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My story…
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“I am the 1 %”
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How most people feel about medical care
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To get patients involved: 

Go to where patients are

 Intrigue them to participate (lots of competition!)

(Appointment card, Delta)
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A wealth of information available:

 My outcome? 

 My total experience? 

 The benefit of what I learned? 

 My story? 



Patients’ View Institute

© PVI, 2018. All rights reserved

Anthropologists: 70 percent of 

everything we learn is through stories

Data may move science, but it does not inspire change. 
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PVI approach: get the whole story
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Each story

weighted & tagged
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 understandable information

 timely appointments

 simplicity (coordinate the coordinators)

 follow up, responsiveness and accountability

Insights from Patient Stories: 

Respect, Empowerment are key to the patient experience (4:1)
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Stories gathered to date

Codify stories to discover commonalities

to create more cohesive “patient voice”
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Annual PV Impact Awards with the Leapfrog Group (Top Hospital Awards event)
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“Who will make what’s important to us, count?” 





The disrupters are here



The disrupters are here

Technologies



 1,100 Minute Clinics 

 20 million+ patients 

 95% customer satisfaction rating

No appointments

Accepts most insurance

New Competition



Patients are Activated
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People are  sharing knowledge with each other

Facebook “...hospital ratings posted on Facebook appear to correlate with hospital readmission 
rates and overall quality of care.” 

Journal of General Internal Medicine, March 2015

Twitter “...is a relevant data source to obtain the patient perspective…”
83 % specified type of medical error

52 % expressed frustration 
Journal of Patient Safety, January 11, 2016

Yelp “…does a better job than the (HCAHPS) survey in rating the quality of hospital stays…went 
deeper into the patient experience...include the aspects of care most important to patients and 
caregivers.” 

Health Affairs, April 2016



Transparency 

UUHC: The “Unvarnished Truth” from patients themselves
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Convenience
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Survey of 2,000 millennials, http://fortune.com/2016/12/16/healthcare-millennials/



Technologies, competition, choice, 

transparency, convenience 

= a win for patients
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Physician burnout:

17,000 Physicians:

 Half would not recommend career

 Half will retire or leave



Patient-Centered Care

“Human-Centric” Care



Thrive by embracing human aspects of care
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