
Engaging Patients and Families
In Health Care:

The Vanderbilt Experience

David R. Posch, CEO 
Vanderbilt Medical Group and Clinics

Mary Ann Brown Peugeot, Chair VUMC 
Patient/Family Advisory Council

CAHPS Conference April, 2010
Track: Joint CAHPS-SOPS Panel Session
Session: A Systems Approach to Patient-Centered Care
Date & Time: April 20, 2010, 4:00 pm 
Track Number: Plenary 2





2009 Statistics

Clinic sites 89
Clinic visits                       1,434,500
Inpatient beds*                            836
Hospital admissions               52,345
Full time Medical Faculty        1,908
Staff                                          9,525

*Includes Vanderbilt University Hospital, Monroe Carrel Jr. Children’s Hospital, and the 
Psychiatric Hospital



U.S. News & World Report –
America’s Best Clinics 

In 2009 U.S. News & World Report
Ranked VUMC on the honor roll of 
hospitals at 16. Eleven specialties 
were singled out for distinction:

1.  Audiology
5.  Speech Therapy
9.  Kidney 

10.  Urology 
13.  Cancer 
15.  Diabetes & Endocrine Disorders 
16.  Ear, Nose & Throat 
16.  Gynecology 
17.  Heart & Heart Surgery 
18.  Respiratory Disorders 
32.  Digestive Disorders 



Patient and Family Advisory Councils

Vanderbilt Hospital and Clinics

One Hundred Oaks

Internal Medicine

Eskind Diabetes

Children’s Hospital Family Advisory

Pediatric Advisory (children age 8-18)





Sample Agenda items
• Facility maintenance/facility 

planning
• Patient Safety
• Health literacy/patient education
• Operating systems such as Billing, 

Clinic redesign, Parking



The Arrogance of Providers



Key Behaviors for Success

"The difference between listening and pretending to listen, I 
discovered, is enormous. One is fluid, the other is rigid. One 
is alive, the other is stuffed. Eventually, I found a radical way 
of thinking about listening. Real listening is a willingness to 
let the other person change you.” 
–Alan Alda 



Key Behaviors for Success
•Executive Involvement

•Meaningful Dialogue: Listening and Engagement
•Non-defensive explanation of why things are the 
way they are.
•Provoke the question: How would you like it to 
be—How can we make it better?



Key Behaviors for Success
Meaningful Work

•Organizational Strategy Formation—Patient 
Themes

•What are the top issues/services you would like 
the VMG to solve by 2013?

•Feedback on Draft Strategic Plan
•Link of Plan Goals to Patient Themes



Patient Themes
• Prompt service—seeing doctor on time
• Better communication with provider at 

home and at clinic
• Reduce time it takes to get an appointment
• Higher degree of standardization in clinics
• Diagnosis and instructions easy to 

understand



Strategic Plan Draft
Strategy 2:

Achieve Optimal Service and Care Coordination 
by Improving the Operational Efficiency and 
Effectiveness of the Vanderbilt Clinics through 
the Design and Implementation of a Consistent 
and Measurable Operating Platform that Meets 
Patient/Family Expectations, Simplifies Work 
Processes for Physicians and Staff, Supports 
Future Growth, and Creates an Environment of 
Innovation.



Strategic Plan Draft
Goal 2.1:

Redesign “Access Model,” people, processes & 
technology; scope: call management, pre-
appointment work queues, whiteboard, staffing & 
productivity, and physician templates.



Strategic Plan Draft
Goal 2.2:

Redesign “Clinical Process Model,” people, 
processes & technology including systems to 
support personalized medicine; scope: specific 
goals, metrics, outcomes to be determined through 
design shop process with physicians, nurses, staff, 
support areas in the learning labs of the Urology 
Clinic and Vanderbilt Breast Center. Establish and 
implement a plan to spread methods developed in 
the learning labs throughout the VMG.



Meaningful Work
• Delivery of Strategic Plan to physicians 

and staff
• In the patients’ own words
• Designing our work to meet patient needs 

“It’s who we are”



Video Clip # 1
• Consistency



Video Clip # 2
• Patient Outcomes



Mary Ann Brown Peugeot, Chair 
VUMC Patient/Family Advisory Council



Interaction between the Administration 
and the Council

•Engagement
•Education
•Involvement
•Collaboration
•Empowerment



VUMC 
Council 
Website



My Health at 
Vanderbilt –
Patient Portal

Users see health 
information on 
the patient’s 
home page 
based on age, 
gender and 
diagnoses from 
the past year.



New Patient Handbook



Newly Revised Consent Forms
Before After



Taking the 
Pulse of 

the Patient-
Family 

Experience 
at 

Vanderbilt



Thinking 
Outside the 

Box to 
Collaborate 

with 
Innovations 
for Patient & 
Family Care



Conclusion

Keys to Successful Collaboration
 Align goals – putting patients, family, visitors 

needs first
 Create a continuous process of dialogue
 Encourage open exchange



Video Clip # 3
• Community of Healers
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