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OUTLINE

• Customer Focus: 
 What? And Why?
 Who are the healthcare customers?

• Patient-centered care (PCC):
 WHAT? ---Philosophy

---Definition

 WHY? --- PCC outcomes & Realized Benefits

 HOW? --- Ask then Act

 Measurement 

 Principles/Dimensions 
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WHAT? And WHY ?



The orientation of 
an organization 
toward serving its 
clients’ needs. 

Customer Focus
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Importance of customer focus

• Customers are the most important asset of any org. 

• The customer is the one who determines the level of 
quality delivered. 

• Customer focus is the starting point                                       
of any quality initiative.

Quality begins and ends with the satisfaction of 

customer needs.

“Quality starts with the customers” is 

the fundamental principle of TQM
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New quality definitions are customer

driven 

• Conformance to requirements..., to satisfy the customer
first, last, and always (Crosby, 1984).

• Product/service performance that results in: 1) customer
satisfaction (meets customer needs); 2) freedom from 
dissatisfaction; "fitness for use" (Juran, 1987).

• Delighting the customer by consistently meeting and 
continuously improving on his requirements (Hand, 
1992)
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٭ Satisfied customers will tell 5 or 7 others of their 
experiences, while dissatisfied customers will tell their 
stories to as many as 20 people.  

٭ It costs 5 times as much to attract a new customer as it 
costs to keep an old one.

٭ If you make an effort to remedy customer's complaints, 
82 to 95 % of them will stay on with you.
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Importance of customer focus
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Who are the CUSTOMERS?
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Who are the CUSTOMERS?

• Internal customers

 Employees/departments within the organization who 
contribute to the organization’s mission and who depend 
on the organization’s services/products, or “outputs” to 
serve external customers

• External customers

 Are people not employed by the organization who do 
business with the organization and who have some choice 
about where to take their business. 
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Examples of internal healthcare customers:

 Staff physicians

 Nurses

 Technicians

 Administrators

 Students and trainees

 Employees

 Departments and committees 

 Other professionals who perform tasks, provide 

technical services, and use the resources of the 

organization to enable it to meet the needs of 

external customers.
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Examples of external healthcare customers
• Patients, patients’ families and visitors

• Referring physicians

• Regulatory agencies

• Third-party payers.

• External stakeholders

• Business and industry

• Suppliers

• Professional associations

• Government, local and central

• Accrediting bodies

• The public 11/18/2018
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Patient-Centered Care (PCC)
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TECHNIQUE ART

Amenities
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WHAT is PCC ?



Philosophy:

• PCC is a way of thinking and doing things. 

• It means putting people and their families at the 
center of decisions and seeing them as equal partners
in planning, developing and monitoring care to make 
sure it meets their needs
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“Doing things with people, rather than to do 

things to them”. 

"Nothing about me without me" 
(Delbanco, 2001)



• Alternative terms: patient-centered, family-centered, 
user-centered, individualized or personalized.

• There is no one definition of patient centered care.

• It is “Providing care that is respectful of, and 
responsive to, individual patient preferences, needs 
and values, and ensuring that patient values guide all 
clinical decisions.” (The IOM/ Institute of Medicine) 
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Defining PCC:



PCC is a care based on a PARTNERSHIP
between the patient, their families, and the 
healthcare provider that is focused on the 
patient’s values, preferences, and need

(Boykins D., 2014) 
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This partnership working can occur on a one-
to-one basis or on a collective group basis



Quality is often 
defined as providing 
the right care
in the right way

at the right time, 

Quality is providing 
the care that the patient 
needs
in the manner the patient 
desires
at the time the patient 
desires.
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PC Vision
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Your PATIENT is the most valuable customer

WHY? PCC



WHY?-- Outcomes/Benefits of PCC
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• IOM has identified patient-centeredness as one 
of the six domains that define quality care — the 
others being safety, timeliness, effectiveness, 
efficiency, and equity.

• Research has found that PCC can have benefits 
for both consumers/patients and health care 
providers/practitioners and organization.
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• Improve patient satisfaction with care

▫ Help people get the care they need when they need it ---
improve the experience people have of care and help 
them feel more satisfied 

• Improve involvement with care: help people be 
more active in looking after themselves 

• Improve people’s health and felling of well-being:
▫ Encourage people to lead a more healthy lifestyle, such 

as exercising or eating healthily 

▫ Impact on people’s health outcomes, such as their 
blood pressure 
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• Reduce some of the burden on health & social 
services (reduce how often people use services, e.g. 

decreased the lengths of hospital stays and readmission 
rates).

• Improve outcomes for professionals (improved 

job satisfaction, reduced emotional exhaustion and 
increased the sense of accomplishment) 

• Safer environment
▫ Fewer medical and medication errors

▫ Fewer patient falls
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HOW? PCC
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Measurement of patient-centered care

• In order to be more person-centered, health 
services need to know what is most important to 
people and involving them in planning and 
evaluating services.  

▫ Measures of satisfaction with care 

▫ Measures of experiences of care.



1. Focus Groups

2. Personal Interviews

3. Customer Questionnaires

4. Postal Surveys

5. Computerized Surveys

6. Consumer panels

7. Workshops

8. Complaints analysis

9. Comment Cards

10. Customer Visits

11. Report Cards
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There are certain things, certain behaviors no less, 
that are instrumental to patients’ healing, feeling 
cared for, and having a positive patient experience. 
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What matters to patients and how to 
provide patient care to make sure 
people have a good experience?

Researches

Eight Dimensions of Patient-Centered Care
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Respecting people’s values, preferences and 

expected needs and putting people at the 

center of care

• Patients should be treated with dignity, respect and 
sensitivity to their cultural and other values, preferences, 
and needs.

• Patients should feel able to express views, be involved in 
decision-making according to their preferences, and 
receive respectful care. 

11/18/2018

30



Coordinating and integrating care  

• Health care should be coordinated and integrated and 

include timely transfer of up-to-date patient information 

to health care professionals, and efficient transition of 

patients between health care settings. 

• Patients expressed feeling vulnerable and powerless in the 

face of illness. 

• Patients identified three areas in which care coordination 
can reduce feelings of vulnerability:

▫ Coordination of clinical care

▫ Coordination of ancillary and support services

▫ Coordination of front-line patient care
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Good communication, information and 

education

• Patients receive clear, accurate, and understandable 

information about all aspects of care (diagnosis, prognosis, 

treatments, follow-up, and support services) according to the 

patient’s preference.

• Patients expressed their fears that they were not being 

completely informed about their condition or prognosis. 

• To counter this fear, healthcare org. can focus on three kinds of 

communication:

▫ Information on clinical status, progress and prognosis

▫ Information on processes of care

▫ Information to facilitate autonomy, self-care and health promotion
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• Treat patient inquiries not as an impediment to care but as 
an opportunity to enhance it.

• Physicians, nurses, and other clinicians each play an 
important role by encouraging or discouraging a mutual 
exchange of information. 
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Taking time to truly listen makes a more pleasant 

and fruitful working relationship. Patience and 

Kindness go a long way.



Physical comfort and safety

• The level of physical comfort patients report has a 
significant impact on their experience. 

• Three areas particularly important to patients:

▫ Pain management (promptly provide appropriate pain 

relief to patients and attend to physical symptoms and needs).

▫ Assistance with activities and daily living needs

▫ Hospital surroundings and environment (privacy, 

cleanliness, comforts, accessibility for visits)
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Emotional support & alleviation of fear 

and anxiety

• Fear and anxiety associated with illness can be as 
debilitating as the physical effects.

• Caregivers should pay particular attention to:

▫ Anxiety over physical status, treatment and prognosis

▫ Anxiety over the impact of the illness on themselves 
and family

▫ Anxiety over the financial impact of illness
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Involving family and friends 

• Families and friends of the patient are considered an 
essential part of the care team. 

• Family and friends are involved in patient care and 
decision-making according to patient preferences 
and that care is responsive to the needs of family and 
friends

• Family and friends support patients not only 
emotionally, but also physically

11/18/2018

36



• Acknowledging and respecting the role of the person’s 
family and friends in their health-care experience by :

▫ Providing accommodations for family and friends

▫ Involving family and close friends in decision making

▫ Supporting family members/friends as caregivers

▫ Recognizing the needs of family and friends

Example: 
Very Important Partner Program 
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Continuity between and within services

• Patients expressed concern about their ability to care 
for themselves after discharge. Meeting patient needs 
in this area requires:

▫ Provide understandable, detailed information regarding 
medications, physical limitations, dietary needs, etc.

▫ Coordinate and plan ongoing treatment and services 
after discharge and sharing this information with the 
person and their family

▫ Provide information regarding access to supports 
(clinical, social, physical and financial) on a continuing 
basis.
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Access to appropriate care

• Patients need to know they can access care when it is needed. 

• Focusing mainly on ambulatory care, the following areas 

were of importance to the patient:

▫ Access to multiple health-care settings and services (location of 
hospitals, clinics and physician offices);

▫ Availability of transportation;

▫ Ease of scheduling and availability of appointments when 
needed;

▫ Accessibility to specialists or specialty services when a referral is 
made; and

▫ Clear instructions provided on when and how to get referrals.
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Essentials of PCC

• Communication

• Teamwork:

▫ Partnership between patient and caregivers

▫ Shared decision making

▫ Multidisciplinary collaboration needed to provide 
personalized care

• Service quality:

▫ PCC Dimensions

▫ Gaps in service (patient perception vs. caregiver 
perception gap)

▫ Patient satisfaction measures
11/18/2018
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Ways to improve patient 
experience & satisfaction



1. Improve patients’ overall experience .

2. Encourage employee engagement .

3. Stop un-caring and ignoring patients .

4. Strive actively to experience your care the 

way that your patients do.



5. “Sorry” may be the hardest word, but it’s a word 

that everyone on team needs to learn.

6. Teach employees how to handle a patient or family 

member’s complaint or concern. 

7.  Create a blame-free environment.

Improving P.S is about system 

Just as much as it is about smiles .
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