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What does 
patient experience 
mean to you?



PCT Enhancements

GOAL:
Excellent Patient Experience

STEPS TO GOAL:
PCT Practice Council

Standardized Workflow

Decreased PCT : Pt Ratio

Utilize PCT's to full scope

Audits



Patient’s are the Priority!

Area of Focus
• Likelihood to Recommend: By 

monitoring our Attentiveness & 
Responsiveness

How do we achieve this?
• Minimize Patient Discomfort
• Be proactive Rather than Reactive

&Reduce Burnout
• Meet basic patient needs:

• Feed them
• Clean them
• Hear them
• Save them



What PCT’s Want and Can Do

PCTs Hungry for Ownership:
• Daily Cares; Oral Care, Baths and 

Linen Change

• HLM/Mobility

• I/O’s

• Personalization- Dynamic Duo

• Using full Skill Set



PCT Bedside 
Checklist

PCT  
Workflow 
Planning



Meeting Patients Basic Needs to 
Improve Overall Patient Experience

Standardizing PCT roles, 
informed by Li (2020) on 

the importance of 
addressing basic to higher-

level patient needs.

Applying Maslow's 
hierarchy, supported by Xu 

et al. (2021), to enhance 
patient satisfaction in care 

models.

Adopting evidence-based 
structured rounding, as 

shown by Di Massimo et al. 
(2022), to improve patient 

outcomes.

Optimizing PCT-to-patient 
ratios and training, 

ensuring a high-quality 
care environment.

Conducting audits to 
maintain care excellence, 
aiming for better HCAHPS 

scores and satisfaction.

Di Massimo et al., Li 2020, Xu et al., 2021



Personalization 
Dynamic Duo

• Personalizing Care
• Talk up oncoming team

• Days
• 1730: PCT to check rooms set 

up for bed baths, drinks, 
snacks etc. 

• Nights
• 0200: PCT to check for 

mobility items at the bedside 
for identified OOB patients + 
oral care, drinks, snacks etc



Over Coming Barriers: Kata Coaching



Results: Leading Metrics

52% 
Decrease 
since July!

95% Disagree!

100% of SCU staff Does Not 
Disagree



Key Take Aways: 

Unit Based PCT Practice Council formed & Created a Teaching Tool for Other PCTs

PCT patient ratio decreased

Invited to join the PCT Steering Committee (PCT clinical ladder) 

Awarded the Johns Hopkins Clinical Excellence Award for Innovations in Clinical Care

Presentations to: The Armstrong Institute, Nursing Congress, JHHCMC Patient and Safety 
Improvement Summit, JHHCMC Patient Engagement meeting, Unit Staff Meetings, Quarterly Nursing 
Leadership Retreat, Nurse Manager Meetings



Questions?Questions & 
Comments
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