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By Brad Thompson
he journey began with one simple line – “Hali has developmental
delays.” In 1989, the words were different but the emotional results
were the same for us. There have been many other diagnoses since,
but these were the words that confirmed that the Thompson family – Brad,
Karen, Justin, and Hali - were beginning a journey quite different than
anything we had imagined.
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To be honest, it’s not a path we would have chosen. As Hali grew up, we
were blessed with great doctors, schools, and supportive family and friends.
We also noticed that many families like ours were not nearly as fortunate.
That’s why we started The HALI Project. We believe that if we can provide
families with emotional support and access to resources, we can help build
their resilience for the marathon journey of raising children, especially
children with special healthcare needs.
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I now understand why the phone didn’t ring even though Dr. Medford was
Industry News
very insistent that her families give us a call. We were strangers at the
Catching Up With …
bottom of a “To Do” list that was already too long to complete. After a couple
of months of Dr. Medford giving out our number and almost no one calling it,
Allen Miller
we made a suggestion. What if I showed up at her office one day a week?
And what if she scheduled her children with special healthcare needs’ well
child visits on that day? And then when those families had questions about
school or spouses or family members or resources, Dr. Medford was able to introduce them to us as someone who knew
more about those things than she did and hand them off to me to have those longer, non-medical conversations that she
couldn’t bill for even if she knew the answers.
(continued on page 5)

Keeping Your Finger on the Pulse of PatientCentered Care Through the “Net Promoter” Score
By Rhondda Francis and Nathan Bieck
avvy healthcare leaders are looking for effective, near real-time tools to measure, track and act on the insights
gained from capturing and understanding the patient’s experience. Many are taking a page from consumer-oriented
non-healthcare businesses that have found success using a loyalty metric known as the “Net Promoter Score”
(NPS). But is the NPS a good fit for healthcare?
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The value proposition of healthcare delivery in the United States is shifting on its axis. As the evidence mounts that
patient experience is positively associated with clinical effectiveness and patient safety and as transformational concepts
like the patient-centered medical home and the Institute of Medicine's triple aim have gained mindshare and traction, the
patient’s perception of their care has taken its rightful place at the center of healthcare interactions.
As these shifts from provider-centric to patient-centric care and volume-to-value have unfolded, patient experience has
increasingly become regarded by healthcare delivery system business managers as the foundation of a variety of
upstream competitive advantages and organizational goals to differentiate service offerings, gain market share and
increase profitability. So it’s no surprise that patient experience of care – patient satisfaction – is currently a top priority in
the C-suites of patient-centered health care organizations and institutions across the country.
(continued on page 3)
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