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One Point Lesson: C-

I-CARE

Purpose: To provide an overview of C-I-CARE and our culture of Compassion.

What is C-I-CARE?

C-I-CARE is a framework for structuring best practice communications
and developing relationship-based care approaches with patients,
families, and our colleagues.

In our changing healthcare landscape, patient experience has become a
key metric for quality outcomes, financial payment, and organizational
growth. And more importantly, delivering compassionate
communication and care is what we are here for!

Onboarding &

Training

* Service Excellence Due
Diligence

* New Employee Orientation

* New Leader Onboarding

* Training Videos

* HealthStream Module

» Badge Cards

» C-I-CARE Templates

* Press Ganey Activation

Active Daily
Management

* C-I-CARE Rounding

* Rewards & Recognition

- Service Recovery

* Web Application

* Message of the Month

* C-I-CARE Intranet Site

* Press Ganey Data Analysis

CONNECT with people by calling them their proper name, or
the name they prefer (Mr., Ms., Dr.)

INTRODUCE yourself and your role

COMMUNICATE what you are going to do, how long it will
take, and how it will impact the patient

Ask permission before entering a room, examining a patient
or undertaking an activity

RESPOND to patient's questions or requests promptly;
anticipate patient needs

EXlT courteously with an explanation of what will come next

Supporting

Programs

* Physician Coaching
» Team Cards
* Public MD Star Ratings

* Likelihood to Recommend
Celebrations

* Real Time Feedback

+ Patient Experience Week

* Centralized Press Ganey
Reporting & Support

* Improvement Work

The C-I-CARE Core Four

Every department has unique work environments, and therefore unique C-I-CARE templates. All of Stanford Health
Care shares the following “Core Four” practices, ensuring effective and compassionate interactions every time.

oy

Telephone Etiquette

Wayfinding

C-I-CARE with Colleagues

@ ci-care

Service Recovery

We are all C-I-CARE!
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or by emailing cicare@stanfordhealthcare.org




