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Patient Experience Organizational Structure

Director Patient

Experience

Associate Executive Director, Quality & Safety

Administrative Director, 

Patient Experience

•Info Desks & Public 

spaces

•Ambulatory patient 

Experience oversight

•Research / pubs

•Training development

•Tactical support

•Data measurement 

and reporting

•Data feeds / IT 

liaison

•New builds &  

technical 

functionality

•SharePoint

Sr. Systems 

Consultant

Manager

Interpreter Services
Program Director

Patient & Family 

Advisors 

Office Manager

•Patient & 

Family 

Centeredness 

Initiatives

•PFA program 

management 

•Recruitment 

and oversight 

for volunteer 

Advisors and 

Committees

Manager

Patient Experience
Sr. Data Manager

•Patient 

Experience 

strategy 

development, 

implementation 

and support

•Statistics & data 

modeling

•Vendor/budget 

management

•Targets

•Consulting

•Patient Relations

•Complaint/grievanc

e compliance 

/property loss

•Service Recovery

•Clinical liaison & 

coaching

•Tactical support

•Pastoral Care & 

Chaplaincy services

•Emotional/spiritual 

support programs for 

patients & staff

•Clinical Pastoral 

Education Residency 

Program 

and compliance (ACPE)

Director 

Pastoral Care

•Interpreter Services 

operations

•Performance metrics 

and reporting

•Vendor & technology 

management and 

deployment

•Cultural 

competency/diversity 

liaison

Chief Quality & Safety Officer



Provision of Services / Priorities

Interpreter Services

 Balanced mixed mode staffing & service provision model

 Onsite: Staff/IRP/Agency

 OPI

 VRI

 High quality, accessible services offered based on clinical appropriateness

 Resource stewardship

 Improved efficiency and patient-facing service quality

 Enhanced service levels/communication with vendors
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Performance Metrics

Agency
3%

OSU
11%

Phone
64%

Video
22%

Service by Resources - August 2019

Agency OSU Phone Video
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Percentage Growth Over Previous FY

Increasing Volumes, Stabilizing Rate of Growth
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Performance Metrics

Spanish
34%

Nepali
17%

Arabic
11%

Somali
8%

ASL
6%

Mandarin
5%

Russian
4%

French
2%

Amharic
2% Vietnamese

1%
All Others

10%

Language Breakdown FY19

102 Languages covered
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Performance Metrics

Main Campus
34%

Central Columbus
28%

East Columbus
18%

Upper Arlington
6%

Gahanna
5%

Dublin
4%

Hilliard
2%

Worthington
1%

Lewis 
Center

1%

Grove 
City
1%

West 
Columbus

0%

New 
Albany

0%

Westerville
0%

Powell
0%

North 
Columbus

0%

DISTRIBUTION OF SPANISH APPTS. IN 
COLUMBUS FY19



Summary

Biggest Opportunities & Challenge(s)

• Consistency in implementing best practices across all settings to create 
an unparalleled patient experience regardless of time/place

• Performance management / benchmarking

• Highly qualified resources / local & national experience

• Accurately forecasting demand

• Integrating multiple technologies across all settings

• Research
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Thank You


