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Sentara Healthcare’s strategic plan has been focused on a system wide effort to improve the 
patients experience of care, with the ultimate goal of reaching a top 10 percent performance  
rating in the nation. Since the inception of this new focus in 2009, Sentara Williamsburg       
Regional Medical Center (SWRMC) has steadily improved its hospital rating scores and is      
consistently one of the top performers in Sentara Healthcare. This led to NRC Health (formerly 
NRC Picker) naming SWRMC as one of three national finalists for the “Improvement Best 
Practice Award” in 2016.  

SWRMC implemented several important initiatives to improve patient and family relations,  
engagement and communications that have resulted in a steady rise in patient satisfaction 
scores. These initiatives include the launch of a Guest Services Team, implementation of   
nursing best practices, and the use of the My Chart Bedside program. SWRMC also developed 
an innovative Patient Assistant Liaison (PAL) program to focus on utilizing volunteers to drive patient experience. 
These trained volunteers visit with patients to solicit feedback and suggestions on how the hospital can make patient 
stays more comfortable. Identifying the unique needs of each patient helps to assure exceptional quality and service.   

SWRMC has also been actively engaging with patients as advisors, a growing trend in hospitals across the country that 
has been shown to positively impact quality and patient safety scores. The hospital Patient Advisory Committee assists 
in reviewing educational materials such as pamphlets, brochures, and toolkits before they are finalized. Examples of 
these materials are the Anticoagulation Patient Education Toolkit, the Diabetes Patient Education Handbook, and the 
Stroke Patient Education Toolkit. Members of SWRMC’s Advisory Committee also serve on both the Patient Falls 
Committee and the Friends for Sentara Williamsburg Executive Council. SWRMC is a leading example of an advanced 
advisor program. For hospitals just beginning this journey, there are many easy ways to begin utilizing patient and   
family advisors to start a similar program. Please refer to the second page of this communication for strategies and 
approaches when beginning your own advisor journey!  

For more information on this project, or additional methods to improve patient experience at your facility, please    

contact Mike Gaetano at mgaetano@vhha.com.   
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