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Patient Experience is our mission

 Improving the patient experience by:

– Knowing our patients and their families

– Communicating goals clearly as individuals 

and as teams

 Addressing personal needs and questions

 Reducing suffering

– Promoting comfort and confidence in our 

care

– Partnering for better outcomes
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Patients as Consumers

 The culture around us

 Evolving expectations

 Increasing out of pocket 

investment

 Great alternatives in NYC
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Payment for Outcomes

 Federal Value Based 

Purchasing

 New payment models for 

private insurance 

 Focus on outpatient 

services 

 Focus on prevention and 

community based care
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What our patients are asked:  
HCAHPS and CG-CAHPS 

HCAHPS

Survey Domains
 Rate  Hospital 0 – 10

 Recommend this Hospital

 Responsiveness of Hospital Staff

 Communication with Doctors

 Communication with Nurses

 Hospital Environment

 Pain Management

 Communication re:  Medicines

 Care Transitions

 Discharge Information

CG-CAHPS

Survey Domains

 Physician Communication

 Responsiveness of Staff

 Access/Wait Times

 Staff Communication

 Overall Impression



HCAHPS Star Ratings
 Our ratings compared to the nation 

(over 3500 hospitals)

 Published for consumers to see and 

compare

– Scores published for NYP as a 

whole

– Data lags by 18 months

 1 to 5 stars for each HCAHPS 

domain

 Summary Star rating – an average 

of the star ratings for all the 

domains
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What is a Patient Experience Strategy?

 The organization’s 3-Year PX roadmap

– An overarching vision

– Year over year targets

– Integrated with other key initiatives

– Builds sustainable “service infrastructure” and consistent culture 

over time
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Service Infrastructure
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Strategic Integration
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The “Sweet Spots” for Best Practices

Quality

ExperienceSafety
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Examples of Inpatient Best Practices

 Service Expectations

 Discharge Calls

 Quiet Times

 Care Rounds

 Visitor Management

 Service Recovery

 Communication Techniques for Providers

 Picture Perfect Room
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CG-CAHPS and Transparency

 National trends and plans for 

implementation

 Local CG-CAHPS 

implementations

 Shared improvement work

 Exploring transparency with 

ratings
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Service 

Expectations



Involving Patients and Families

 Patient and Family Advisory 

Councils

 Patient panels

 Focus groups

 Community partnerships
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Patient Experience and Policy

YES, payment for outcomes – but also:

 Structures for patient and family involvement

 Support for prevention and wellness programs and services

 Survey development and management

 Research 

 Influencing training programs for medical professionals

 Support for other critical resources needed for effective care 
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Questions/Comments?

17



Anything else I can do for you?

Rick Evans
Senior Vice President & Chief Experience Officer
NewYork-Presbyterian Hospital 
rie9003@nyp.org
212-305-4455
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Rick Evans is the Senior Vice President and Chief Experience Officer for the NewYork-Presbyterian 

Hospital.  In this role, he oversees NYP’s efforts to enhance the patient and family experience across its 

continuum of care and implementation of a comprehensive strategy to increase patient satisfaction across 

NewYork-Presbyterian Hospital and its Regional Hospital Network – comprised of nine facilities in and 

around New York City.    

Before returning to NYP, Rick was the Senior Director and Chief Experience Officer for the Massachusetts 

General Hospital and Massachusetts General Physicians Organization in Boston, MA, where he 

coordinated the organization’s effort to improve the patient experience.  He also had responsibility for the 

organization’s Referral Management Office, the Physician Leadership Program and the Visitor Education 

Program.

Presenter Biography
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Prior to MGH, Rick served as the Vice-President of Support Services and Patient Centered Care for the

NewYork-Presbyterian Hospital, where he oversaw support services functions including housekeeping,

food service, patient escort and laundry departments and where he also led the organization’s successful

strategy to improve the patient experience called “We Put Patients First.”

Before joining NYP, Rick served as the Vice-President of Mission Services for the Bon Secours and

Canterbury Partnership for Care in Hudson County, New Jersey and also as the Director of the St. Francis

Hospital Foundation in Wilmington, Delaware. He also served in leadership roles in local and national not-

for-profit organizations before moving into healthcare.

Rick holds a Masters Degree in Theology from Christ the King Seminary in East Aurora, NY and a

Bachelor’s Degree in Philosophy from Wadhams Hall Seminary College in Ogdensburg, NY.



Thank you for attending!!!
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