press Ganey Top Box Scores…
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Areas with higher 

engagement showed 

higher top box scores than 

areas with less 

engagement.
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Patient Experience Informs – Practice Improves…

"It's no longer just one more thing to do. It's what we do. It's ingrained in our practice," he says. "We 

are appreciative of the partnership and, most importantly, so are our patients.” Inpatient Nurse 

Manager

"Generating meaningful reports, putting context to survey data and supporting unit initiatives has been 

very helpful," says Inpatient Nurse Manager, Medical Cardiac Progressive Care Unit. "It helped us 

understand what our patients really were sharing with us, what it meant and where we needed to 

focus our efforts for improvements.”

"Partnering with Patient Experience has helped our team to better understand what information our 

patients are sharing with us and what we can do to improve their experiences," says Division Chair, 

Dermatology. "It also helped bridge the gap between disciplines, allowing us to learn what others in 

the organization are doing that positively impacts patient care."
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Success of this journey is 

attributable to multidisciplinary 

leadership engagement at all 

levels.  Utilization of 

communication techniques 

such as Motivational 

Interviewing and Empathic 

Communication was 

instrumental to engage, 

empower and equip

leadership to own Patient 

Experience.


