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Enhancing the Pediatric 
Patient and Family 

Experience: 
A Staff-Driven Interactive Workshop

Kyle Downs, MSN, RN, PED-BC
Aileen Chan, MSN, RN, PED-BC

● 6NW Pediatrics consistently fell below the Press Ganey 
Benchmark when being surveyed  on “Nurse’s Attitude 
Toward Requests”

Implications for Improving 
Patient Experience on 6NW
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Barriers in Achieving Excellent Patient 
Experience Scores

● Staff turnover
● Inconsistent orientation and onboarding practices on the unit
● Low survey return rates

Pushing Ideas Into Action

● Created pre and post workshop surveys to measure staff 
knowledge, confidence, and practices related to patient 
experience

● Tailored staff-driven workshop based on staff surveys and 
patient experience surveys
○ Focus: strategies to improve communication, empathy, and use of 

available technology
○ In-person required training for all staff (RNs & CNAs)

Promoting Patient-Centered 
Communication

CICARE
● 6 evidence-based communication behaviors to 

guide every patient and family interaction
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Connect: with patient, family, and colleagues by addressing them by 
their preferred names and pronouns.

Introduce: yourself and your role

Communicate: what you are about to do, how long it will take, and 
how it will impact the patient, family, or colleague

Ask: and anticipate questions for the patient, family, and colleagues

Respond: with immediacy to questions and requests from the 
patient, family, and colleagues 

Exit: every encounter with empathy and share what will come next

What is CICARE?

Implicit Bias 
& Microaggressions

Implicit Bias          vs        Microaggression

● Indirect, subtle, or unintentional 
discrimination against 
members of marginalized 
group-verbal/nonverbal
○ Microassaults, 

microinvalidation, microinsults

● Health implications
○ high blood pressure, 

depression, sleeping problems, 
substance use disorders, eating 
disorders, and PTSD
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Utilizing Technology to 
Streamline the Patient 
and Family Experience 

Bedside iPads 

● Adopted by UCLA in 2017 
● Contain various applications to improve patient experience 

and communication with staff
○ Underutilized resource on the unit

● Partnered with IT to highlight applications and usage
● Experiential learning was utilized to engage staff showcasing 

the various features for patients and families

Patient and Staff Resources
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Patient and Staff Resources

Evaluation/Outcomes

Improvements in Patient and Staff 
Experience

Patient and Family 
Experience Scores

● Post-workshop data revealed 
increases in overall patient 
experience and nursing 
communication scores 

● Next step- increase survey 
returns, remind at discharge 

● 3-8 surveys returned/ quarter

Staff

● 6NW staff pre- and post-
Workshop survey results 
showed an overall greater 
understanding in patient 
experience competencies and 
overall preparedness to deliver 
an excellent patient experience
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Percentile

90th  81.5%
75th  75.5%
50th  71.3%

Percentile

90th  89.6%
75th  85.9%
50th  82.9%

Percentile

90th  91.9%
75th  89.2%
50th  85.2%
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