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Welcome to the Patient and Family Centered Care 
Methodology and Practice Workshop!  Please use 
this Work Kit to stay on track during the six step edu-
cation portion of today.  If at any time you get lost or 
have a question, ask one of your PFCC Facilitators!    
 
Congratulations on taking the first step toward     
transforming and improving the Care Experiences of      
patients, families and even Care Givers like yourself.  
Transforming the Care Experience takes leadership 
and vision, thought and planning, teamwork and  
commitment, and a drive toward continual improve-
ment. Care transformation also takes a positive atti-
tude, an urgent sense that change is both essential 
and possible, flexibility and adaptability, and an       
enthusiasm for embracing change. Having the right 
mindset is fundamental to transforming care.  
 
Today is a chance for you to step out of your normal 
routine.  Remember to keep an open mind, a positive 
attitude, and please… don’t forget to HAVE FUN! 

WELCOME MESSAGE 
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Select a Care Experience  

 
 
Decide which Care Experience you are going to transform for pa-
tients and families. Any care can always be improved, so choose 
one area on which to focus your transformation efforts.  

 
 

Today’s Care Experience Begins: 
 

____________________________ 
 

 
Today’s  Care Experience Ends: 
 

____________________________ 

Step One 
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Establish a PFCC Care Experience 
Guiding Council  
 

The Guiding Council is initially a small group of committed and enthusiastic 
Care Givers who serve as champions to start, guide, and expand your use of 
the PFCC M/P. The Guiding Council should include different types of PFCC 
M/P Champions, each with the seal of approval from the top of the organiza-
tion to lead change. 
 

Administrative Champions: such as Managers, Directors, a Vice Presi-
dent, Chief Operating Officer, or Chief Executive Officer whose involve-
ment will put the hospital’s stamp of approval on your use of the PFCC 
M/P. 

 

     Clinical Champions:  those familiar with the clinical process who will 
 inspire colleagues to make and sustain needed changes. In the case 
 of non-clinical departments, such as human resources, housekeeping, 
 food services, or valet parking, the people in this role are called,        
 simply, Champions.  
 

PFCC Coordinator: responsible for scheduling meeting rooms, sending 
updates, ensuring the prompt flow of information to all involved in 
PFCC M/P and, most important, maintaining lists of active, completed, 
and future projects, described in detail in Step 6. 

 
 

Today’s Care Experience Guiding Council:  
Administrative Champion(s): 

________________________________ 
________________________________ 
 

Clinical Champion(s): 
________________________________ 
________________________________ 
 

PFCC Coordinator:  

________________________________ 

Step Two 
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Evaluate the Current State by 
Looking at Everything through the 
Eyes of the Patient and Family, and 
Develop a Sense of Urgency to 
Drive Change 
 

An essential step in the process of care transformation is to view 
all Care as an Experience through the eyes of patients and 
families.  Step 3 uses tools to help you gather information about 
the way patients and families actually experience their care during 
every crucial “Touchpoint” and to help you learn how they feel 
about it. 
 

Use this sheet to keep track of any observations 

you make while listening to your group’s       

Shadowing experience: 

Step Three 

Time Observations Touchpoint/

Location 
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Step Three Continued... 

Time Observations Touchpoint/

Location 

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      

      



7  

 

 

Develop your PFCC Care  
Experience Working Group based on 
Touchpoints 

 

To serve on the Working Group, the Guiding Council selects Care Givers 
who represent each Touchpoint, or each department with which patients 
and families come into contact. Working Group members include physi-
cians, nurses, aides, those who work in the operating room, therapists, so-
cial service providers, dieticians, parking attendants, those who work in in-
formation technology, pharmacists, and others as needed. 
 

Touchpoints                Care Givers                 Guest List 

1. Call Center          Scheduler    ________ 

2. Doctors Office         Receptionist   ________ 

3. Exam Room          CRNP    ________ 

 

Using your Shadowing notes, fill out these Touchpoints 
and Care Givers: 

Touchpoints                Care Givers                 Guest List 

1.  

2.  

3.  

4.  

5.    

Step Four 
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Create a Shared Vision by Writing 
the Story of the Ideal Patient and 
Family Care Experience as if You 
were the Patient or Family Member 

 
Using the PFCC M/P means patients aren’t the only ones who get 
to tell stories. Storytelling is at the core of the PFCC M/P and is 
used by everyone involved in transforming the patient’s and fam-
ily’s Care Experience, including Care Givers. Writing the ideal pa-
tient and family Care Experience enables you to put yourself in the 
shoes of patients and families. This should be easy to do if you re-
member that you are not only a Care Giver, but at some point you 
have also been a patient or the family member of a patient. What 
did your Care Experience at that time feel like? Remembering your 
own Care Experience will help you to imagine and write the ideal 
experience from the patient’s and family’s point of view. 

 
 

Step Five 

Think blue skies… 
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ER Care Experience Ideal Story 

While I was visiting my family in Pittsburgh, I tripped and fell on the sidewalk 

and twisted my ankle.  Throughout the day despite the ice and Motrin, my 

ankle became more swollen and painful to the point that I was unable to 

walk.  My sister suggested that I go to the ER to get an x-ray.  She recently 

had some outpatient testing at Magee Hospital and recommended I go there 

because of the great experience she had. 

 

Not knowing much about the hospitals in the area, I pulled up Magee’s web-

site on my computer.  The webpage was so easy to navigate.  I was even 

able to take a virtual tour of the facility.  A short time later we arrived at the 

hospital.  The directions we obtained from the website’s navigation systems 

were very accurate.  We were met at our car by a nice young man with a 

wheelchair.  He must have sensed that I was struggling to walk.  He then 

proceeded to take me into the department and park our car for us so my sis-

ter was able to accompany me into the hospital. 

 

Upon arrival into the department, I noticed that the waiting room was 

crowded and quickly was concerned that I would be there for hours.  At the 

desk, I was greeted by a very friendly registrar who said “Welcome to 

Magee”.  That really eased my anxiety.  She quickly assisted us with the 

check in process.  Before I had a chance to even find a place to sit, a nurse 

came out to take me to an exam room. 

 

The department seemed very busy, but what I really noticed was the lack of 

noise and chaos, even in the crowded waiting room.   The nurse quickly took 

Ideal Story Example: 
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Ideal Story Example Continued... 

my medical history and assisted me into the bed.  Before she was even 

done, the doctor came in to see me as well.  It was comforting that he knew 

why I was there and didn’t need to ask me the same questions the nurse just 

did.  He told me what testing was ordered and asked if I needed some pain 

medicine.  I was in pain, so I said “yes”.  Minutes later the nurse came in 

with a pain pill and shortly after that I was taken to the x-ray department 

which was a short distance down the hall. 

 

The x-ray staff was very friendly and efficient.  I was particularly impressed 

that they verified my information with me and what testing was being done.  

The x rays were taken very quickly and I was taken back to my room imme-

diately.  My sister stayed in the room to make some phone calls and was 

surprised how quick the process was. 

 

As soon as I arrived back in the room, my nurse came in to recheck me and 

to see if my pain medicine was working (which thankfully it was). Minutes 

later, the doctor came in and reviewed the x-ray results with me.  He sat 

down in the chair beside me which gave me comfort.  He answered all of my 

questions and asked me if I needed him to make a follow up appointment for 

me.   I was traveling back soon, so I didn’t feel that would be necessary.   

What a relief that nothing serious was wrong, just a sprain.  The nurse came 

in immediately with a pair of crutches.  She was very patient with me while 

teaching me how to use them.  My sister went to get the car after we were 

discharged and to her surprise the nice young man brought the car to the 

door for us.  
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Step Five 

 
Use the area below to write 2– 4 passages about your 
Ideal story: 
 

_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________ 

 
 

_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________ 

 
 

_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________ 

 
 
 

_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________
_____________________________________________ 
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Identify your PFCC Improvement 
Projects and Form Project Teams 

Step Six 

Fill in the red boxes with active projects based on the 
dialogue that just happened amongst your  discussion 
group:  

Future Projects                            Active Projects  

Project 
Name  

Description  
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Step Six Continued... 

 

Fill out these Six Steps to form PFCC Project 
Teams based on what you now know about the 
Care Experience: 
 

1. Select a project based on the Care Experience: 
 

Project: ________________________________ 
 
2. Assign project Co-leaders: 
 

 _____________________________________ 
 _____________________________________ 

 
3. What are some things that you learned from the 

Shadowing experience that might help you get to 
work on this project?  

_______________________________________________
_______________________________________________
_______________________________________________
_______________________________________________
_______________________________________________ 
 
4. Who would you like to recruit as members for the 

project team based on the Touchpoints and Care   
Givers identified in Care Experience Flow Mapping?  

 
 

__________________________ 
__________________________ 
__________________________ 
__________________________ 
__________________________ 

(This page has been included for your reference but will not be com-

pleted during the Masters Class) 
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Step Six Continued... 

 
5. Create a Shared Vision by writing the Story of the 

Ideal Patient and Family Experience for the project as 
is you were the patient  

 

(Excerpt from an example Ideal Story: ―We are offered a complimen-
tary coat check once inside so we don’t have to carry our coats 
with us through the facility.  The hospital itself is gleaming and se-
rene.  It feels more like a nice hotel—there is a player piano churn-
ing out upbeat, relaxing music and even the air smells clean and 
inviting—perhaps a hint of fresh cotton—can’t quite tell but it is 
such a nice aroma!‖)   

 
 
 

6. Create a list of project solution ideas: 

________________________________ 
________________________________ 
________________________________ 
________________________________ 
________________________________ 
________________________________ 
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Notes 

Use this section to keep track of any 
notes, questions or observations that 
you don't want to forget after today:  

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

————————————————————————————— 

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————
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—————————————————————————————

—————————————————————————————

———————————————————————————–—– 

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————

—————————————————————————————
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Visit our website at 
www.pfcc.org 

 
 
 
 

Anthony M. DiGioia M.D. - Medical Director 
 

3380 Boulevard of the Allies, Suite 270, Pittsburgh, PA 15213 
Email: pfccpartners@upmc.edu    

Phone 412 -641-8890     Fax 412-641-8689 
 

file:///C:/Documents%20and%20Settings/digioias/Desktop/pfccpartners@upmc.edu

