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Patient Experience Week:     

Replenish With Grace 
Thank You!!  to all of the SIP practices that participated in 

our first annual celebration of Patient Experience Week  

(PX Week), April 25th—29th.    

PX Week is an annual global event created by The Beryl  

Institute that celebrates the incredible work of healthcare 

staff that impacts patient experience every day.  This years 

theme was “Replenish with Grace”. Throughout the week  

the SIP Service Excellence team shared daily email chal-

lenges with the SIP practices that focused on Gratitude, Affir-

mation, Compassion and Enjoyment (GRACE).  We hope 

that you and your teams enjoyed the challenge and took a 

moment each day to pause, reflect, replenish your spirit and 

celebrate your dedication, commitment and the hard work 

that you provide to our patients each and every day.   

To kick off our first PX Week, we held a raffle asking     

“What does Patient Experience mean to you?” We had 

great participation and the responses were inspiring and 

heartfelt.   

The winners of the raffle, Hand Surgery Associates and 

Reddy Medical Services & Urgent Care received a  Well-

ness & Renewal basket for their practice. 

Here are a couple of the amazing responses we 
received for the raffle question  

What does Patient Experience mean to you? 

 
It is our chance to engage with our patient, create an educational 
environment that the patient will remember. Our patients should feel 
they were heard, all questions answered, that they have taken an 
important step in their care. Our patients should feel good when they 
leave our office, that we have given them quality care. The patient 
should always feel that we have gone above and beyond to make 
their visit a memorable one.  They are important to us and their lives 
will be forever effected by our caring, supportive staff.   
~ Camellia Women’s Health 

Patient experience encompasses the "whole pie" of patient care. 
From reception, to check-in, to examination, referrals, follow up and 
billing.  The patient is at the center of the pie and everyone at our 
organization has a slice.  To make any pie sweeter, you add quality 
ingredients.  VCC believes that the ingredients that makeup experi-
ential excellence include genuine care, compassion, comfortability, 
patient advocacy, having all questions answered, thoroughness, 
bedside manner, attentiveness, efficiency and a strong workplace 
culture.     
~Vista Complete Care  

Our patients can arrive here at Sierra Rheumatology and know that 
he/she will be treated as one of our family members where they are 
acknowledged, welcomed and respected.  From the time the pa-
tient arrives through our door there is eye contact, welcomed with a 
kind greeting, shown utmost respect/kindness. Upon leaving the 
patient is always wished to have a great day and to reach out to us if 
there is anything they may have a concern about.    
~ Sierra Rheumatology 
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For additional information about how SIP Service     

Excellence can help your practice contact: 

 VOICE OF THE PATIENT PX  

Here you will find a sampling of patient experience survey comments from our SIP practices 

I feel extremely fortunate to have Dr. Graves as my  
physician! His genuine and caring attitude paired with  
his great skills and talent made me feel confident that  
everything would turn out fine. I felt a real connection  
with Dr. Graves. ~ Capitol Surgical Associates 
 

This has been the most helpful, compassionate 
doctor’s experience that I’ve ever had. I felt 
heard, cared for, and trusted I was in amazing 
hands with Dr. Ornelas. Thank you, thank you, 
thank you!    ~ Pacific Skin Institute 
 

The whole office has been helpful. I appreciate how  
Dr. Pham took time to explain everything to me. I  
never felt rushed with him. Very pleased! 
~ Lincoln Hills Podiatry Group 
 
Dr Groppo and staff are very professional and 
informative. 10+ stars!! ~ Sac ENT 

 

I was impressed with all the members of the medical team; 
they were courteous, professional and organized. This was 
my first visit to the practice, so I was apprehensive about the 
service I would receive; excellent first impression!  
~ Sac City MD 
 
The staff at the Elk Grove location are absolutely amazing. 
You feel welcome in the moment you walk in the door  
and my doctor is absolutely amazing. Highly recommend!!!   
~ Northern California Orthopaedic Associates 
 
Dr Ibanez is always attentive. I very much appreciate her  
honesty. She and her staff make coming here very safe      
and comfortable.    ~ Marcelina Ibanez M.D. 
 
Very clean, friendly office with genuine Dr’s and 
Staff that are knowledgeable and care. Thank 
You NCSR!  ~ No. CA Spine & Rehab Associates 
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We often hear of the value of first impressions, but few practic-
es take the time to see their office through the eyes of a pa-
tient. To gain an accurate idea of how your office is perceived, 
it's important to see your practice with fresh eyes.  

A helpful exercise is to do a Practice Walk-Through. During a 
weekly team meeting each quarter, take 30 minutes to walk, as 
a team, from the parking area through the entire patient path in-
office, through checkout, and finally, exit the building just as 
your patients do every day. Have one person take notes. Eve-
ryone can contribute their thoughts about this experience.  

Think about sights, sounds, smells, and touch:  

• What signage greets you and how does it look?  What is 
the message and feel of the message?  

• Is the parking lot clean and pleasant? How about the land-
scaping, does is send a message of quality and attention 
to detail?  

• Is the glass on the front door clear and spotless? Is the 
handle sticky? 

• What are the sights and sounds as you sit in the waiting 
area and in the exam room?  Are they welcoming, how do 
you feel as you sit and wait?  

• Is there clutter, old tattered magazines and signage in the 
waiting and exam rooms?   

• Are the carpets and furniture worn or do they look fresh ? 

Really get into the details! Once you've walked the whole path, 
go through that list of experiences at the next meeting, and sort 
them into positives and opportunities. Then take the opportuni-
ties and sort that pile into things you can improve and things 
you can't control or change. Now divvy up the ones that are 
within your power to change and get to it!  

Next, do an online walk-through! Same steps. At each point in 
a patient or potential patient journey through your digital space, 
make notes as a team of all the same qualities you paid atten-
tion to during the physical walk-through:  

• Is your website easy to find, updated, and full of useful 
information?  

• How does it make you feel? 

• Is it clean or cluttered?  

• Can you find the practice Facebook page and other social 
media pages that you use? 

• How does the content make you feel?  

• How about reviews? 

• Are they mostly positive or have some negative ones 
snuck in there recently?   

 
Review this list at your next meeting and go through the same 
sorting and action plan process as you did for your physical 
walk-through. You'll be amazed how small tweaks here and 
there can make all the difference in how your patients perceive 
your business, whether visiting in person or online.  

See Your Practice Through  

Your Patients’ Eyes  


