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WELCOME TO  

PULSE OF PX!  
 

Happy New Year and Welcome to the first edition of the 

PULSE OF PX a monthly newsletter from the SIP Service 

Excellence team! 
 

The Pulse of PX (Patient Experience) monthly newsletter 

provides: 

• Articles and resources supporting patient   

experience improvement 

• An at-a-glance view of patient experience data  

• Insight into the voice of SIP patients 

 

We welcome ideas, feedback, and questions about 

how we can facilitate this information in best service 

to the SIP practices. 

Reconnect to Purpose 
As we begin this New Year, it’s a great time to consider why we do what we do. Healthcare is so much more than a job; it is a calling! 
Whether you provide direct patient care or your work supports those who deliver care, we all have an opportunity to make a difference 
with the work that we do. We are privileged to offer compassionate and skilled care to our patients and families during the most vulnera-
ble times in their lives. We are so grateful for all the support of the individuals and teams that help ensure we have what we need to 
deliver safe, personal, affordable care that is accessible to those in our communities!  

Everyone can agree that the last two years have challenged us in ways we could never imagine. Your continued support, dedication, 
and resilience have been nothing short of inspiring. Sometimes, as we go about our busy days during these challenging times, we can 
lose sight of why we do what we do. In this issue of Pulse of PX, we would like to kick off the New Year by considering ways to recon-
nect to our personal calling to work in healthcare and commit to keeping that spirit alive as we navigate the year ahead!  
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Take a moment to reflect on your personal story and why you were called to healthcare.  
 

Consider asking those you work with to do the same and share their stories. When we tell our stories, it connects us to our 
sense of purpose and connects us to those we share our stories. 
  

Think about recent interactions you had and walked away feeling invigorated.  
 

These interactions can be with patients and families, colleagues, or something you witnessed. Consider taking the time to 
recall these stories and also share them with your colleagues!  
 

At the end of each day, recall at least one thing you did, where you really felt like you made a difference!  
 

Sometimes we can end a day feeling defeated, wishing we could have done more. When we intentionally look back on our 
day, we can always be proud of something we have done. Recalling those moments can help us see that we really do make a 
difference, one person at a time!  
 

Create a one to two sentence statement that connects you back to your personal calling.  
 

Write it down and place it in view to serve as a reminder to you each day! 

* Adapted from SH PX Insights - Edition #18, November 2021 
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For additional information about how SIP Service     

Excellence can help your practice contact: 

SIPServiceExcellence@sutterhealth.com  

 

In the second half of 2021, the SIP Ser-

vice Excellence (SE) team introduced a 
pilot Patient Experience (PX) Champi-
ons program that's aim was to provide 

SIP practices with compassionate com-
munication and service skills and tools 
that support building more rewarding 

relationships with patients, their families and the practice team 
while achieving the practices PX goals. 

During the six month pilot, nine SIP practices partnered with the 
SIP SE Coaches to create a peer mentor network where the prac-
tice Ambassadors met one hour a month to share PX best prac-
tices, learn ways to help develop the service skills of their team 
and put a focus on how to engage with patients and their team in 
a way that is efficient, safe and personalized while re-energizing 
and reconnecting staff. 
 

In each month’s session, a PX or service topic was facilitated by 
the SIP coaches for the ambassadors to take back to share with 
their teams. 
 

                                                                                                                 

Topics included:  
 3 C’s of Culture, Why the Patient Voice Matters, Em-
bracing Diversity, Delivering the Care our Patients Want & Need,  
Identifying PX Opportunities within your Practice , Responding to 
daily challenges with gratitude instead of frustration 
 

Each monthly session included a training PPT, team activities 

and handouts along with tips for the Ambassadors on ways to 

share the monthly topic in a meeting, huddle or team email.  The 

goal was to provide all the materials and information they would 

need and make it easy for the Ambassadors to help their team 

focus on PX.   

Post program data analysis shows that practices that partici-

pated in the six month pilot saw an average increase of 

1.76% to their “Likelihood to Recommend” score.     

The Patient Experience Champions program will continue in 2022 

and will be kicking off in February.  We would love to have your 

practice join us! Space is limited, so if you are interested in hav-

ing your practice participate, contact the Service Excellence team 

for more information.  

PX Spotlight:   

SIP Patient Experience  

Champions Pilot Program 

AT-A-GLANCE PX  


