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Increase Patient and Physician Satisfaction 

What’s in a telehealth visit?  Convenience, ease of access, use of 
‘cool’ new technology, the potential to see someone in their home 
environment and the ability to see someone’s entire face (no masks 
required). Companies such as Lemonaid, Web Doctors and Parsely 
Health build their entire business models around the belief that online 
doctors are the wave of the future. At 4am, when I tested positive for 
my first Covid infection and 
feared I would be the one 
to get long Covid despite 4 
vaccines, I found comfort 
and information talking to 
an online infectious dis-

ease doctor in Florida at 5 am my time via a telehealth 
platform (which, by the way, was covered by my insur-
ance).  Our patients seek those same immediate answers 
and comfort as evidenced by the time they send messag-
es through our EHR patient portals. They too can leave 
established relationships for convenience, but studies 
show they would prefer to access telehealth with estab-
lished relationships with their care providers. At times, I 
feel the physician-patient bond is cemented further with a video visit, perhaps because we are face 
to face and ‘sharing’ a space outside of an exam room.  

As office-based physicians, we pivoted quickly to introduce or increase the telehealth opportunities 
we offered to our patients during the Covid pandemic. Our vulnerable, at-risk patients who needed 
ongoing care were able to get that care. Federal and local regulations guaranteed reimbursement 
through almost all insurances. Most of these regulations and reimbursements remain and we serve 
ourselves and our patients by allowing convenient and timely access to an established medical pro-
fessional. Most research on the increased utilization of tele visits or video visits supports continued 
use as it increases patient and physician satisfaction. One of the best ways I handle complex medi-
cal questions sent through a patient portal is to convert that question to a video visit the same day 
or the same week. The interaction is better medicine and your professional medical advice is reim-
bursed. SIP can provide you with the patient satisfaction data on your video visits.  Consider looking 
at the data to see if you can improve anything with your platform or your use. Telehealth may be a 
wave of the future of medicine based on increased patient AND physician satisfaction.  
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For additional information about how the SIP Patient 

Experience Dept can help your practice contact: 

SIPServiceExcellence@sutterhealth.org  
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TIP OF THE MONTH  PX  

Narrating Care: Make Your Compassion Heard 

The language we use with our patients can have a dramatic impact on how they perceive and experience their care.  We 

know that when we explain things in ways patients understand, it engenders trust, eases anxiety,  and they are more 

likely to follow their care plan.  Thus, we narrate our care with patients in the spirit of knowing them, caring for them and 

easing their way.   

What does it mean to Narrate Care? 

Simply, it is to tell (a story) in detail, describe what is being done; give a spoken or written account of. 

If caregivers, clinical staff and all others on the care team would narrate aloud what 

they are doing for the patient and the family, patients would benefit greatly. When 

we narrate a patients care and service, patients and families will: 

• Know what to expect, what is happening, and why 

• Feel less anxious 

• Be more likely to engage and participate in their care 

• Feel more secure that they are in good hands 

• Experience and savor the patient-centeredness of the staff 
 

Knowing the staff member’s intent at every step enables the patient and family to speak up when that intent is not being 

fulfilled.  Also, a running narration creates conversation and connection between staff and patient. 

Key Tips When Narrating Care 

Use simple language. Let the patient and/or family member know what you are doing using terms they can understand, 
not medical jargon. “I’m putting this needle in your arm to hook you up to an IV drip. This bag contains a saline solution 
that will help you restore the fluid you need when we give you medication.” 
 

Explain every step as you perform it. This is equally important whether you are entering data in the EHR, giving an 
injection,or doing a procedure. 
 

Help people know what to expect. “It may sting a bit as I put the needle in. Then you shouldn’t feel any pain from it.” 
 

Explain why. Go beyond explaining what you’re doing. Explain also why you’re doing it and specifically the benefit for 
the patient. “I brought you a blanket, because I want you to stay warm and relaxed.” 
 

Make narrating care and service a norm. Have everyone throughout your practice do it- clinical staff, receptionists, 
telephone appointment coordinators, referral clerks, nurses, physicians--everyone. 
 

Describe any symptoms or discomfort they should tell you about. “If it does bother you for more than a minute or 
you notice any lightheadedness or dizziness, please let me know.” 
 

Ask the patient what they know about their situation. You’ll be better able to narrate meaningfully. 
 
Expressions of compassion only go so far in easing the anxiety of patients and their family members if they don’t under-
stand what you are doing and why. By narrating care, you keep patients and families informed. You reduce their anxiety 
and the feeling of powerlessness that too often accompanies medical experiences. You better engage them. You stay 
focused. And patients and families appreciate you for it. 

* Adapted from Language Of Caring Newsletter - Volume 8, Issue102 


