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	Committee Name:
	LHS Experience Council     


	Committee Resources
	Committee Purpose

	Committee Leader:
Jennifer Strickland, RN, BAN
Customer Experience Director

Executive Sponsor:

Lynn Rice
	The mission of the LHS Experience Council is to increase communication, collaboration and engagement by focusing on patient and family centered care. We will work to build loyalty and enhance the patient experience in an evolving era resulting in exceeding expectations, always.



	Committee OVERVIEW

	Committee Objectives


	· Find opportunities to improve the customer experience and assure LHS maintains a focus on patient-centered care.

· Improve systems, processes, quality, safety and efficiency of care through joint collaboration between members of the council and all LHS team members.

· Make recommendations that enhance the quality of patient and family experience and advise on general customer service provided throughout the organization.
· Actively work to improve access to care for all LHS customers

	Importance (benefits to LHS)
	LHS Experience Council will add value to LHS by integrating patient and family feedback into improvement efforts and culture of LHS.

	Committee Scope
Ensure committee scope is not too large

	LHS Experience Council will initiate and guide projects that assist to achieve the mission and purpose of the Council, and those of LHS.
The Council will identify and focus on opportunities for improvement throughout Lakewood Health System.

	Deliverables

	LHS Experience Council will provide LHS teams with applicable tools and recommended action plans to address opportunities for improvement within the customer experience.

	Measures

	Effectiveness will be determined and monitored thru trends in patient satisfaction scores, Patient Advisory Group feedback and concerns received.

	Accountability
	 Value Council, Operations & Planning

	Describe the Strategic Alignment of this Project
	Customer Experience, IT, People, Growth, Finance

	Stakeholders

	Lakewood Health System patients and family members, staff, providers, administration, board members and communities served.

	Team Members and Functional Area
	NAME

(withheld for publication)
	TITLE

· CEO

· COO

· VP Clinical Services
· Chief Medical Director

· Physician

· Physician

· CE Director

· Business Office Manager
· Support Services Manager

· Emergency Services  Manager

· IT Director
· Patient Access Director

· Assisted Living Director

· Social Services

· Product Development/Marketing

· Clinic LPN/MA Manager

· Front Line Staff/Leader

· Board Member
· Patient/Family Member 
· Patient/Family Member


	Anticipated Resources

	All required resources will be identified and a request for such will be forwarded to the Value Council.

	Schedule
	The 2nd or 3rd Monday of every one month, excluding payroll Mondays

	Communication Strategy


	Communication will be done via the Council Workspace, email and phone calls, along with regularly scheduled meetings. 
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