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Team Activity

Step 1
The Connected Patient Experience

As a team, familiarize yourselves with “The Connected Patient Experience” before moving

into defining your practice’s own approach to it.

The core concept of the Connected Patient Experience:

Every part of your process, every protocol, every team member, and every patient’s feelings,
decisions and outcomes are all directly linked together.

The four objectives for this activity:

1. Define it.

¢ What does this concept mean to you and your team?

2. Assess it.

e How are your patients feeling throughout all points of your patient experience?

e How close are your patients’ outcomes to your state of ideal?
3. Improve it.

e What can you do to make your patients’ experience better?

e What can you do to get more patients’ health to your state of ideal?

4. Understand it.

¢ What am | personally responsible for in creating an ideal patient experience?
e Which portions of the patient experience do | connect?

e Which Triangles of Trust am | part of?

e  What can | do to help get more patients’ health to our state of ideal?

Now it’s time to move into the first objective and define your Connected Patient Experience.
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Step 2
Define

Together as a team, define what your Connected Patient Experience means to all of you and

what it means to your patients.

Note
The purpose of personally defining the Connected Patient Experience is to give this concept a

tangible substance by which you can measure your success going forward.

Tip

Be as specific as you can!
Use these questions to help guide your team discussion and creation of your definition:

«  What are our patients feeling?

«  What are we feeling?

+  How are we connecting relationally with patients throughout their experience?
e How are we connecting their health to their values and desires?

¢  How we will know when we’re successful?

Our team’s definition of the Connected Patient Experience is:
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Step 3
Dive Deeper

It’s time to move into objectives two, three and four of this activity and discover how you’re
going to make your definition of the Connected Patient Experience come to life.

Gather into small groups based on departments / shared roles within your team and answer

the following questions.

How do we want patients to feel and how are we going to connect to them within our roles?

What’s the most important thing that we want to accomplish or deliver to patients before we

move them to the next team member / department / step of our process?
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Are we currently accomplishing what we would like to? Is there anything we can do better?

What does it look like to successfully connect patients to the next team member /
department / step of our process?

How can we do that better? How can we do that more consistently?
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Step 4
Decisions

Come back together as a team and share your answers out loud with each other. After
everyone has shared, make individual decisions and commitments to improving.

Using every group’s responses to help inform how you can best individually contribute to
your team’s Connected Patient Experience, write at least one commitment each team

member is making to advance and integrate your definition and vision.

Tip
Reference this sheet during team meetings or check-ins over the next month to touch base on

how well team members are doing at implementing their commitments into your experience.
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