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Housekeeping

• All participants are muted.
• Q&A will be conducted through the chat pod. Please submit 

questions for a facilitated Q&A after the presentation.
• Chat pod for sharing of ideas, asking questions, interacting with 

presenters and attendees and not for promoting services and 
products.

• Receive follow up email tomorrow afternoon with webinar 
materials and session recording.
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Use the hashtag #pxwebinars to connect with our community. 
Discuss today’s topics, key points, ask questions and engage with 
the Institute on social media. 

Connect with the patient 
experience community 
on social media. 

Tag @BerylInstitute

https://twitter.com/BerylInstitute
https://www.facebook.com/BerylInstitute/
https://www.instagram.com/theberylinstitute/
https://www.linkedin.com/company/the-beryl-institute


PX Continuing Education Credits
• This program is approved for 1 PXE.
• In order to obtain patient experience continuing education credit, participants 

must attend the program in its entirety and complete the evaluation within 30 
days.

• The speakers have disclosed no relevant financial interest or other relationships 
with commercial entities relative to the content of the educational activity.

• No off-label use of products will be addressed during this educational activity. 
• No products are available during this educational activity, which would indicate 

endorsement.
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This webinar is eligible for 1 patient experience continuing education (PXE) credit. Participants interested in receiving PXEs must complete 
the program survey within 30 days of attending the webinar. Participants can claim PXEs and print out PXE certificates through Patient 
Experience Institute. As an on demand webinar, it offers PXE for two (2) years from the live broadcast date.
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Please take a moment to introduce yourself via the 
chat and let us know what you hope to discover.
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The Beryl Institute is a global community of
over 55,000 healthcare professionals and experience champions 
committed to transforming the human experience in healthcare.

As a pioneer and leader of the experience movement and patient experience profession for 
more than a decade, the Institute offers unparalleled access to unbiased research and proven 
practices, networking and professional development opportunities and a safe, neutral space to 
exchange ideas and learn from others.
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Our shared experience over the past year has shifted the foundation of healthcare forever, 
exposing systemic weaknesses and wounds that can no longer go untreated. 

Healthcare professionals and organizations never hesitated in responding to the needs of patients 
and the communities they serve.

While the world has been inspired by the level of compassion and care that healthcare professionals 
have demonstrated time and time again, we know firsthand that this service and sacrifice has come 
with a heavy price. 

Although these issues are not new, this season has laid bare the long-unaddressed shortcomings in 
our approach and the need for a fundamental shift in thinking and direction.

Our current realities call us to forge a new existence that begins with looking beyond the distinct 
silos of patient experience, employee engagement or community health to focus on the common 
thread that binds each of these areas together—the human experience.

Our current reality & a Declaration for Human Experience
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The human experience –
encompassing patient, 
workforce and community 
experiences – is not a move 
away from the foundational 
definition of patient experience 
but rather the positive and 
natural expansion of it. 

Wolf, Jason A. PhD; Niederhauser, Victoria DrPH, RN; Marshburn, Dianne PhD, RN, NE-BC; and LaVela, Sherri 
L. PhD, MPH, MBA. (2021) " Reexamining “Defining Patient Experience”: The human experience in healthcare," 
Patient Experience Journal: Vol. 8: Iss. 1, Article 4. Available at: https://pxjournal.org/journal/vol8/iss1/4)
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In our intent to transform the human experience in healthcare, we are called to 
lead courageously with the understanding that we are, first and foremost, 
human beings caring for human beings. In answering this call, we commit to:

Acknowledge and dismantle 
systemic racism and 

prejudice, tackle disparities 
and provide the highest-

quality, most equitable care 
possible.

Recognize and maintain a 
focus on what matters most 

to patients, their family 
members and care partners 
to ensure unparalleled care 
and a commitment to health 

and well-being.

Understand and act on the 
needs and vulnerabilities of 
the healthcare workforce to 
honor their commitment and 
reaffirm and reenergize their 

purpose.

Collaborate through shared learning within and between organizations, systems
and the broader healthcare continuum to forge a bold new path to a
more human-centered, equitable and effective healthcare system.
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Join us. Sign the Declaration for Human Experience
by visiting transformHX.org
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The State of Patient Experience 2021 provides a 
powerful culminating point of a decade of work. 

This study also serves as the cusp to a new era of
what experience can and must be

as we lead to the future of healthcare. 
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Purpose & Methodology

t h e b e r y l i n s t i t u t e . o r g

Survey conducted January 26 to February 19, 2021
• 6th biennial State of the Patient Experience Tracker

Respondents represented organizations headquartered 
in 33 different countries. Most commonly responding 
countries included: United States, Australia, Canada, 
United Kingdom

Average of 21 minutes and approximately 75 questions
• Including a mix of closed and open-ended responses

The Beryl Institute and Service Management Group 
partnered on this research effort.

½ Primarily Hospital Groups and ¼ Hospitals

Respondents held various positions including: 

Individuals have been previously engaged with
The Beryl Institute

The overall purpose of this study was to determine what healthcare organizations are doing to improve the
Patient Experience (PX) across the continuum of care.
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Our Journey Today

 Priorities and focus
o Chat: What have been the most critical areas of focus for your experience efforts, 

especially as we worked through the challenges of the last year?

 Experience Structure
o Chat: In what ways has your organization’s experience structure evolved? Where 

do you see the greatest opportunities for growth?

 Impact & Perception
o Chat: What is your key takeaway(s) from today and what actions will you take 

based on what we discovered together?
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State of Patient Experience 2021

Priorities & Focus
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63.8%

35.5%

26.4%
22.8% 21.0%

Patient Experience
(Addressing

Quality/Safety/Service)

Employee
experience/engagement

Extending services through
telemedicine and other means

Staff/nurse recruitment and
retention

Addressing issues of health
disparities and inequity

Experience remains top priority as telemedicine and 
addressing health disparities see rapid rise

Please identify your organization’s TOP 3 priorities for the next 3 years (select top 3). 

Up 15 pts 
from 2019

www.theberylinstitute.org

New in 
2021



Experience efforts overall continue to mature

Which of the following stages best describes the current state of your organization’s patient experience efforts?

2%

20%

48%

31%

1%

13%

55%

31%

2%

11%

54%

33%

Not yet started Just beginning Established/making some
progress

Well established

2017 2019 2021

www.theberylinstitute.org



A formal mandate for experience has never been higher

Does your organization’s Patient Experience effort have a formal mandate?

58%

52%

58%

55%
56%

66%

2011 2013 2015 2017 2019 2021

www.theberylinstitute.org

66%



Organizations continue to most often adopt or adapt the 
foundational definition of patient experience

across the  of care.continuum
perceptions

The sum of all shaped by an 

organization’s that influence
patient

interactions,
culture,

- The Beryl Institute

www.theberylinstitute.org
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Experience continues to be seen an as integrated effort…

To what extent should patient experience encompass each of the following:? (% to a great extent)

90%

87%

86%

85%

79%

77%

75%

41%

Patient / Family Engagement

Customer Service

Patient Safety

Quality Outcomes

Employee Engagement

Access to Care

Health Equity

Cost of Care

www.theberylinstitute.org

New in 
2021

New in 
2021



…and experience outcomes are influenced by integrated focus, with 
expanded recognition of the role of technology, policy and structure

To what extent do you believe the following influence patient experience outcomes? (to a great extent)

90%

89%

82%

79%

64%

53%+9
47%

46% +4

+10

www.theberylinstitute.org



Experience efforts increasingly driven by a desire to provide better 
outcomes and addressing health disparities now a factor

Please select the top three factors that are driving your organization toward taking action on Patient Experience.

New in 
2021

40%

54%

38% 36%

45%

21%

45% 44% 43%
40%

32%

19%

50%
47%

36% 35%

28%

19% 19%

Desire to provide better
overall outcomes

Leadership’s desire to 
provide a better 

experience

Right thing to do Becoming provider of
choice/community

reputation

Government-mandated
measurements (i.e.

HCAHPS, etc.)

Priority of your 
organization’s Board

Health equity and
addressing disparities

2017 2019 2021

www.theberylinstitute.org



Top supports & roadblocks hold steady, while a focus on 
leadership and concerns for caregiver burnout rises

Which of the following, if any, have been most successful in supporting/biggest roadblocks to your organization’s Patient Experience efforts? Please select the top 3.

Supports

46%

43%

36%

29%

29%

Formal Patient Experience leader
and/or structure 

Strong, visible support “from the top” 

Positive organization culture 

Clinical managers who visibly support 
experience efforts 

Engaged workforce 

First time as
top support 

Roadblocks

41%

33%

32%

28%

26%

Other organizational priorities reduce 
emphasis on patient experience

Caregiver (i.e. physician, nurse, etc.)
burnout and stress

Leaders appointed to drive patient experience 
are pulled in

too many other directions

Cultural resistance to
doing things differently

Lack of sufficient budget or
other necessary resources

+5

www.theberylinstitute.org



Engaged employees continue to top list as culture and 
patient/family voice continue to grow in importance

Which of the following are most important for achieving a positive Patient Experience? Please select the top 3.

63%

52%

36% 37%

31%

61%
58%

38% 38%
33%

61% 59%

39%
37%

27%

Highly engaged
staff/employees

Healthy, positive and
strong organization

culture

Inclusion/engagement
of patient and family

voice

Purposeful and
visionary leadership

Clearly defined
behavioral expectations

2017 2019 2021

www.theberylinstitute.org



Training remains top investment, but a shifting focus sees rise in 
telemedicine and a commitment to address health disparities

Of the following efforts, identify the top three (3) items in which you expect your organization to invest, either as a new effort or with 
additional resources, over the next three years to advance Patient Experience improvements. Please select the top 3.

59%

11%

21%

34% 35%
41%

53%

16%

29%

37%
33% 32%

43%

27% 26% 25% 25% 24% 24%

Staff training and
development

Telemedicine Reducing
physician and
caregiver (i.e.

physician, nurse,
etc.) stress and

burnout

Broader culture
change efforts

Expanded
measurement

efforts to support
Patient Experience

tracking and
performance
improvement

Addressing health
equity and
disparities

Expanded patient
and family

engagement via
advisory councils,

board and
committee roles

2017 2019 2021

New in 
2021

www.theberylinstitute.org



Digital strategy increasingly focused on experience

To what extent is your organization’s digital strategy connected to your patient experience efforts?

Not at all
7%

Very little
22%

Somewhat
49%

To a great extent
21%+4

www.theberylinstitute.org



Digital tactics on the rise across the board in improving experience 
with virtual appointments jumping to the top

To what extent are the following digital tactics (via app, websites, etc.) being used to improve patient experience in your organization? 

82%

80%

77%

76%

75%

74%

71%

65%

64%

58%

52%

46%

50%

79%

74%

64%

72%

69%

72%

55%

56%

48%

49%

42%

Providing virtual appointments/consultation

Obtaining patient and family feedback

Providing general facility information

Scheduling appointments

Communicating with medical team

Patient Education

Accessing medical records

Chronic care management

Monitoring health and wellness

Medical adherence

Researching medical conditions

Wayfinding

2021 2019

www.theberylinstitute.org



Experience measurement evolving past mandates to 
gather data that is timely and actionable

Aside from tracking the success of individual improvement activities and/or actions, which metrics is your organization using to measure overall improvement in the Patient Experience? (Select all that apply.)

62%

41%

62%

38%

43%
41%

29%

22%

65%

47%

68%

44%
41% 42%

35%

25%

70%

47% 46%

42% 41%
39%

36%
33%

Patient
satisfaction/experience

surveying

Monitoring social media Government-mandated
surveys

Patient/family advisory
committee

Calls made to
patients/caretakes after

discharge

Bedside surveys/instant
feedback during rounding

Outside ratings or
rankings (i.e., US News &

World Report;
Healthgrades)

Online surveys/E-Panels

2017 2019 2021

www.theberylinstitute.org



2011: Tactical Beginnings

2015: Expanding view

What are the top three (3) areas of focus or action for your organization’s current Patient Experience effort? 

2013: Survey domains

2017: A return to purpose

www.theberylinstitute.org



2019: Broadening Perspective

What are the top three (3) areas of focus or action for your organization’s current Patient Experience effort? www.theberylinstitute.org



2021: Strategic Realization

www.theberylinstitute.org What are the top three (3) areas of focus or action for your organization’s current Patient Experience effort? 
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What have been the most critical areas of focus
for your experience efforts, especially as we worked 
through the challenges of the last year?

Q2. Focus

34



Reflecting on Trends



State of Patient Experience 2021

Experience Structure
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A commitment to experience structure and
leadership remains substantial…

Yes
78%

No
16%

Don't know
6%

Does your organization have a formal organizational 
structure to ensure specific actions are being taken to 

improve the Patient Experience?

Single 
leader/sole 

role
32%

Single 
leader/multiple 

roles
31%

Co-leaders
8%

Committee
14%

No
14%

Do not know
1%

63%
Single 
Leader

Does your organization currently have a specified 
senior-level leader(s) with primary responsibility for 

addressing Patient Experience?
www.theberylinstitute.org



…yet the focus of experience leaders has been diluted…

As far as you know, what percent of the individual with PRIMARY responsibility’s time is allocated to support Patient Experience efforts?

9%

31%

46%

14%

31%

34%

22%

13%

30%

30%

21%

19%

100%

50-99%

<50%

Don't Know

2021 2019 2017

“Focused on”

“Committed to”

“Responsible for”

www.theberylinstitute.org



…while experience teams continue to grow…

How many full-time staff members (or FTEs) are designated to support your patient experience efforts?

9%

9%

11%

31%

30%

31%

14%

18%

16%

37%

33%

29%

2021

2019

2017

0 1-2 3-4 5 or more

+4

+4

www.theberylinstitute.org



…and experience structures continues to diversify

Which of the following areas are included in your patient experience structure? (Select all that apply.)

79%

63%

55%
50% 49%

44% 42%

33% 32%
29% 29% 27% 27% 25% 25% 24% 24% 23% 22% 22% 21% 21%

18% 16%

www.theberylinstitute.org



Use of Patient-Family Advisors holds steady

66% 71% 67%

34% 29% 33%

2017 2019 2021

Yes No

Does your organization engage
Patient & Family Advisors?

59%

91% 89%

41%

9% 11%

2017 2019 2021

Yes No

Does your organization have a formal
Patient & Family Advisory Council(s)?

www.theberylinstitute.org



Engagement of Patient/Family Advisors jumps
as support holds steady

61%

61%

52%

35%

22%

13%

9%

32%

28%

9%

17%

On standing committees

On specific designated projects

Virtual focus groups/e-panels

Social media

At the senior-most board level

Other

No other ways

2021 2019

In what ways, other than Patient & Family Advisory Council, does 
your organization engage patients and family advisors?

In what ways, if any, do you compensate/
support patient and family advisors?

50%

33%

29%

14%

7%

1%

1%

54%

29%

13%

5%

1%

1%

Meal provided at meetings

No compensations or
reimbursement

Parking reimbursement

Mileage or travel reimbursement

Per meeting stipend

Monthly stipend

Annual stipend

2021 2019

www.theberylinstitute.org

New in 
2021

New in 
2021



t h e b e r y l i n s t i t u t e . o r g

In what ways has your organization’s experience 
structure evolved? Where do you see the greatest 
opportunities for growth?

Q3. Structure

43



Reflecting on Structure



State of Patient Experience 2021

Impact & Perception

t h e b e r y l i n s t i t u t e . o r g 45



Impact of experience remains broad and growing

To what extent do you believe your existing Patient Experience efforts have a positive impact on each of the following? (% somewhat/to a great extent)

Customer service

Community reputation

Consumer Loyalty

Clinical outcomes

Employee engagement and retention

Community health/well-being

New customer attraction

91%

EXPERIENCE

87%

75%

84%

73%

74%

84%

www.theberylinstitute.org



Positive perception continues but crisis softened growth

At this point, how do you feel about the progress (or lack of progress) your organization is making toward improving the Patient Experience?

61%
54%

46% 49% 48% 46%

25%

17%
20%

21% 23% 22%

2011 2013 2015 2017 2019 2021
Positive Very positive

86%

71%
66%

70% 71%
68%

www.theberylinstitute.org



A focus on experience had organizations better prepared 
for the COVID-19 pandemic

Reduced 
significantly

9.0%

Reduced 
somewhat

31.0%

Unchanged
19.8%

Increased 
somewhat

27.3%

Increased 
significantly

12.9%

As a result of the COVID-19 pandemic, how has your 
organization’s focus on patient experience changed?

13.8%

18.3%

49.1%

18.8%

Not at all Very little Somewhat To a great extent

67.9%
Somewhat +

To a great 
extent

To what extent has your current patient experience 
strategy impacted your ability to EFFECTIVELY address 

the COVID-19 crisis?

www.theberylinstitute.org



Considerations for Action
Our findings call on us to:

 Underline and act on the integrated nature of experience.

 Understand and engage in the opportunity to measure experience in new ways and act 
on what matters most.

 Focus on identifying and engaging innovation and technology as a critical element of 
ensuring excellence.

 Ensure any effort to achieve experience excellence is built on a foundation of equity and 
dismantles versus perpetuates the deep-rooted disparities still lingering in the foundation 
of healthcare itself.

 Reinforce that a commitment to experience has a positive and lasting impact and 
brings value to healthcare, both in supporting the viability of our healthcare system and 
the outcomes we seek to achieve, in times of calm and crisis.

t h e b e r y l i n s t i t u t e . o r g 49



t h e b e r y l i n s t i t u t e . o r g

What is your key takeaway(s) from today and what 
actions will you take based on what we discovered 
together?

Q4. Actions

50



Final Reflections



t h e b e r y l i n s t i t u t e . o r g

In our intent to
transform the human experience in healthcare,
we are called to lead courageously with the 
understanding that we are, first and foremost,
human beings caring for human beings.
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Join us. Sign the Declaration for Human Experience
by visiting transformHX.org
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http://bit.ly/StateofPatientExperience
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PX Continuing Education Credits

• This program is approved for 1 PXE
• In order to obtain PXE, participants must attend the program in 

its entirety and complete evaluation within 30 days.
• Use the PXE link at the end of the evaluation to claim PXE 

credit at the Patient Experience Institute’s PXE Portal. 

56t h e b e r y l i n s t i t u t e . o r g



Upcoming Offerings
WEBINARS

June 15|  The Power of The PFA Webinar Series: Continuing Engagement with Patient and 
Family Experience Advisors

June 16|  Path to Experience Excellence: PX 101

June 17|  Insult to Injury: COVID 19 and Clinician “Burnout”

June 22|  Compassionate Contacts: A Social Prescription for Loneliness

June 24| The New Existence Webinar Series: Governance & Leadership: Transform 
Healthcare in Collaboration with Diverse Voices

June 30|  The Power of The PFA Webinar Series: Co-Design, Co-Production or a PFA 
Program? Where Do We Go From Here?

PX BOOK CLUB

June 23| “In Shock: My Journey from Death to Recovery and the Redemptive Power of Hope”

57t h e b e r y l i n s t i t u t e . o r g
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Webinars are included in 
membership with the Institute. 
Non-members can purchase 
webinar access for $49.

Access our vast library 
of on demand patient 
experience webinars.

Scan to 
learn more:



Thank you for participating!
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