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Background
The introduction of HCAHPS has been an effective way to focus attention on the patient experience as an important component of
quality. But HCAHPS performance alone fails to capture the complexity of measuring person-centeredness. After all, personcentered care is about not only communication, responsiveness and education, but engagement, accommodation of individual
preferences, and doing all this with an underpinning of compassion. The Person-Centered Care Certification Program was recently
re-designed to offer up a more comprehensive evaluative framework to focus and accelerate organizations’ culture change efforts.
Tested in cultures around the world and across the care continuum, the framework has proven effective in converting personcentered care into a definable, measurable and attainable goal.

Aim
Introduce a logical, results-oriented and measurable construct for creating person-centered organizational cultures that yields improvements in quality,
patient loyalty and staff engagement.

Actions Taken
1. Identified 5 Drivers to PCC Excellence

2. Based on most current
scientific evidence and
field practice, identified 26
high leverage changes that
work together to connect
staff to purpose, harness
the voices of patients and
families, meaningfully
engage patients and
families in their care, and
promote continuous
learning.

3. Implemented a multi-method evaluation
approach that hinges on lived experience
validation

Certification criteria alignment with National Academy of
Medicine’s Guiding Framework for Patient and Family
Engaged Care. January 2017 (www.nam.edu/pfec)

The Performance Framework: A Structured Pathway to Person-Centered Excellence

Results
Healthcare organizations around the world that have achieved Gold-Level Certification for Excellence in Person-Centered Care have consistently
demonstrated that a person-centered culture of quality, compassion and partnership drives…

Improved Patient Loyalty

Better Culture

Data from Enloe Medical Center, Gold Certified for Excellence In Person-Centered
Care, February 2018
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Improved Staff Engagement

“It’s remarkable. Our employee engagement is the highest in
the system, a system that has over 25,000 employees.” — Dr.
Philip Wilner, Senior Vice President and Chief Operating
Officer of the Westchester Division, Gold Certified for
Excellence in Person-Centered Care since 2011.
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