
 
 

 
 
 
 
 

Cleveland Clinic 
Patient Experience: Empathy and Innovation Summit 

Event Agenda 
 
Monday, June 18, 2018 
 
PLENARIES 
 
12:00 PM TBA  

Charity Tillemann-Dick, Marie Budev, MD 
 

12:30 PM Welcome 
Adrienne Boissy, MD, MA 
Opening remarks and kick-off of the 2018 Patient Experience Empathy and 
Innovation Summit 
 

1:00 PM Caring for All: The Future of Healthcare Delivery 
Tomislav Mihaljevic, MD, Hal Paz, MD 

Without a doubt, healthcare is changing. And not just the delivery of 
healthcare, but who delivers it and where. Join us for an intimate conversation 
with Dr Mihaljevic, CEO of Cleveland Clinic, and Dr Paz, Executive Vice President 
and CMO of Aetna, to discuss their unique and global perspectives on the future 
of healthcare. They will reflect on how their personal experiences have shaped 
their leadership and vision, what empathy in a digital world means, and their 
innovative focus on the experience of the frontline employee.  
 

 
 
BREAKOUT SESSIONS 
 
1:45 PM Universal H.E.A.R.T.® - A Global Partnership of Communicating with Empathy in 

Brazil:  
Carol Santalucia, Daniella Kerbauy 

 
1:45 PM Why Imbalance is the New Balance. How To Meet Your Team and Patient’s 

Needs “Where They Are” with a Holistic Approach 
Barb Picciano, Angela Hamm 

  This discussion on resilience, balance, need for stress and change and 
how to address each role with regard to patient care and experience will explore  



 
 

 
 
 
 
 
 the reality of the healthcare team environment. The attendee will be able to 

learn strategies, assessments and examples of how some holistic tools and 
modalities have been utilized with healthcare providers with continued success. 
Addressing the reality of work life balance and self-care strategies with an 
“outside of the box” approach will give the attendee new ways to frame self-care 
strategies for their teams from the holistic nurse point of view. 

 
1:45 PM Advanced Practice Registered Nurses:  Keeping the NURSE in APRN Panel 

Discussion  
Damon Boogaart, DNP, Shanna Botos, CNP, Dianna Copley, CNS, Susan Hudson, 
CNM, Brittany Irwin, CRNA, Maureen, Schaupp, CNP 

This session will focus on the role of Advanced Practice Registered Nurses 
(Nurse Practitioners, CRNAs, Midwives and Clinical Nurse Specialists) and how 
they demonstrate empathy across the journey of care.   The panelists will share 
their experiences in how they keep the nurse in advanced practice nursing.  
APRNs are providers with a nursing foundation who impact the patient’s care 
and experience. 

 
1:45 PM Finding Joy and Meaning in the Disrupted Work of Healthcare 

Richard Levin, MD 
This session is brought to you by the Arnold P. Gold Foundation. 
 

1:45 PM Center for Excellence in Healthcare Communication: Where We Are and HOW 
We Got Here  
Jessica Crow, MBA 

The Cleveland Clinic Center for Excellence in Healthcare Communication 
began its journey for developing and delivering relationship-centered 
communication skills training and resources for clinicians to improve experience 
and outcomes for both patients and clinicians in 2009. It has grown from a small 
team with an idea to a nationally recognized successful center providing 
education and support for healthcare systems and providers around the world. 
The foundation of its offerings is the R.E.D.E. Model™ and the organization and 
governance behind the Center has fueled its ability to continually innovate and 
evolve. This session will highlight the process, operations, key strategies and 
lessons learned to help you identify helpful steps to build a sustainable 
Healthcare Communication Resource Center replete with skills-based training, 
coaching, and research. 

 
 



 
 

 
 
 
 

 
1:45 PM Empathy in the Care of our Transgender Patients: How One Patient’s Journey 

Through Gender Confirmation Surgery Taught an Entire Team About What it 
Meant to Care 
 Susan Rasmussen, Amy Shideler, Wendy Facchini, Kim Conway, Christina Reed, 
Tracy Hull, MD, Cecilia Unger, MD 

The session centers on “empathy where you are “for one Cleveland Clinic 
patient who underwent gender confirmation surgery. An interdisciplinary team  
will present on the longitudinal management needed for this patient across the  
care continuum. The team of caregivers will share their involvement in providing  
care and empathy when presented with challenges and obstacles when  
providing exceptional care. 
 

1:45 PM Thinking in Teams: The Role of Empathy in High Reliability Organizing (HRO) for 
Safety, Quality and Experience of Care 
Craig Clapper 

Despite an industry-wide focus on improving patient safety, healthcare 
continues to struggle to reduce patient harm. System improvement activities 
continue to place too much emphasis on process and not enough emphasis on 
how the people perform within set processes. Craig Clapper, a recognized 
improvement expert, will show how principles of high reliability organizing 
prevent 80% of serious preventable harm every two years, and how safety drives 
improvements in quality, experience, efficiency, and engagement. Attendees will 
also learn how empathy reduces power distance—among caregivers as well as 
between caregivers and their patients and families—in order to prevent harm, 
give patients the best probability of a good clinical outcome and, treat patients 
and their families with the dignity and compassion they deserve. This session is 
brought to you by Press Ganey. 

 
1:45 PM Discussions from the Field: Demystifying Health Equity and Inclusion Strategies 

to Unleash Comprehensive Improvement in Patient Experience and Quality 
Andrew Shin, JD, MPH, Jay Bhatt, DO, Ninfa Saunders DBA 

  This session will feature a panel of health care leaders providing an on-
the-ground, health system, community and national perspective on how health 
care organizations have successfully prioritized equity and disparities to improve 
patient experience, quality, safety and outcomes.  This discussion will delve into 
several case studies of successful initiatives and also offer tools and frameworks 
for participants to utilize that help: create successful community partnerships, 
drive higher reliability and better patient experience, foster leadership and  

  



 
 

 
 
 
 
 
 organizational buy-in and develop measures and leverage data in meaningful 

ways. 
 

1:45 PM Design Thinking for Patient Safety: Empathic Insights and Inspiring Solutions 
Simon Mawer, Shannon Feehan MSN, RN, CPN 

"How might we meaningfully blend empathy-driven and science-based 
approaches for improving healthcare quality and safety?"   This talk will describe 
a journey that patients, nurses, and risk managers took in using design thinking  
to improve pediatric medication administration safety. We’ll discuss lessons  
learned and explore the opportunities and limitations of applying design thinking  
versus traditional QI approaches. 

 
1:45 PM Empowering Patients, Reassuring Providers:  The Why, Who, What and How of 

Deploying Online Patient Portals in the Hospital Setting 
Shannon Dean, MD, Michelle Kelly, MD 
 To enhance the inpatient experience, over 100 organizations now offer 
hospitalized patients and their caregivers tablet computers with online access to 
real-time clinical information during their stay. These innovative “inpatient 
portals,” such as Epic's MyChart Bedside, provide patients and caregivers with 
access to their vital signs, medication lists, test results, daily schedule, education, 
and a way to recognize and communicate with their care team. Patients and 
families who use these portals report feeling more in control of their care and 
empowered to make decisions. Despite these potential benefits, concerns about 
cost, patient privacy, hardware logistics and increasing staff workload can be 
daunting. Guided by tools and lessons learned at UW Health, facilitators and 
participants will discuss the benefits and unintended consequences of using 
MyChart Bedside. Participants will also contemplate ways to garner hospital 
support and the key decisions that must be made at an organizational level for 
successful implementation.  
 
 

INTERACTIVE EXPERIENCES 
 
1:45 Poster Presentation 
  Meet and discuss posters with each presenter 
1:45 Self-Care: Walking trails 
1:45 360 Degrees of Ideas 
  This session will allow facilitated time to share ideas and opinions on hot topics 

in patient experience in an interactive, informal and fun setting with other attendees. It  



 
 

 
 
 
 
 

resembles a game of musical chairs except everyone wins. Walk away challenging 
yourself to new ways of thinking, behaving and managing. 

1:45 Roundtable Discussions: Population Health 
Join industry experts as they moderate an intimate lively roundtable discussion that 

draws out unique experiences, share(s) ideas and promote(s) dialogue between summit 
attendees. Attendees will have an opportunity to submit questions and topics to discuss in  
advance to enhance the conversation at each table.  

 
 
 

BREAKOUT SESSIONS 
 
2:50 PM Virtual Visits: How to Improve Your Webside Manner  

Mary Beth Modic, DNP, APRN-CNS, CDE, Rachel Taliercio, DO 
While virtual visits are becoming more main stream, there is still a 

reluctance to embrace this technology. Many clinicians are skeptical of their 
ability to connect with their patients and to deliver comprehensive and 
compassionate care to people they have never met in person.  This highly 
interactive session will focus on recommended practices for communicating 
effectively; most notably strategies for conveying empathy in a virtual visit.  
 
 

2:50 PM  Tiered Huddles: Connecting Empathy and Excellence 
Kelly Hancock, DNP, RN, NE-BC, Shannon Pengel, MSN, RN, NE-BC, Kimberly 
Hunter, DNP, MBA, RN, NEA-BC, Sue Collier, DNP, RN, NEA-BC, Mary Noonen, 
MSN, RN-BC, Nate Hurle 

Tiered huddles are a Lean daily management tool that enhances the 
delivery of patient care through improved communication and efficiencies.  In 
partnership with the Department of Continuous Improvement, the Nursing 
Institute built a tiered huddle structure that is mission driven and operational in  
focus.  This 50 minute session will include a panel of leaders who will discuss  
how tiered huddles can enhance two-way communication at all levels of an  
organization. 
 

2:50 PM Co-Creating and Hacking Empathy 
Jessica Dugan, 3M Health, Kwame Green, Clover Health, Rebecca Lemos-Otero, 
City Blossoms, Diego Bernardo, UPMC, Jordan Smith, Steelcase Health 
 



 
 

 
 
 
 
 

  Designing empathic experiences often requires input from people outside 
of official channels. This fast paced session will look at how thought leaders from 
both inside and outside the traditional healthcare space have worked with 
patients and others to craft innovative solutions. The PechaKucha format has 
speakers sharing their stories using 20 slides shown for just 20 seconds each in 
this engaging, highly visual session, including time at the end for audience Q&A. 

 
2:50 PM Hope and Healing - The Impact of Volunteers in Healthcare Design 

Nancy Ballard 
Utilizing local communities we create volunteer teams (volunteers are 

the sparkle that cannot be replicated by contractors and/or designers alone) and 
come together for a weekend to transform the sad and drab spaces we have all 
seen far too many times into fabulous, healing, hopeful, and lovely 
environments. We will discuss the history of RTR4C (over 500,000 patient visits  
per year are in rooms that rock), the need (it must become the rule no longer the  
exception), what makes us different and unique (it only takes one) and the long- 
term vision (you too can do this!) 
 

2:50 PM To Be Announced 
   This session is brought to you ty SHM. 
 
2:50 PM All Health Care is Human Care 

Gina Conflitti, MD, Carson Pickens 
   This session is brought to you by Aetna. 
 
2:50 PM Sweden and America Learning from Each Other to Improve Patient and 

Caregiver Experience: Fika and Beyond 
Susannah Rose, PhD, Magnus Perrson, Anna Strömblad 

Sweden and America have many differences, but we also have many 
similarities. This presentation will focus upon patient experience initiatives that 
have had positive impacts in both these countries. We will focus on methods to 
enhance patient experience that have cross-cultural relevance. 
 

2:50 PM Using an Advance Care Planning Technology Platform to Grow, Improve and 
Standardize Population-Wide Advance Care Planning 
Robert Sawicki, MD, Arul Thangavel, MD, Jared Drake 

  Population-wide Advance Care Planning requires engaging with multiple 
stakeholder groups to deliver Advance Care Planning appropriate to a patient's 
engagement level and health condition. Technology platforms have the ability to  



 
 

 
 
 
 
 
 provide insight into process metrics, decentralize tasks and standardize 

processes, which can improve patient engagement and Advance Care Planning 
documentation rates. This workshop will detail the design, implementation and 
results of a collaboration between an Advance Care Planning program and 
technology company, with special attention to learnings that may help other 
programs looking to use technology to improve population-wide Advance Care 
Planning. 

 
2:50 PM Key Factors in Creating an Effective Safety Culture  

Coleen Smith, RN, MBA, CPHQ, CPPS 
  Organizations that are considered highly reliable produce excellent safety 

records despite the high-risk environment in which they operate. Safety culture 
is one of three key areas that is crucial to high reliability (leadership and Robust  

 Process Improvement® round out the three). Safety culture is the sum of what 
an organization is and does in the pursuit of safety. It is the product of values, 
beliefs, attitudes and perceptions and it is what we do when no one is looking. 
Creation of a strong safety culture requires organizations to address the five 
components of a safety culture as defined by Chassin and Loeb: trust  
accountability, identifying unsafe conditions, strengthening systems, and 
assessment. Leaders need to address and apply eleven key tenets to establish  
and continuously improve these components. This session will discuss these  
concepts and their relationship to patient experience and satisfaction. This  
session is brought to you by The Joint Commission. 

 
 
 
INTERACTIVE EXPERIENCES 
 
2:50 PM Poster Presentations 
   Meet and Discuss Posters with Each Presenter 
2:50 PM Self-Care: Walking trails 
2:50 PM Roundtable Discussions: Access & Technology 

Join industry experts as they moderate an intimate lively roundtable 
discussion that draws out unique experiences, share(s) ideas and promote(s) 
dialogue between summit attendees. Attendees will have an opportunity to 
submit questions and topics to discuss in advance to enhance the conversation 
at each table.  

 



 
 

 
 
 
 

2:50 PM Four Energy Gates for Daily Self-Care: Barb Picciano, Angela Hamm 
This is an experiential session in which the four energy gates from 

Chinese Medicine are explained briefly and a step by step demonstration is 
completed with all attendees at once. This session is designed to introduce the 
daily practice for self-care, grounding, and balancing of self. The attendee will be 
given follow up information for support after the conference via video links. This 
exercise is primarily done in a standing position but anyone can benefit from the 
steps and can be modified to fit their needs. Capping off this experiential session 
attendees will be introduced to the labyrinth and how they may use it during the 
conference as a walking meditation, relaxation or focus method for self-care.  

 
2:50 PM Art Therapy Open Studio 
  Tammy Shella, MA, ATR-BC 

  Art therapy can be defined as engaging in the creation of art, with an art 
therapist, to assist with emotional and physical healing and growth. This session  
offers an opportunity to experience art therapy in action. Guided by an art 
therapist, participants will be invited to engage with art materials alongside their 
peers to gain a better understanding of the interpersonal and social benefits of 
art therapy, and the power of choice within art therapy sessions. Because this is 
an open studio, participants may “drop-in” and spend as much or as little time as  

 they wish engaging in the creative process, which will include, painting, simple 
sculpture, and collage. Talent or technical ability is not required, just a willing 
spirit! 

 
 
PLENARIES 
 
4:00 PM When Rescuers Need Rescuing: Sustainably Navigating Uncertainty 

Preston Cline, Ed.D 
 

4:30 PM Organizational Grit in Health Care 
Tom Lee, MD 

  During this session, Dr. Tom Lee, Chief Medical Officer at Press Ganey, 
will address how current frameworks for cultivating individual grit and resilience 
can be applied to teams and healthcare organizations as a whole. Dr. Lee’s 
insights will dive deep into the framework of burnout and resilience with the 
goal of building high reliability cultures that foster effective teams as well as 
activated clinicians, all of whom are foundational to driving measurable  

 



 
 

 
 
 
 
 

improvements and delivering on the promise of safe, high quality, patient- and 
family-centered care. 

 
5:15 PM Welcome Reception 
 
 
Tuesday, June 19, 2018 
 
8:00 Opening 
 
PLENARIES 
 
8:15 AM TBA  

Kelsey Crowe, MD 
 

8:45 AM TBA 
Christine Sinsky, MD 
 

9:15 AM TBA 
Michael Hebb 
 

9:45 AM Break 
 
 
WORKSHOPS 
 
10:00 AM A Hard, Dazed Night: Residents' Wellness Groups as an Intervention to Combat 

Physician Burnout 
Linda Golding 

Burnout among physicians in training is a common and potentially 
dangerous experience for doctors and patients alike.  As awareness of burnout 
has increased, efforts to diminish its impact have gained attention in graduate  
medical education.  This workshop will describe the interventions undertaken at  
New York-Presbyterian Hospital and offer time, space and guidance for  
participants to imagine their own. 

 
10:00 AM Center for Excellence in Healthcare Communication 

Tim Gilligan, MD 
 



 
 

 
 
 
 
 

10:00 AM Improving the Culture of Care Using A3 Problem Solving 
Amy Palmiero, MSHS, BA, CSSGB, C-MI, Serena Wiseman 

This workshop is a fun interactive 90 minute session that will give a high 
level overview of the A3 process and how it can build a culture of learning.  
Participants will have an opportunity to work in teams to create a problem 
statement and apply relevant tools.  Coaches will be on site to provide dedicated 
and interactive collaboration. 
 

10:00 AM How Appreciation, Gratitude & Fun Can Transform Your Workplace – Even When 
Things Are Really Serious 
Joy Jones, MS, Jackie Bean, Barb Galantowicz, MD, Elizabeth Pugel  

From nonprofits to Fortune 500 companies, organizations are embracing 
a culture of appreciation, gratitude & fun.  As a result connections are deeper, 
more transparent, people are more present with each other as well as more 
courageous and more confident.  Our workshop will share some of the art and 
science behind the development of Flying Horse Farms and how they provide 
transformative patient experiences through, medically-safe camp experiences 
for children with serious illnesses and their families.—free of charge. “When sick 
kids come to camp they want to do the things kids do, from catching fish and 
counting stars to crafting masterpieces and captaining canoes. Truth is, they 
might even raise a little ruckus along the way. (And that’s just the way we like it.) 
The second half of our workshop will provide participants practical application 
and proven tools empowering organizations and leaders to create positive 
workplaces through authentic appreciation using the Language of Appreciation,  
designing gratitude spaces and mastering fun in a professional environment.   
 

10:00 AM Building a More Innovative Problem-Solving Workforce 
Diane Stover Hopkins 

  There is no shortage of problems facing the hospital industry and staff 
spend much of their day attempting to solve one problem or another.   An 
innovative culture, where clinical and non-clinical staff at all levels are prepared 
to think bigger and respond to healthcare complexities with fresh ideas, is an 
effective way to future-proof your organization.  This interactive workshop will  

 explore ways to build a workforce of innovative problem-solvers to enhance 
quality, safety, staff engagement, financial and patient experience performance. 

 
10:00 AM The Role of Empathy in Designing Human-Centered Experiences 

Mark Ciesko, Megan Wimmer 
 



 
 

 
 
 
 
 

  By spending time to gain empathy and uncover the unarticulated needs 
and emotions of those we are designing for, the path to truly innovative and 
human-centered experiences is often revealed. During this immersive breakout 
session, the participants will get to experience key elements of the design 
thinking process as they tackle an everyday challenge faced by many in the 
hospital environment. Using insights developed from empathy and several 
design thinking tools, the participants will be encouraged to push past 
incremental change not only in this challenge, but also in the way they can apply 
these techniques back in their own organizations.  

 
10:00 AM What Happens to Compassion in an Opioid Epidemic? Stories from the Field 
 Beth Lown, MD, Daniel Solomon, MD, Tim Short, MD 

U.S. life expectancy fell for the second year in a row in 2016, fueled by a 
surge in fatal opioid overdoses. How are you addressing the relational and 
emotional challenges you experience as you strive to provide excellent care, 
encourage recovery and maintain your compassion, particularly for patients 
struggling with both pain and substance use disorders? In this interactive 
workshop, we’ll discuss the impact of the opioid epidemic and current efforts to  
address it. Attendees will have an opportunity to participate in an example of  
Schwartz Rounds,® interactive group discussions of stories and cases about some  
of the challenging psychosocial and emotional aspects of caring for patients and  
their impact on us as caregivers. Presenters will discuss the challenges of stigma  
and bias, and will consider principles and programs to address the opioid  
epidemic in their home institutions, organizations and practices. 
 
 

BREAKOUT SESSIONS 
 
10:00 AM To Err is Human: A Patient Safety Documentary and Discussion 

Tomislav Mihaljevic, MD, Aaron Hamilton, MD, Kelly Hancock, DNP 
Medical mistakes lead to as many as 440,000 preventable deaths every 

year. To Err Is Human is a riveting documentary about this silent epidemic and 
those working quietly behind the scenes to create a new age of patient safety. 
Through interviews with leaders in healthcare, footage of real-world efforts 
leading to safer care, and one family’s compelling journey from victim to  
empowerment, the film provides a unique look at our healthcare system’s  
ongoing fight against preventable harm.  This workshop will include a special  
preview screening of this new documentary and a panel of healthcare leaders to  
achieve safer care across and eliminate patient harm. 



 
 

 
 
 
 

 
10:00 AM The Waiting Room of the Future: Neuroperformance Testing Integrated into 

Routine Clinical Care 
Robert Bermel, MD 
 

10:00 AM The Power of Art: Unexpected Interactions and Benefits of the Arts in 
Healthcare Environments 
Maria Jukic, JD, Joanne Cohen, Lisa Gallagher, Debbie Bates 

The arts meet people where they are; even in a hospital, clinic, or 
doctor’s office. The beauty, versatility, and uniquely touching quality of the arts 
make them an intervention like no other in the healthcare delivery system. One 
of the most significant characteristics of the arts in the hospital is the element of 
surprise. People expect white coats and stethoscopes in the hospital, but they 
don’t expect to walk into a waiting room full of live music. They don’t expect 
extraordinary and engaging art to meet them in the elevator bay. They don’t 
expect a music or art therapist to engage them in their hospital or treatment 
room. Research into the arts in healthcare shows significant benefits, both 
physical and emotional, to patients, families, and even caregivers. Celebrating its 
10-year anniversary in 2018, the Cleveland Clinic Arts & Medicine Institute has  
become a national leader in integrating the arts into the healthcare delivery  
system. We will describe the Institute’s current design, programs and initiatives,  
discuss evidence that builds the case for the arts in healthcare, and engage  
participants in a music therapy session. 

 
10:00 AM Rethinking the Patient Experience Using Empathetic Virtual Health Coaches  

Brian Jack, MD, Richard Bootes 
  The vision and success of Project RED (Re-Engineered Discharge) serves 

as the foundation for an innovative patient experience platform that uses 
empathetic virtual health coaches (avatars) as part of the in-hospital patient 
education and patient discharge process. This session will demonstrate how new 
technology that incorporates responsive, adaptive avatars driven by artificial 
intelligence can help better prepare and motivate patients to take more 
responsibility for their own care. Data will show that patients actually prefer 
interacting with their virtual health coaches over nurses and doctors. 

 
10:00 AM TBA: This session is brought to you by Verge Health 

 
 

 
 



 
 

 
 
 
 
 
INTERACTIVE EXPERIENCES 
 
10:00 AM Poster Presentation 
  Meet and discuss posters with each presenter 
10:00 AM Self-Care: Walking Trails 
10:00 AM Roundtable discussion: Patient and Employee Experience 

Join industry experts as they moderate an intimate lively roundtable 
discussion that draws out unique experiences, share(s) ideas and promote(s) 
dialogue between summit attendees. Attendees will have an opportunity to 
submit questions and topics to discuss in advance to enhance the conversation 
at each table.  

10:00 AM Book Shelf Gotta Haves 
Mary Beth Modic, DNP, APRN-CNS, CDE 

Join Mary Beth as she leads you on a unique quest for titles that inspire. 
This is not your typical book review. Always a hit and back by popular demand.  

10:00 AM Cleveland Clinic Tours 
Cleveland Clinic Main Campus Tours (Limited Space Available):  A one-

hour tour highlighting those public spaces, architecture, design, artwork and 
processes most associated with the Clinic’s commitment to enhancing the 
patient experience will be offered on Tuesday, June 19th from 10am-12pm and  
Wednesday, June 20th from 8:00am-10:00am.  To register for a tour spot,  
please visit the Cleveland Clinic Patient Experience booth to receive your Tour  
Ticket.  Space will be limited for these tours so it is recommended you visit the  
booth early after arriving at the Conference.  Patient Experience Representatives  
at the booth will facilitate tour ticket distribution and will answer any questions  
concerning the itinerary, shuttle departure / arrival times, and clothing and  
footwear recommendations.  Only those individuals with a valid Tour Ticket will  
be permitted on the transport shuttle.  Tour participants should expect a 30- 
minute commute to and from the conference site and Cleveland Clinic’s main  
campus. 

 
12:00 PM Lunch 
1:00 PM Networking Dessert 
 
 
BREAKOUT SESSIONS 
 
1:30 PM Food and Nutrition Services: Take a Walk in our Shoes 



 
 

 
 
 
 
 

David Moss, Nick Romagnano, Bryan Odey, RD, Brandon Zimmerman, Josalyn 
Meyer, MSN, RN, NE-BC, Patrice Mosby, Rindi Foster, Maggie Stefanek, RD, LD 

  An average of 7,000 in-patient meals are served and 10,000 retail (café) 
transactions are realized each day in the Cleveland Clinic health system in 
northeast Ohio. Food service caregivers communicate with the patient 
customers, at a minimum, of nine times per day.  Empathy is at the core of every 
encounter. 

 
1:30 PM The Power of Empathy in the Emergency Department as a Strategy to Impact 

the Opioid Epidemic: A Panel Discussion 
Barbara Morgan MSN RN NE-BC, Stephen Meldon, MD, Baruch Fertel, MD, Karen 
Guzi, MSN RN ACNS-BC, BCEN, Matthew Hoover, PharmD, MS, BCCCP, BCPS 

  The distinguished panel will discuss how the empathetic approach, when 
integrated into the ED patient dynamic, can be a powerful tool to influence 
patient dependence on opioid and to be open to alternative strategies. They will  

 examine the current state of the crisis and lessons learned as they share their 
professional stories of caring for patients and families struggling with opioid use. 

 
1:30 PM From Burnout to Professional Fulfillment: An Organizational Approach 

Amy Windover, PhD 
  Burnout is a major threat to delivering high quality healthcare. This 

session will review the correlates and outcomes of physician burnout followed 
by the generalizability of findings to a large academic healthcare system like The 
Cleveland Clinic. Evidence-based interventions will be highlighted and examples 
of how The Cleveland Clinic has mobilized and coordinated resources, advocacy 
and intervention efforts will be shared. 

 
1:30 PM Utilizing Technology to Improve the Patient Experience While Lowering the 

Cost of Care 
Jocelyn Stroupe, Mary Johnson 

  Discussion will center around looking to non-health industries and 
advancements in technology to improve the experience and delivery of 
healthcare.  The Clinics and Surgery Center of University of Minnesota Health 
offers five stories of ultra-efficient, high-tech solutions for the often stressful, 
tedious experience of receiving medical care. Traditional floor plans and 
strategies were rethought with modern solutions, to create a new patient 
experience paradigm. Like the Apple Store, the new Clinics & Surgery Center 
features no central check-in or reception; instead, guests are welcomed by 
concierge staff, who check them in on their hand-held tablets.  Both staff and  



 
 

 
 
 
 
 
 guests are given RFID that track their location  no matter where they are in the 

facility, ensuring that no patient goes on waiting for too long, and freeing them 
to experience other amenity spaces in the building rather than being tied to a 
traditional waiting room. Innovative technology adapted from other industries 
enables a patient experience that is centered upon convenience and 
accessibility. Outcomes: An increase in patient compliments, improved 
satisfaction scores, increased efficiency and lower cost of care. 

 
1:30 PM A Patient Panels’ Experience on Empathy in a Shared Medical Appointment 

Marianne Sumego, MD, Cheryl Bores, Walter Gardner, Chi Wilson  
  Empathy:  To understand and share in another person’s experiences and 

emotions.  What does this mean when applied to the Shared Medical 
Appointment model?  A panel of patients discuss empathy and its role in shared 
medical appointments, how empathy and sharing can impact health. 

 
1:30 PM Technology – How It’s Changing Marketing Including Ways to Maximize the 

Website User Experience 
Amanda Todorovich, Scott Mowery 

Technology is changing the marketing game and greatly impacting the 
patient experience. New trends have emerged that have had an enormous 
impact on how we collaborate, communicate, innovate and evolve. Healthcare 
marketing is no exception. We must prepare for the future to have the best 
chance of creating successful results.  In this presentation, we’ll discuss: 

• Voice Search 
• Virtual Reality 
• Artificial Intelligence and Machine Learning 
• Podcasts 
• Using micro-moments to help identify opportunities for improving 

usability 
• Tips for immediately improving your website’s user experience  
• Tools for optimal digital patient experience:  

o Appointment Pass 
o Online scheduling 
o Star ratings 
o Physician bios 
o Displaying wait times 

 
 



 
 

 
 
 
 
 

1:30 PM Humanism Meets Consumerism 
Kevan Mabbutt, Shannon Connor Phillips, MD, MPH, Anne Pendo, MD 

  Before patients are patients, they are consumers.  Many in healthcare 
bristle at the idea of patients as consumers AND there is no escaping it.  This 
workshop will probe the intersection of consumerism and patient experience.  
How can or should we adapt?  How might organizations go about exploring this 
opportunity? 

 
1:30 PM Second Victim: What is the Impact 

David Watson, MD 
  The events that make a healthcare provider a Second Victim will be 

defined. The extent of the problem will be estimate from clinical work that has 
been done by experts in the field.  Symptoms of the condition and treatment 
strategies will be discussed. This session is brought to you by The Joint 
Commission. 

 
1:30 PM Pedal to the Metal: Improving Patient Experience in 60 Days 

Aamer Ahmed, MBA; Donna Lawien, MSHA, RTR 
Learn how Froedtert & The Medical College of Wisconsin, a large 

Academic Medical Center in the Midwest has made major improvements in 
patient experience by designing specialty-specific 60 day lean rapid 
improvement initiatives. This session illustrates a unique model that 
incorporates design thinking and customer discovery and has led to improved  
patient satisfaction and frontline physician and staff engagement 
 
 
 
 
 

INTERACTIVE EXPERIENCES 
 
1:30 PM Poster Presentations 
  Meet and discuss posters with each presenter. 
1:30 PM Self-Care: Walking Trails 
1:30 PM Quick and Easy Techniques for You and Your Team to Address Stress and 

Tension 
  Karen Fink, Mary Van Gunten 

  Working in any type of healthcare setting has its stressors and there is 
often very little time in the workplace for self-care. These tips and tricks are all  



 
 

 
 
 
 
 
 evidence-based combination techniques to address the common symptoms of 

stress in any work environment and can be utilized with any team member open 
to self-care. Major stress symptoms will be covered and there will be time for Q 
& A to ask questions and discuss further related symptoms which may be 
prevalent in your team environment. 

1:30 PM Roundtable Discussions: Communication, Service & Training 
Join industry experts as they moderate an intimate lively roundtable 

discussion that draws out unique experiences, share(s) ideas and promote(s) 
dialogue between summit attendees. Attendees will have an opportunity to 
submit questions and topics to discuss in advance to enhance the conversation 
at each table.  

 
 
 
BREAKOUT SESSIONS 
 
2:30 PM Empathy Where You Are: Caring for At-Risk Caregivers 

Janet Schuster DNP, RN, Ashley Withrow, Brian Tilow, Monica Bender, Catie Huff, 
Sergeant Audrey Fielding 

  This panel discussion will overview how empathy plays a part in caring for 
our caregivers. The session will include a brief introduction of statistics on 
workplace violence and evidence based information on the impact that 
Workplace Violence has on our caregivers. A personal story will be presented by 
a staff member who was involved in an assault by a patient and the support 
provided to her by her managers and others. The session will end with a panel 
discussion with experts on how empathy played a role in enhancing our lessons 
learned, communication around this topic and resources available.  

 
2:30 PM Truly Through Your Patient’s Eyes:  Designing a Pediatric Specialty Clinic 

Laura Morris, Kent Doss 
  ‘Understand how a nationally recognized pediatric health system, 

Nemours / Alfred I. du Pont Hospital for Children, enters a new market; makes a 
splash in a competitive environment; opens a flexible platform specialty clinic 
that meets the needs of its practitioners and clinicians, but more fills a void in 
the region for the families it serves.  Hear how the patient and family advisory 
members were engaged throughout the design process to inform the experience 
at every touch point in the new building through journey mapping. We will share 
examples of the journey mapping process and demonstrate how it informed  



 
 

 
 
 
 
 

patient amenities, clinical layouts, and aid in intuitive way finding.  The recently 
completed post-occupancy work validates the positive impact of staff, patient 
and family engagement.  We will share specific examples of rapid testing and 
empathy mapping efforts which contributed to the success in an outpatient 
specialty clinic, rehab gym, and outpatient surgery center in Southern New 
Jersey.  

 
2:30 PM Cost of Care Conversations: Design as Problem Framing 

Kim Erwin 
  Kim Erwin from UIC School of Design will present her recent work with 

women undergoing high-risk pregnancies, and the cost of care conversations 
with health care providers, administrators, and the support staff involved. The 
work demonstrates how UIC used a human-centered design approach to get to 
the root causes of complex problems. The presentation will be followed by a 
short Q&A with the audience. 

 
2:30 PM Creating a Culture that Supports your Clinicians’ Pursuit of Excellence 
  Dierdre Mylod, PhD 
   This session is brought to you by Press Ganey. 
 
2:30 PM Innovations in Integrating Behavior Health into Primary Care & Specialty Clinics 

Brent P. Forester, MD, MSc, Charlotte Collins, PhD 
This session is brought to you by AMGA 

 
2:30 PM Why Do Patients, Physicians and Employers Disagree About Value in  

Healthcare? 
Seth Bracken, Amy Albo 

If we as a country agree that we can, and must, provide higher quality 
health care and a better patient experience at a lower cost, then—as a first  
step—we need to ask the people who directly receive, provide and pay for  
health care what matters most to them. As part of the Value in Health Care  
Survey, University of Utah Health asked thousands of patients, physicians and  
employers across the nation about their views on value in health care. We’ll  
share and explore some of the fascinating areas of alignment and surprising  
insights from the survey. 
 

2:30 PM TBA 
Paul Rosen 
 



 
 

 
 
 
 
 

2:30 PM Wait Time Reality Check: The Convergence of Perception, Expectation and 
Process 

  Lorainne Classen, Andrea Romay 
  There are few experiences as ubiquitous to patients as the experience of 

waiting: it is an occurrence that transcends diagnosis, is common to all 
demographics, and is shared amongst in-patients and out-patients alike. In an 
effort to improve patient experience, a framework was developed to examine 
wait time patient satisfaction as a function of expectations, perceptions and 
reality. Guided by this framework, participants will discover how to collect and 
analyze data to determine the domain of need and employ improvement 
strategies accordingly. 

 
2:30 PM Minding the Gap – Building a Collective Patient Experience Program 

Molly Dwyer-White, Keith Gran  
               This session will share the tactics used to create an infrastructure that 
promotes a culture of collective responsibility for the patient experience. This 
session looks at how brad patient and family engagement have been critical in 
establishing a new Office of Patient Experience, including determining priority 
areas to focus, staffing needs, key collaborators, and strategy. This session 
shares start up guidance, and expertise on engaging the patient voice on a 
continual, systemized basis. 
 

2:30 PM Managing Obstructive Parental Behaviors in a Patient and Family Centered 
Care Environment:  A Multidisciplinary Approach 
Alessandra Iaderosa, Nicole Figueroa, RN 

Managing disruptive behavior is challenging to staff on all levels. This 
presentation will discuss a multi-disciplinary approach that led to a policy and 
protocol to manage and teach staff skills to identify challenging behaviors and 
address them in a proactive manner. 
 
 
 
 
 

INTERACTIVE EXPERIENCES 
 
2:30 PM Poster Presentation 
   Meet and discuss posters with each presenter 
2:30 PM Self-Care: Walking Trails 



 
 

 
 
 
 
 
2:30 PM Four Ways to Start and End Your Meetings: Bringing Your Team to the “Now” 

and Giving Them Holistic Tools for Focus “Where They Are" 
Rose Hosler, Mary Van Gunten 

  Bringing awareness of being present and grounded to you and your team 
may have its challenges. Over the years the Healing Services Teams have been 
not only utilizing these tools in their own team meetings but requested to bring 
them to others. Currently each session we are involved in is opened and closed 
with awareness, centering, grounding and more tools for the team at hand to 
experience and share with their teams. These groups are of all types of 
healthcare providers from small non-clinical teams to executive leadership 
teams. Take away information will be provided and experiential meeting open 
and closer exercises experienced in this very interactive session. 

2:30 PM 360 Degrees of Ideas 
This session will allow facilitated time to share ideas and opinions on hot 

topics in patient experience in an interactive, informal and fun setting with other 
attendees. It resembles a game of musical chairs except everyone wins. Walk 
away challenging yourself to new ways of thinking, behaving and managing. 

 
3:20 PM Break 
 
 
PLENARIES 
 
4:00 PM TBA 

Brennan Spiegel, MD 
 
4:30 PM Healthcare Remixed 

Zubin Damania, MD “ZDoggMD” 
 

6:30 PM Social Event: Coastal Taco 
  Inspired by beach life on the coasts and summers at the lake, Coastal 

Taco Bar + Chill serves upscale street food, emphasizing awesome tacos, hand 
squeezed juice for our drinks and ice cold beer in a relaxed 'staycation' style. Our 
vibe is chill. Our party goes late. Situated on the East Bank of the Cuyahoga River  

 
 
 
 
 



 
 

 
 
 
 
 
in Cleveland's Flats East Bank neighborhood, Coastal Taco has an outdoor and 
indoor patio, recently rated best view & patio in Cleveland by Cleveland  
Magazine. Chill by the river, order a hand squeezed lime margarita, watch the  

 ships pass by and let us create a great party for you. #barchill. Shuttles will be 
provided from host hotels: Hilton, Westin, Marriott and Drury. 

 
Wednesday, June 20, 2018 
 
WORKSHOPS 
 
8:00 AM Using Empathy to Connect at the Bedside AND at the Front Desk 

Katie Neuendorf, MD, Jennifer Packard, Tim Milbrandt 
We all want an organization recognized for empathy. In this dynamic and 

interactive workshop, attendees will learn strategies used at Cleveland Clinic and 
Mayo Clinic to help employees, from front line staff to physicians, communicate 
empathy effectively.    We will not only review skills such as perspective-taking, 
empathic reflections, and staying curious but will show you ways to implement  
the teaching of these skills across your organization. Come for an introduction to  
these communication skills with opportunities to practice in a fun, safe  
atmosphere. If you hope to elevate “good customer service” at your organization  
to “gold-standard patient communication,” this workshop is calling your name.  
Significant time will be allotted at the end of the session for Q&A 

 
8:00 AM Achieving Excellence in LGBT Care 

Howard Grossman, MD, James Hekman, MD, Laura Castillo-Page, Ph.D., Giovanni 
Santiago   

Providing empathy and culturally competent care are cornerstones of 
achieving exceptional outcomes. This session will address strategies to address 
healthcare quality and experience disparities in the lesbian, gay, bisexual and 
transgender patient population.  The workshop will explore approaches to 
developing centers of excellence, advancing broad-based competencies, and 
identifying and addressing unconscious bias that interfere with delivering high 
quality, patient-centered care. 

 
8:00 AM Happier Teams, Happier Patients: The Intersection of Clinician Well-Being and 

Quality Care 
  Aaron Hamilton, MD, Sue Rehm, MD, Len Calabrese, DO 

In our high-paced, high pressure medical environment, clinicians may 
sacrifice their own well-being and self-care to provide the highest quality care to  



 
 

 
 
 
 
 

patients and this sacrifice eventually takes a toll – on the clinician and on the  
care they provide.  Dr. Susan Rehm, Cleveland Clinic Executive Director of  
Physician Health, and Dr. Aaron Hamilton, Cleveland Clinic Medical Director of  
Patient Safety and Clinical Risk, have developed Happier Clinicians, Happier  
Patients will discuss and demonstrate the value of facilitated dialogues to  
provide an opportunity to talk about the intersection of Quality, Safety and Well- 
Being. 

 
8:00 AM Empathy Where You Are – As Experienced by the Cleveland Clinic Nursing 

Institute leaders 
Kelly Hancock, DNP, Nancy Albert, PhD, CNS, Joan Kavanagh, MSN,RN,NEA-BC, 
Meredith Foxx, Kerry Major, Deb Small, DNP, MSN, RN, NE-BC, Sue Collier 

Workshop with many of the Cleveland Clinic Neurological Institute 
leaders – as experienced and lived by the leaders.  The leaders “tell their story” 
on how they deliver, impact and advocate for empathy in their role.  Nursing 
attendees of the conference would love to hear the stories of the Cleveland 
Clinic Nursing leaders. 

 
8:00 AM The Pause After Death: Complexity Embraced in Simplicity 

Jonathan Bartels, Silvia Perez Protto, MD, Deborah Klein, CNS 
The Pause is a period of silence at the time of a patient’s death shared by 

the team at the bedside. The purpose is to honor the human life and the efforts 
of the team. Come and hear from the creator, Jonathan Bartels how he started 
this practice that has been adopted in the US and around the world. You will also 
hear from Deborah Klein, the leader at the Cleveland Clinic that implemented 
The Pause in a large organization resulting in a cultural change. Challenges and 
strategies for successful implementation will be shared. The Pause is one 
initiative at the new Center for End of Life established at the Cleveland Clinic. 
 

8:00 AM Coping with Stressors from Mass Trauma to Daily Burnout: Schwartz Rounds® 
Evoke Compassion and Resilience 

  Beth Lown, MD, Amy Cowan, MD, Tim Short, MD 
The increasing pace, volume, acuity, administrative and other 

requirements of today’s healthcare environment are contributing to a rising tide 
of burnout among healthcare professionals. What happens when, added to their 
everyday stressors, clinical caregivers face the necessity of caring for victims of 
gun violence, riots and mass trauma? In this workshop, participants will learn 
about Schwartz Rounds,® an interdisciplinary forum for caregivers to discuss the 
challenging psychosocial and emotional aspects of care and their impact on us.  



 
 

 
 
 
 
 

Attendees will hear from Schwartz Center members about programs and  
strategies they’ve implemented to sustain compassion and strengthen resilience  
in their organizations and systems. Presenters will describe programs, including  
Schwartz Rounds that offer organizations and communities the opportunity to  
recognize the depth of their compassion and to grapple with the potential for  
burnout and bias in their daily lives. Attendees will learn how these programs  
helped participants cope with crises that magnify everyday challenges, including  
the 2013 Boston Marathon bombings and the 2017 violence in Charlottesville,  
VA, and how such programs can encourage personal and organizational growth  
and resilience. Participants will hear evidence about the impact of these  
programs and will have an opportunity to discuss strategies they can apply in  
their own organizations.  

 
8:00 AM Elevating Diversity & Inclusion to Strengthen Your Employee Engagement and 

Patient Experience Strategy 
Amanda Perez-Leder, Alexis McGill Johnson 

Relying upon content developed by mind sciences experts at Perception 
Institute, Planned Parenthood co-developed the Mind Sciences on Difference: 
Featuring Our Brains On Race™ Training Program. The program helps 
participants understand how brains respond to racial difference, while also 
equipping them with language and skills on how to discuss and confront implicit 
bias, racial anxiety and stereotype threat (three phenomena that often arise 
when working with colleagues, patients and clients of different racial and 
identity groups). Workshop session attendees will participate in activities to help 
themselves understand, identify and override implicit bias in their workplaces. 
 

8:00 AM Lead with H.E.A.R.T.™ Course 
Carol Santalucia 

Lead with Heart™ is a resource for leaders and managers to leverage 
skills to support a service culture. Based on the concept of leading with both 
strength and empathy, this program will help leaders and managers to define 
clear expectations, inspire team and personal accountability, role model and 
coach for service behaviors and support their team. 
 
 
 

BREAKOUT SESSIONS 
 
8:00 AM Implementing Technology to Streamline Patient Check-In 



 
 

 
 
 
 
 

Katelyn Gleason, John Bona 
Cleveland Clinic’s successful implementation of AppointmentPassTM, a 

self-service electronic kiosk that allows patients to easily and privately check-in 
and pay for their appointment, has provided a model for the adoption of new, 
patient-facing healthcare IT systems. Having navigated the unique complexities 
of the healthcare industry, John Bona, Lead Developer of AppointmentPassTM, 
and Katelyn Gleason, founder and CEO of Eligible, an integrated technology that  
automates insurance verification and streamlines the billing process, will present  
their experience as a provider-vendor team case study for others looking to  
improve the patient experience. 
 

8:00 AM Transforming Patient Experience with a Mobile Wayfinding Platform 
Katie Logan 

As the consumerization of health care grows, more patients expect 
healthcare systems to offer convenient, personalized experiences. Having a 
system-branded mobile app is a first step in that direction — but it’s important 
to ensure the mobile platform delivers distinctive, ongoing opportunities for 
adoption and engagement, one that builds a relationship with patients and puts 
all services and amenities at their fingertips. Piedmont Healthcare will share best 
practices for a mobile approach with wayfinding as a key strategy, allowing 
patients to use smartphones to get from home, to the right parking garage, and 
step-by-step guidance to their destination to vastly improve patient experience 
and address additional patient experience challenges of a growing health 
system. 

 
8:00 AM Influence Factors on Patient Experience 

Jason Wolf, MD 
Various studies have shown elements such as patient and family 

engagement, diagnostic experience, leadership and culture, operational 
processes, human interaction and human-centered design impact the way 
people experience health care. Ultimately how important are these factors on 
the clinical, operational and financial outcomes health systems strive for? This 
session is being brought to you by Siemens Healthineers.  
 
 

INTERACTIVE EXPERIENCES 
 
8:00 AM Poster Presentation 

Meet and discuss posters with each presenter 



 
 

 
 
 
 
 

8:00 AM Self-care: Walking Trails 
8:00 AM Cleveland Clinic Tours 

Cleveland Clinic Main Campus Tours (Limited Space Available):  A one-
hour tour highlighting those public spaces, architecture, design, artwork and 
processes most associated with the Clinic’s commitment to enhancing the 
patient experience will be offered on Tuesday, June 19th from 10am-12pm and 
Wednesday, June 20th from 8:00am-10:00am.  To register for a tour spot,  
please visit the Cleveland Clinic Patient Experience booth to receive your Tour  
Ticket.  Space will be limited for these tours so it is recommended you visit the  
booth early after arriving at the Conference.  Patient Experience Representatives  
at the booth will facilitate tour ticket distribution and will answer any questions  
concerning the itinerary, shuttle departure / arrival times, and clothing and  
footwear recommendations.  Only those individuals with a valid Tour Ticket will  
be permitted on the transport shuttle.  Tour participants should expect a 30- 
minute commute to and from the conference site and Cleveland Clinic’s main  
campus. 

 
 

10:00 AM Break 
 
10:15 AM Awards 
 
 
PLENARIES 
 
10:45 AM TBA 
 
11:15 AM TBA 

Jonathan Godfrey 
 

11:45 AM TBA 
Leilani Schweitzer 
 

12:15 PM Closing 
  Adrienne Boissy, MD, MA 
 
12:30 PM Adjourn 
 
 



 
 

 
 
 
 
 
ADD-ON COURSES 
Wednesday, June 20, 2018 
1:00 PM R.E.D.E to Communicate™: Patients with Pain:  

Katie Neuendorf, MD, Vicente "VJ" Velez, MD 
  The complexity of pain treatment is often exacerbated by disparate goals 

and attitudes between patient and provider concerning the condition and 
treatment. This experiential, skills-based course focuses on enhancing patient-
provider communication using the R.E.D.E. model of relationship-centered 
communication to align agendas and expectations, engage in collaborative 
decision making. To learn more, check out the Courses section of the website. 

 
Thursday, June 21, 2018 
8:00 AM R.E.D.E. to Communicate™: Foundations of Healthcare Communication 

Timothy Gilligan, MD, Mary Beth Modic, DNP, Matthew Sacco, PhD, Amy 
Windover, PhD, Charles Garven, MD, Stephanie Jennings, MD 

  Effective teaching of communication skills has not been consistently 
included in medical training programs or continuing education courses. 
Relationship centered communication skills are essential to maintaining provider 
satisfaction, engagement, and confidence. Effective communication impacts 
patient safety, provider liability, quality, and is, at a more basic level, the right 
thing to do. The FHC course introduces clinicians to the R.E.D.E. model℠ of 
relationship-centered communication in healthcare and how it applies to any 
given practice. This course is grounded in educational theory, evidence-based 
best practices, and experiential learning. Learn more by visiting the Courses 
section of the website. 

 
8:00 AM Enhancing Relationships with a Coach Approach 

Kirste Carlson, DNP, Donald Ford, MD, Michael Manos, PhD, Andrea Sikon, MD, 
Elaine E. Schulte, MD, MPH, Abby Spencer, MD, MS 

  What would happen if you stop trying to ‘fix’ and start empowering? 
What are the possibilities for you, your team and patients? Listening and 
empathizing are not only important skills for patient care, but also working with 
colleagues. In today’s high pressure, constantly changing healthcare industry it is 
more important than ever to work in a safe, supportive, innovative environment. 
The Coach Approach is grounded in positive psychology, Serving Leader 
principles and relationship-centered communication. The Coach Approach 
fundamentals: active listening, empathy and utilizing asset-based questions 
provide tools to enhance relationships. To learn more about this course, please 
visit the Courses section of the website. 


