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PX 101: THE VOICE OF THE PATIENT 

For our third issue of Pulse of PX we 

thought it would be a great time to review 

some basic terms we use when we talk 

about Patient Experience. (PX)  

Patient experience and patient satisfaction 

may seem like the same thing–after all, 

having a good experience is usually satisfy-

ing. However, that’s not entirely true. A pa-

tient could have a great experience and still 

be dissatisfied. For example, a patient at 

your office may find that parking was easy, there was little wait time, the front office 

staff were polite and helpful and the doctor had an easy and caring bedside manner. 

However, the patient wanted an MRI, but the doctor felt it was unwarranted, or the 

patient didn’t realize the office was out of network and they had to pay more. These 

two examples could lead to poor patient satisfaction despite all other touchpoints of 

the patients experience being optimal.   

We often use the terms patient satisfaction and patient experience interchangeably 

when discussing a patient’s perception of their care, but they are not the same thing.  
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What Is Patient Experience? 

You will frequently hear us talk about the Beryl Institute. Beryl is a patient experience leader and is made up of a global 

community of over 55,000 healthcare professionals and patient experience champions that are focused on transform-

ing how patients experience healthcare.  Beryl’s definition of PX is the industry standard, they define PX as: 
 

   The sum of all interactions, shaped by an organization’s culture,  

   that influence patient perceptions across the continuum of care. 
 

Patient experience is made up of each touchpoint before, during and after a patient’s care. Experience is all of the posi-

tive and negative moments, it is the patient’s overall perception of their care and what they will share with others.   

What Is Patient Satisfaction? 

Patient satisfaction on the other hand, has more to do with a patient’s expectations of their visit than the actual expe-

rience itself. It is a more singular, subjective evaluation of whether a practice’s services met the expectation of the pa-

tient. We use patient satisfaction surveys to identify how our patients feel about a point in their care, to hear how well 

we have met their expectations and to identify gaps in service in order to improve the overall patient care experience. 
 

Paying attention to Patient Satisfaction scores, reviewing patient experience comments/feedback and truly listening to 

the voice of the patient allows practices to surface opportunities to improve care and service, keep physicians/leaders/

staff engaged with how services are affecting patients and the front lines of care delivery, and can help inform future 

strategic direction.  As competition in healthcare becomes more intense, success will come to the practices that truly 

embrace the voice of the patient. 
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For additional information about how SIP Service     

Excellence can help your practice contact: 

SIPServiceExcellence@sutterhealth.org  

Dr. Laurie Gregg, SIP Chief Wellness Officer 
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What does Patient Experience mean to you? 
Enter raffle by  

submitting your  
answer to this  

question  Submit your answer to: sipserviceexcellence@sutterhealth.org by 4/24/22.  

 * Winner will be randomly selected PX Week  

I’ve consistently noticed that I am more quiet and less socially interactive after a 
night on call with little sleep. I justified it by saying it was my mind’s way to con-
serve energy until I could recover. I would warn my friends, family, and medical 

assistants of the change that they may or may not have noticed on their own. For many years, I 
convinced myself it did not impact the interactions I had with my patients.  

Research is accumulating surrounding the interaction between empathy and sleep deprivation. 
We know that sufficient sleep is required for optimal mental, physical, and emotional wellbeing. 
Sleep deprivation impacts the functioning of the prefrontal cortex which regulates emotions and 
particularly the ability to shift to someone else’s perspective. Sleep loss increases the chance 
that the sleep-deprived individual will experience negative emotions.  

Empathy, the ability to understand another person’s mental state, is often the driving force be-
hind caring and compassionate behavior. Veronica Guadagni published a unique study demonstrating the ability to 
be empathic is reduced if one feels tired and not well rested. In her previous study, she found that after a night of to-
tal sleep deprivation, the emotional empathy responses of participants were blunted and they cared less about other 
people’s emotions. In her most recent study, subjects that had sleep but described it as poor and nonrestorative, had 
reduced empathy. A dose response curve.  

Guadagni’s research is consistent with other studies such as the one demonstrating that health care workers suffer-
ing from insomnia have decreased empathy. Sleep deprivation may affect mood to a greater degree than it affects 
cognitive performance and may significantly impact a caregiver’s ability to communicate. Emotionally exhausted clini-
cians are less capable of engaging in positive interpersonal teamwork. The patient-caregiver connection can certainly 
be impacted by lack of restorative sleep.  

Given that up to 30% of the population achieves non-optimal sleep either from a sleep disorder or night shift work, 
how do we mitigate the impact of potentially less empathy in human interactions? Education and acceptance are the 
first steps with attempts to correct sleep disorders and minimize the impact of required sleep deprivation as the fol-
lowing steps. Requiring or highly encouraging a day of recovery after a night of work benefits the caregiver and the 
patient. I know my professional life and my patient interactions greatly improved when night call was followed by a 

rest day. A lesson well learned and supported by science: sleep well, empathize well.  

WELLNESS CORNER  

   Patient Experience Week    April 25th - 29th  
Patient Experience Week (PX Week) is an annual event created by The Beryl Institute to cele-

brate the incredible work of healthcare staff that impacts patient experience every day.  PX Week 

provides a focused time for practices to honor accomplishments, re-energize efforts and recog-

nize all staff members who put patients first. From clinical to non-clinical staff, practice leaders, 

patients and their families, Beryl hopes to bring together healthcare professionals across the 

globe to observe PX Week. 

Sutter Independent Physicians Service Excellence team will embark on it’s first celebration of PX 

Week and we invite our SIP practices to join us!  To kick things off we are holding a raffle of a 

wellness and renewal basket for your practice. 

sipserviceexcellence.org

