
4 CRITICAL STEPS TO IMPROVE 

Providing an exceptional experience throughout the continuum of care for a child’s patient journey is extremely challenging. 
These patients are not concerned with the rise of consumerism within healthcare or what the minimum level of care should be. 
Instead, they simply want to be better and go home.  Care providers in these facilities are also coordinating and communicating 
with family (and sometimes extended family) members.

Parents have many choices when selecting healthcare providers and continually grow more discerning in choosing who 
will work with their children. The availability of information online coupled with on-demand expectations continue to add 
tremendous pressure to provide value beyond healing. Online rankings and reviews provide insights into each hospital’s 
performance and ability to work with young patients. Can the children play? Does the facility have scaled down equipment? 
Are they nice? Engagement and consumer satisfaction are even more critical for these patients’ and their families. Developing 
an effective, targeted plan to identify, attract and retain these consumers is critical. 

Patient Experience (Px) in Pediatric Facilities
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Keep it Personal
When it comes to healthcare, every aspect of the patient experience 
is deeply personal --often emotionally charged with concern, anxiety, 
joy and excitement. Dramatically rising patient copays, deductibles 
and insurance premiums compound the situation by increasing 
financial worry and stress levels. 

With an emotion-laden environment, outstanding communication and 
understanding are essential. Each and every person providing care or 
support has to commit to providing a consumer-focused experience 
to everyone within the sphere of contact which likely include Mom, 
Dad and other family members. Mandates to support such a paradigm 
must be clearly defined, communicated, implemented and measured 
throughout the entire organization including every touchpoint – 
administration, parking, front desk, telephone, website, etc.

• Leadership team defines Px

• Engage all levels of organization to craft and implement solutions 
(from all touch points)

• Establish measurable goals for performance that incorporate 
survey data from patients

Display High EQ
Pediatric facilities see highly charged, emotional situations every day 
and must work extensively to include appropriate family members 
in each patient journey. Parents are understandably sensitive 
and emotional about their children and a corresponding level of 
support is necessary. Navigating paperwork and collaborating with 
the caregiving staff requires a team with a high level of emotional 
intelligence and training to facilitate the process.

• Utilize and train team members with high levels of emotional 
intelligence for patient and family interactions

• Sponsor and/or participate in local activities and organizations

• Develop outreach programs focused on community health issues

• Host events at the facility

Embrace Innovation
Technology is constantly evolving and expanding providing quicker 
access to a greater depth of information at every turn. Utilizing phone 
apps, websites, email and texting to communicate expands the 
experience for caregivers and patients alike while increasing the level 
of collaboration. Each patient has unique circumstances, needs and 
preferences that are communicated as well as documented in a secure 
fashion. Further, powerful data and analytics provide insights on key 
performance indicators such as consumer satisfaction and efficiency.

• Utilize telephone apps such as MyChart for ease of convenience 
(accessing test results, scheduling appointments, contacting a 
nurse, reviewing doctor notes, etc.)

• Provide information on care and payment methods via website

• Incorporate email notifications for appointments, availability of 
test results, prescription refill reminders, etc.

• Survey patients to determine level of consumer satisfaction 
scores

Engage & Activate
A patient’s level of activation ranges widely from those overwhelmed 
with a recent diagnosis to heathcare champions who maintain a very 
healthy lifestyle. The type of engagement needed for each situation 
also varies widely and requires caregivers to identify an array of health-
related characteristics including attitudes, motivators and behaviors. 
Adjusting communication styles, frequency and format allows for 
more meaningful engagement with the highest likelihood of success. 

• Survey patients to determine level of activation

• Conduct outreach tailored to match level of activation and help 
increase levels of activation throughout the continuum of care


