
The Leapfrog Group 
1775 K. Street, NW, Suite 400, Washington, D.C. 20006 

202-292-6713 | www.leapfroggroup.org 

 
 
 
 

 
Partnerships to Drive Performance, Innovation, and High Reliability 

in Patient Experience Webinar Toolkit 
 
 
 
 
Table of Contents 
 

I. Webinar Presentation 
 
 
 
 

 Learn more by visiting qualtrics.com or by contacting the presenters at 
adrienneb@qualtrics.com or msmithbentley@stanfordhealthcare.org  

http://www.leapfroggroup.org/
https://www.qualtrics.com/
mailto:adrienneb@qualtrics.com
mailto:msmithbentley@stanfordhealthcare.org


Partnerships to Drive 
Performance, Innovation, and 
High Reliability in Patient 
Experience

Mysti Smith -Bentley, RN, MBA
Executive Director of Service Excellence - Stanford 
Health Care

Adrienne Boissy, MD, MA
Chief Medical Officer - Qualtrics



2



Scale quickly: Leverage AI to 
understand every individual's 
experience to inform your 
business strategies

Start small: Set up listening  
posts to capture customer 
feedback across every channel 
and touchpoint

The Qualtrics XM Platform 
is an all-in-one platform built 
with the breadth to cover 
every touchpoint –and 
purpose -built apps to 
empower every experience 
team –today, tomorrow, and 
in the future.

Win big: Deliver fully 
autonomous, personalized 
customer and employee 
interactions to make every 
experience the best experience

An all -in-one 
experience 
management  
platform



A powerful platform to bring everything together for 
intelligent actioning

LISTEN UNDERSTAND ACT 

Collect data and feedback from 
stakeholders at key touchpoints

Analyze data through dashboards and 
advanced analytics

Distribution of insights, ticketing, 
and closed loop feedback
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Stanford Health Care
2024 – 2025
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FY 2025 Patient Experience Outcomes 
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Stanford Patient Experience

 A grade rating in Spring 
2025

 Achievements in Doctor + 
Nurse Communication & 
Responsiveness

 Above National 
Average for 9/10 
Domains

 Above California 
Average for 10/10 
Domains

 Exemplar Designation for 
8/16 Magnet Categories 
in Patient Experience:
 Care Coordination

 Patient Education

 Safety

 Careful Listening

 Courtesy & Respect

 Responsiveness

 Caring Science Enculturation

 Ranked #5/119 in 
Patient-Centeredness 
Domain for Academic 
Medicine



Complaints and Grievances

+

30%
Reduction in open cases 
related to documentation 
efficiency

● Co-de ve lope d a  ne w case  m anage m e nt  pla t form  for 
com plaints  and grie vance s

● Ongoing t ra ining and workflow opt im izat ion
● De s igne d a  Re cognit ion Dashboard, e nabling SHC le ade rs  

to  s e nd pat ie nt  acknowle dge m e nts  to  the ir t e am s
● Launche d pat ie nt  s a t is fact ion surve y to  m e asure  P at ie nt  

Re lat ions  e xpe rie nce

1.6
FTE re duct ion due  to  
e fficiancy gains

What’s Next

✔ Em ploye e  dashboards  to  m anage  case  loads
✔ Im prove d clarity and s toryte lling at  individual case  le ve l
✔ Eas ie r quality as se ssm e nt  and pe rform ance  e valuat ion
✔ Im prove d re port ing quality
✔ Gre ate r t ranspare ncy be twe e n te am s
✔ Fas te r m e tric  calculat ions  and re port ing 2

Succe ss ful TJC surve ys Em ploye e  Engage m e nt

Enhance  
pla t form  to 
acce ss  ne w 

fe a ture s

P roact ive  
le ade r 

dashboard 
dis se m inat ion

Close -the -Loop 
Age nt
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Thank you!
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