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Patient Experience vs. Trust, by Country.

Blendon RJ et al. N Engl J Med 2014;371:1570-1572.
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Human Centered Design 



SCC Approach: “The Activation 
Model”

• From:
“What bothers you the most?

• To:
“Where do you want to be in a year?”
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From “Cup Runneth Over”…
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To “Share the Care”



From MA to Care Coordinator
• “Artisanal” vs. assembly line

– Coach, advocate, MA, scribe, outreach worker, pop health 
manager combined in single person: relationships are key

• Empanelment
• Training: onboarding and ongoing
• Case presentations at team meetings
• Staying with the patient – few handoffs

– Scribing the visit: learning as the patient learns

CREATE NEW JOB CATEGORY AND 
PAYSCALE to reflect greater skills and 
responsibility
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Patient Health Portrait

Analysis of key patient health metrics and trends 

Various chart types 
available



Triple Aim Results

Inpatient 

 
Admissions

ER 

 
Visits

Patient Experience HEDIS

253 patients with at least 6 months enrollment

‐29% ‐59% 99th
 percentile

>90th
 percentile



SCC PAM Results
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