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  Compassion is a shared characteristic among those of us who built their careers in healthcare. You can’t care for other humans without it. But critical as this character trait is—and necessary for positive patient outcomes—compassion can be easily lost in the day-to-day operations of a healthcare facility. The pressures of improving patient outcomes, competing priorities, and meeting regulatory guidelines—just to name a few of the demands on healthcare professionals—often push empathy and compassion to the sidelines.
Compassionate Connected Care® is a framework designed to operationalize caring, compassion, and empathy by defining behaviors, and creating structures and processes to embed those behaviors into practice. And caring, empathetic, and compassionate healthcare begins with caring for the caregiver. Human connection in healthcare is foundational, and when organizations invest in their employees and care providers to enhance skills with respect to empathy, caring, and compassion, they will realized improvements in safety, quality, and experience of care—for everyone.
How fatigue and burnout impact staff retention in healthcare
Healthcare leaders understand that workers are exhausted. Burnout remains near an all-time high. “More than half of health workers report symptoms of burnout, and many are contending with insomnia, depression, anxiety, post-traumatic stress disorder, or other mental health challenges,” writes the U.S. Surgeon General, Dr. Vivek Murthy, in the New England Journal of Medicine. While this isn’t a new challenge within the industry—caregiver burnout existed long before the pandemic—it’s been exacerbated and compounded by the COVID-19 crisis.
It all becomes monumentally overwhelming. Administrators and leaders don’t always see a path forward, and adding a new framework may not seem like a reasonable solution to these challenges. However, caring for caregivers is an important first step in beginning to change the environment of care.
Everyone, everywhere, benefits from Compassionate Connected Care
Compassionate Connected Care isn’t a weekend seminar, and it’s not a simple series of modules for staff members to work through on their own. Rather, it’s an in-depth framework focused on everyone in the organization, from C-suite executives and clinical leaders, to front-line physicians and nurses, to environmental services workers, and the receptionists at the front desk. It’s applied at every location of care, including inpatient, outpatient, practice settings, and so on.
Compassion and empathy are sometimes considered “soft skills.” But in healthcare, they’re critical skills. Training designed to bring those skills, which healthcare workers already possess, to the forefront is usually enthusiastically received, because it benefits the entire organization—the patients and their families, providers, and every other healthcare worker.
Flexibility is key to Compassionate Connected Care 
One of the barriers when it comes to programs like Compassionate Connected Care is how to make the training fit within the organizational culture. How can a 15-facility health system with thousands of employees successfully deploy the same curriculum across the entire system? In larger systems, it’s virtually impossible to gather clinicians in person at a single location, and, in smaller systems, understaffing might be so problematic, there’s no time to do any “extra” work, like completing modules.
Compassionate Connected Care is a flexible framework that can be adapted for healthcare organizations of any size. Press Ganey’s team of clinical strategic consulting experts work with a healthcare organization to create an approach that will best meet that organization’s specific culture. Learning modules are based on the themes of the Compassionate Connected Care model and include a variety of interactive exercises to build skills related to empathy, compassion, and caring—for clinical and non-clinical staff.


6 themes of Compassionate Connected Care


1. Acknowledge suffering


2. Body language matters


3. Anxiety is suffering


4. Coordinate care


5. Caring transcends diagnosis


6. Autonomy reduces suffering







Compassionate Connected Care also includes a built-in toolkit that teaches managers the five keys to sustainable skills and provides downloadable, tangible tools to sustain performance through blended and peer-to-peer learning.


Keep what’s good, and add to it, with our Compassionate Connected Care framework


The Compassionate Connected Care framework is flexible enough to meet the needs of any organization. It also works with any of your existing organization-wide strategies. For example, most organizations have strategies in place to keep empathy and compassion at the heart of care. Press Ganey’s strategic consulting team begins by getting to know an organization—learning what is and what isn’t working. Then, they hold a roadmapping session to identify gaps and pinpoint how Compassionate Connected Care can best be leveraged to drive the biggest impact.


Adapting with ongoing support from our healthcare workforce consulting team


The average engagement for implementing Compassionate Connected Care lasts around 20 months. During that time, Press Ganey’s strategic consulting team periodically checks in and monitors your data to make sure things like patient experience and employee engagement stay on track. If patient experience scores dip, for example, the organization may need to adapt or pivot, depending on the conditions.


The program’s real value is its sustainability. Organizations are given the strategies and the framework to continue having positive outcomes for years to come.


Every patient experience matters. And every encounter a patient has with your organization should be a high-quality, friction-free interaction. By arming staff members with the skills needed  to enhance their compassion and empathy consistently, patients, families, clinicians, staff, and the organization as a whole reap the rewards. The best healthcare encounters are ones that make patients feel safe and cared for. Compassionate Connected Care gives providers the tools to do just that.


To learn more about the Compassionate Connected Care framework, and how to implement it at your organization, reach out to our strategic consultants, and we’ll schedule some time with you or your team.
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                      Press Ganey’s Nurse Leader Development Program helps prepare nurse leaders to manage nursing units, departments, or service lines.
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                    Learn how to deliver nursing excellence through a Human Experience healthcare lens.
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          Building bridges, breaking silos: The power of social capital to transform healthcare
        

        
          Healthcare organizations must invest in social capital to create thriving healthcare organizations.
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          How to retain new hires in a volatile market
        

        
          See what improves new hire retention in healthcare, as well as key strategies for employee engagement and building a thriving workforce.
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          Aligning insights, data, and resources to support nurses' health and well-being
        

        
          Nurse burnout threatens healthcare. Industry leaders are collaborating on solutions for nurse well-being—leading to better patient care.
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          Explore the influence of AI in healthcare. See how artificial intelligence is reshaping patient care and revolutionizing the future of medicine.
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          Celebrating excellence in healthcare at HX24
        

        
          Celebrating excellence in healthcare at Press Ganey's annual Human Experience Conference.
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          High standards, high stakes: How healthcare provider reviews drive patient choice
        

        
          Online doctor reviews build trust and drive consumer choice. See how online reviews are a critical factor on a patient's healthcare journey.
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          Why continuous employee listening is the best financial investment of 2024
        

        
          Explore the power of continuous listening in healthcare—boosting engagement, patient experiences, and financial gains. Learn why a connected HX platform is vital for industry-wide change.
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          NSIs: Analyzing key trends before, during, and after COVID-19
        

        
          Nursing-sensitive indicators (NSIs) provide insight into nursing practice and quality performance. See the latest NSI trends.
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          Navigating new challenges for nurse managers in 2024
        

        
          Dive into the unique challenges faced by nurse managers today, and gain insights into navigating dynamic shifts in the healthcare landscape.
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          Charting the course to zero harm: A nationwide call to elevate safety
        

        
          See how to improve patient safety nationwide with these 3 foundational areas of focus.
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          Consumer experience in 2023, and its critical role in PX
        

        
          Healthcare consumerism significantly influences the patient customer journey and your patient acquisition strategies. See how to improve your healthcare digital front door.
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          The state of nursing turnover and key nurse retention strategies
        

        
          Nearly 1 in 5 RNs left their organization between 2022 and 2023. Focusing on listening and supporting during selection and onboarding is critical.
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          Top tools and technologies for continuous workforce listening
        

        
          Employee feedback is key to driving healthcare improvement. See how high-performing organizations continuously collect this meaningful data.
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          Changes to MCAHPS 2024: What’s new, and what’s staying the same 
        

        
          Modifications are being made to the survey administration process that will allow for web-based responses.
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          Lessons in safety from the U.S. Navy
        

        
          A veteran shares his insights into how healthcare, like the military, depends on a culture of high reliability.
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          Continuous listening 101: A healthcare leader’s guide to employee feedback
        

        
          Deep, intentional workforce listening is crucial to organization-wide improvement and outcomes. Here’s how to tune in to healthcare employee feedback.
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          The value of nursing preventative strategies in reducing hospital-acquired pressure injuries
        

        
          Press Ganey data shows the importance of nursing care in pressure injury prevention.
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          Star Ratings: Key strategies of high-performing health plans to drive improvement
        

        
          Facilitate a more seamless member journey, a better member experience, higher health plan member engagement, and improved health plan ratings.

        
      

      
        
          
            Read blog
          

          
        

      
    
  

	
  
    
      
        
          [image: Empowering and celebrating nursing excellence]
          
        
      

      
        
          6 months ago
        

      
        
      

        
          Empowering and celebrating nursing excellence
        

        
          A CNO's takeaways from the ANCC's 2023 National Magnet Conference and Pathway to Excellence
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          Tech meets the human touch: Leveraging digital tools to improve healthcare experiences
        

        
          Healthcare PX leaders must embrace new digital technologies to listen to patients more deeply, strategically, and intentionally.
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