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Project Goal 
To provide education and support to nurses at the frontline in 
meeting and talking with patients as an opportunity to learn and 
share what makes the best patient experience. 
 

Recommendations 

• Encourage sharing of learning across the unit, programs and 
hospital by presentations through stories telling 

• To develop more champions through this initiative 

• Nurses Reflective Journals, patient experience stories for  
library storage  and publications 

• New hired staff to participate  in this project  during their 
orientation 

Abstract 
 

• In order for health care providers to be genuinely patient 
focused, direct feedback must be obtained from patients and 
families regarding the health care experience provided; 
specifically related to anxieties, fears and expectations of 
care.   
 

• This journey began with a pilot project termed “Listening, 
Learning and Sharing” and grew quickly into this project titled 
“Transforming the patient experience in the ED.” 
 

• Aside from enhancing the experience for patients and families 
in the emergency department, each nurse reported that 
participation in this project resulted in increased self-
awareness, job satisfaction and perceived team work. These 
reported outcomes clearly support NYGH’s strategic plan 
regarding patient and family centered care . 

Project Approach 
• 19 new hired Nurses  
•  Triage nurses  
• 2 day work project:  working with a coach 
• Provide education and guidelines  to the nurses 
• One on one patient interview  
• Nurses to complete pre and post survey 
• Reflective Journal Writing 
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Patient Positive Quotes 
 “Prefer to come to NYG ED due to past positive experience” 
“Staff treated me with respect; non-judgmental  approach even 
when I was handcuffed” 
“Skilled and knowledgeable staff” 
“Open door policy- visiting hours”  
“Nurses are nice” 

RNs Reflections 
• Spend a little more time with patient; validating their fear and anxieties 

around their illness  
• Non verbal and verbal communication impact patient experience 

(smiling , sitting down) 
• Frequent check in’s with patient  
• Enhanced patient hygiene care (pressure sores prevention) 
• Blankets, pillows and drinks  are little things that made a big difference  
• Senior Leadership support appreciated  

Opportunity for Growth 
• Decrease noise level 
• Sensitivity to privacy and confidentiality  
• Early recognition of pain and management  
• Increase MDs’ presence by the bedside 
• Easy navigation through the department with proper signage  
• Enhanced environmental services to maintain cleanliness  
• Discharge instructions –use appropriate and concise language   

• Supports NYGH’s strategic plan of Patient and Family Centered 
Care (PFCC) 

• Sharing learning  across units and program across the hospital 

• The reflective journal writing gives the nurses a chance to 
examine their thoughts and actions in their practice, paying 
attention on how they interact with their patients and colleagues 
and with the busy ED environment 

• Impact the nurses’ practice by supporting Stand Out 
Recognition 

Project Benefits 

Our Cultural Mission Statement 
 

“The NYGH Emergency Services Program is a safe 
and caring community embracing learning , 

collaboration , sensitivity, humor and respect” 

• 6 months since the project 
89% of RN participated 
rated their communication, 
interpersonal, listening and 
interview skills, as good to 
excellent  

• They appreciated the 
sustainability of this project 

Post Survey 


