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OBJECTIVES

Upon completion of this lecture, participants should be able to:

1. Understand Host Culture and the impact implementation has on patients,
care circle members, and employees.

2. Celebrate the ideas and efforts bringing these principles to life.
Bring awareness and momentum to continuing sustainment - leading to
system spread.

4. Be curious about your own impact. How can you be intentional with your
actions? How do you notice when others are demonstrating Host Culture
behaviors?
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TEAM HOST CULTURE: Consumer Experience Strategy

Core Team
- Audra Isaacson, Journey Manager
- Cyndy Cohen, Sr. Advisor

2022 Implementation Leads
- Mary Grant, Journey Manager
- Sarah Arnold, Sr. Advisor

The Allina Health Experience1
delivers seamless service
that elicits emotions

our patients tell us” they
want to feel with us:
being at ease, valued,

understood, and known.

1 Experience: the emotions elicited by perceptions of
individual and collective interactions.
2 Allina Health Insights Community May 2022
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What is Host Culture?

Host Culture creates a feeling of | FEEL WELCOMED AND CARED ABOUT

being welcomed and cared about -
for our patients, their care circle, and
with one another.

It is our recipe for a unique brand of
service that reflects our values,
keeps people first, and nurtures a
culture of caring and hospitality.

The Host Culture Difference

Host Culture is about bringing
warmth and intentionality to
our interactions & environment
in simple, practical ways.

In the ever-changing world we live in, this focus on
the human element of the healthcare journey is core to our
Allina Health experience that sets us apart.
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Host Culture at AHCI

“ This training will build upon the exceptional care AHCI is known for and will integrate all
of the necessary components to consistently provide the best service and experience at all
touchpoints to each of our AHCI customers.” Mike Koroscik, VP Oncology Operation, AHCI

CONSISTENCY

X 90% of the
time

Press Ganey Associates, Inc

“Success isn’t always about greatness. It's about consistency. Consistent hard work leads to
success. Greatness will come.” Dwayne Johnson

]

Host Culture Foundations | feel welcomed and cared about.

All Host Culture Foundations come together seamlessly for a differentiated experience.

HOST CULTURE FOUNDATIONS

WELCOMING ENVIRONMENT DIGITAL ENABLEMENT COMFORT RESOURCES COMMUNICATION TOOLS SERVICE ESSENTIALS

« Assess and declutter patient- « Introduce and support « Leverage practices/tools that + Communicate what's next in « Embed practices and

facing environment to create
a more welcoming and
stress-free experience
(physical, auditory, visual)

« Adhere to brand standards in

signs and overall space

Examples:

« Environmental decluttering

 Standard use of branded
materials

 Host identifiers

A

patient use of digital
experience tools
* Reinforce and show

appreciation for use of digital

tools

Examples:
 PatientWisdom

* Allina Health account
« eCheck-in

alleviate stress and enhance
the comfort of care delivered

« Connect patients with
resources that support their
Whole Person Care.

Examples:

 Blankets

« Allina Health pain scale
 Kid activities

+ Comfort Menus

a patient’s encounter

+ Connect and collaborate
across care team to ensure a
coordinated patient
experience

Examples:

+ Patient Passport

+ Wait Time Transparency toolkit
+ Care boards

workflows that support a
welcoming and connected
experience

« Enhance communication

skills demonstrating empathy
and compassion

Includes:
« Service Essentials training
« Sustainability resources

These four foundations are tailored tools :
that support each service line or site’s P
specific needs.

Service Essentials is the
foundation that all staff at Allina ======

Health take part in carrying out.
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7oy, First impressions

f{ g‘\n‘ ﬁ Warm handoffs

V e

Host Culture v— Narrating care
Service Essentials

Wait time transparency

Q'?.p Active listening with empathy

2022 Implementation and Timeline ...,

June 27

Feb-March Mar. 28-April 15 April 18- May 6 May 9-May 27 May 30-June 17 June 20-June 24 July Aug- July 2023

Welcoming Comfort Communication Digital Service

Environment Resources Tools Enablement Essentials : :
Launch Week LaumE Wk Implementation Sustain

Active Listening Planning Month Program
w/ Empathy
7y

Wait Time
Transparency

Warm Handoffs First Impressions Narrating Care

Ly

Service

Cx-led Functional Leader Foundations Planning Session
(15t week of every 3-week phase)

Leader & Ambassador-led Host Culture in Action Sessions

Host Culture Callout **Ambassador Recruiting and Support** /\

10
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1 Perform Assessment
(‘Must Haves’)

Assess:

+ Comfort Resource ‘Must Haves"

» Comfort Resource tools that your
site is already leveraging

Host Culture Comfort Resources Assessment Tool /J‘

2 Create Action Plan

Based on the assessment, create
your Action Plan:

Steps to Activation

3 Conduct Host Culture
in Action Session

Communicate your Action Plan:
« Team meeting

Determine what actions to take, « Team huddle
Determine what needs to be
communicated with staff (both
comfort resources & ‘First
Impressions’)

Determine when/how you are
going to communicate your
Action Plan

A\ Host Culure in Action
©f &

Comfort Resources
Best Practices/ Expectations.

Service Essential: First Impressions
Best Practices/ Expectations

©

Action Plan for Host Culture Foundation

@

Host Culture in Acton Moeting Planning Template

4 Implementation

Reinforce desired behaviors & actions:
* Huddles

*  Meetings

< 1i's

Leverage the ‘Generating Buzz’ for
ideas to engage the team

Revisit action plan if needed

11

Host Culture in Action

12
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Welcoming Environment

13

/]
What our Patients are saying...

"I have had my mammograms done at the Piper Breast Center for over 10 years. The surrounding[s are]
comforting, the staff are always gracious and welcoming - all of which [puts] you at ease. The technicians
are skilled in performing exams and answering questions, and when to expect results."

"Walking into the Piper building is a welcoming experience. Veronica checked me in and she made me
feel cared for and got the wrist band promptly. Then, on the fourth floor, the breast center check in was
quick and also gave me a "cared for" feeling. And the person who did the scan - great. She was friendly
and made the experience quick."

“Again, | felt welcomed by everyone | dealt with at the center. The clinic was very clean, warm and
inviting. All the receptionists were great as they knew this was my first mammogram. My tech explained
everything brilliantly and | was at ease and comfortable. Plus, the visit was on time and a breeze.”

14
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Hosk 8.

Comfort Resources ==

£ Comfort during your visit today
B

<
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What our Patients are saying...

“Every time | visit the Breast Center | welcomed with warmth and compassion. | had my
mammogram results within a few hours which for me as a Breast Cancer survivor is so reassuring.
Thank you.”

“The cheerful warmth of the Genetic counselor. Her knowledge and honesty. Her
willingnesses to tackle my earnest questions and concerns.”

16
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What our Patients are saying...

“They were extremely friendly. They were calm and kind. The staff and volunteer were very
nice to be around. They eased my anxiety. | so appreciated how they made me feel...
comforted! Plus the procedure itself went smoothly.”

“The woman who took my mammogram was extremely personable, professional and explained
every part of the processes thoroughly and made sure | was comfortable before proceeding.
Asked several times if | had questions and genuinely seemed to want to be of any service she
could be to make this "unpleasant" experience less unpleasant.”

17

J

Communication Tools &
Digital Enablement

AllinaHealth s

CANCER INSTITUTE

Digital resources

Cancer is complex, and
it's normal to have questions
about your care.

o datsled n on conditions,
symptoms and treatments

“17 allinsheslth.org/cancer-rosaurces

18
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What our Patients are saying...

“Respect always shown by explaining all steps of procedure for my complete
understanding, and making me feel comfortable.”

“Dr Johnson outlined line item my biopsy results for my husband and gave anticipatory guidance
re treatment options. Prior to that, Dr Jahammer let me know | most likely had cancer, even before
my biopsy. Her compassionate approach was amazing and gave me extra time to wrap my head
around my diagnosis. | am forever grateful. Megan Surley has been prompt in responding to my
questions. | know | am being well cared for.”

19

What our Patients are saying...

“When scheduling the appointment, | was provided clear directions that were
very helpful in finding the location. Communication was great throughout the
experience.”

“Fear is usually based on the unknown when it comes to medical care. |felt | was informed of
what was happening, what would happen next, and what could happen. This concern for
clarity kept me calm and able to deal with the results.”

20
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Our Behaviors
have impact.

“Everyone was so welcoming and
kind. When a patient is anxious
and most are, it's a relief to be
guided through by guides with a
friendly and warm attitude. The
Piper Breast Center takes
excellent care of their patients

“Dr. Johnson went above and beyond my
expectations. Not only did she spend as
much time with me as | needed, but she
was so comforting. As | am trying to
navigate breast cancer and everything
that comes with the diagnosis, it really
helps having a surgeon who is
compassionate.”

1

"It seems the staff over the years has gotten more and more
caring. | think that's really important to a patient not only to

have caring staff but the atmosphere the small things mean
so much to a patient. Kindness, a smile, the atmosphere...."

21

/]
What our Teams are saying:

"Making patients feel welcome and informed can totally impact a care dynamic"

"Patients would comment on the different things throughout the clinic. Patients really
enjoyed being here as it was different then your typical clinic. Staff also really
enjoyed trying out new things that would help better the experience for

patients throughout their visit."

"The positive energy it brought to our teams and the slightly different lens that we
used to look at pt AND staff experience and how that affects satisfaction and
outcomes."

"Seeing patients express that they noticeably could see the difference in the
clinic with Host Culture being implemented."

22
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Moving Forward: Spread and Iteration

1. Focus on the basics: behavior based.

2. Simplify: memorable and intuitive.

3. Engage: organic and positive.

4. Build on the momentum of Host Culture work to date.

23

Moving Forward Continued....

24
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THANK YOU.

2

25

Audra Isaacson, CX Strategy Journey Manager

Allina Health

audra.isaacson@allina.com

Teams/Email/Call - happy to connect!

¥
AllinaHealth

26
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