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The Challenge 
Despite years of focus and investment on Patient Experience 
culture, relatively small improvements have been sustained in healthcare 
organizations across the United States. 

HCAHPS Overall Rating- Over Time

(Top Box)



The Other 

Challenge



The Journey to Excellence:  Culture + Performance 

New Paradigm Needed 
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The Secret To Sustained Improvement

IMPROVEMENT

Technical

Capabilities 

Cultural

Capabilities

I = TC x CC
George Eckes



Quadruple Aim 

Person-
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Quality Cost

Joy



Caregiver Burnout: A National Dilemma 

When assessed using the Maslach Burnout Inventory, 43.9% 

of the physicians reported at least one symptom of burnout in 

2017 compared with 54.4% in 2014 and 45.5% in 

2011…Physicians remain at increased risk for burnout relative 

to workers in other fields.



Why the National Taskforce for 
Humanity in Healthcare?



Why the National Taskforce for 
Humanity in Healthcare?

Question 1: 

Do healthcare organizations, healthcare leaders, physician, nurses, and 
caregivers hold a deep understanding of how caregiver burnout impacts 
individual, team, and overall business performance?

Question 2:

Are our traditional measurements of burnout helping us map solutions to 
the more desired endpoint of caregiver thriving and resiliency?

Question 3:

Do healthcare organizations, healthcare leaders, physicians, nurses, 
and caregivers have an understanding of a comprehensive solutions 
blueprint which results in meaningful and sustainable improvement? 



Consequences of Burnout



Financial Impact of Clinician Burnout

Percent of doctors with

burnout symptoms left

Percent of doctors without 

burnout symptoms left

21% 10%

Two year 

economic

loss estimate: 
$16 - $56 M

National Taskforce for Humanity 

in Healthcare Estimate

Physician 

Turnover

Nurse 

Turnover

$3,372,000,000 $8,998,000,000

http://wellmd.stanford.edu/content/dam/sm/wellmd/documents/2017-ACPH-Hamidi.pdf



CULTURE ANALYTICS PREDICT AND PREVENT HARM ….



… AND UNFAVORABLE EMPLOYEE OUTCOMES



Why the National Taskforce for Humanity in Healthcare?

Sexton, Buckingham, 

National Taskforce for

Humanity in Healthcare

• Emotional Thriving

• Emotional Recovery

Burnout, at its core, is the impaired 

ability to experience positive emotion.

I’m Burned Out

I’m Thriving

Christina Maslach

• Emotional Exhaustion

• Depersonalization

• Personal Accomplishment

Bohman, Dyrbye, Sinsky, et. al.

• Culture Of Wellness

• Personal Resilience

• Efficiency of Practice

Outstanding culture, at its core, is the 

cultivation of positive emotion.

Question 2: 

Are our traditional measurements of burnout helping us map solutions to the more desired 
endpoint of caregiver thriving and resiliency?



What Emotions Are We Talking About?

Joy
Hope

Gratitude
Inspiration

Awe
Interest 

Amusement
Pride

Serenity
Love

Tiny Engines Undoing Effect

Bryan Sexton and Barbara Fredrickson



Resilience - and Outstanding Performance - is a Team Sport

We’re Burned Out

We’re Thriving

26% of your individual burnout score is predicted by the burnout of the 
people around you.

“Culture of Wellness”

The organizational template for excellence becomes 
collective accessibility to positive emotion. 



New Measurement

A Metric for Humanity - focus on positive emotions 

and thriving, not (only) deficits or satisfaction

Emotional Thriving
1. I have a chance to use my strengths everyday at work.

2. I feel like I am thriving at my job.

3. I feel like I am making a meaningful difference at my job.

4. I often have something I am looking very forward to at my job.

Emotional Recovery
1. I always bounce back quickly after difficulties.

2. I can always regain a positive outlook despite what happens.

3. I can adapt to events in my life that I cannot influence.

4. My mood reliably recovers after frustrations and setbacks.

Sexton JB, Adair KC, Leonard MW, et al. Providing feedback following Leadership WalkRounds 

is associated with better patient safety culture, higher employee engagement and lower burnout. 

BMJ Qual Saf. October 2017:bmjqs-2016-006399.



New Measurement

Thriving Recovery

Amusement

Awe

Grateful

Hope

Inspired

Interested

Joy

Love

Pride

Serenity

Not:

Embarrassed

Ashamed

Angry

Guilty
Stressed

Sad
Bryan Sexton, PhD
The National Taskforce for Humanity in Healthcare
Resilience Scale Overview, 2018



Why the National Taskforce for 
Humanity in Healthcare?

Question 3:

Do healthcare organizations, healthcare leaders, physicians, nurses, and caregivers 
have an understanding of a comprehensive solutions blueprint which results in 
meaningful and sustainable improvement? 

…existing interventions were associated with small reductions in 

burnout… effectiveness was improved with organization-directed 

interventions, however these interventions were rare. 

More effective models of interventions are needed to mitigate risk for 

burnout in physicians. Such models could be organization-directed 

approaches that promote healthy individual-organization relationships. 







The NTH Comprehensive 
Approach 



The NTH Comprehensive Approach
Measurement of Emotional Thriving, Emotional 
Recovery, and Emotional Exhaustion

-Allows for an understanding of gaps in reaching the 
desired states and mapping of solutions to close 
these gaps

Human-Centered Leadership

-Provides healthcare leaders with skills necessary to 
create and nurture a culture of positive emotions

RELATIONS® for Healthcare Transformation

-Provides frontline caregivers and support team with 
skills necessary to develop trust, teamwork, and 
respect

Experience Mapping

-Amplifies joys and removes hassles in critical 
processes within a department/division

Design Session

-Provides an opportunity for leaders and front-line 
caregivers to hardwire skills and solutions learned 
throughout the program into daily workflow

Measure: 
Emotional 
Thriving, 

Recovery, and 
Exhaustion

Human-
Centered 

Leadership

RELATIONS® for 
Healthcare 

Transformation

Experience 
Mapping

Design 
Session



Results from Components 
of NTH Blueprint

Human-Centered Leadership

and 

RELATIONS® for Healthcare Transformation



Human-Centered Leadership 
Duke University 

J. Bryan Sexton, PhD, 
Thriving vs. Surviving During Challenging Times: 
Science of Enhancing Resilience
April 2016 



Human-Centered Leadership & RELATIONS® for Healthcare Transformation 

HCAHPS – Beaumont Hospital, Troy 

Communication with Nurses Domain

Percentile Ranking
Communication with Doctors Domain

Percentile Ranking

Patient Satisfaction – HCAHPS Global Rating

Percentile Ranking



RELATIONS® for Healthcare Transformation 

Grievances and Complaints – Washington, DC Community Hospital 



Human-Centered Leadership & RELATIONS® for Healthcare Transformation 

Culture of Safety – North Carolina Hospital 



RELATIONS® for Healthcare Transformation 

Physician Engagement – Maryland Hospital



Human-Centered Leadership & RELATIONS® for Healthcare Transformation 

Empathy Capacity – Beaumont Hospital, Troy



RELATIONS® for Healthcare Transformation 

Emotional Exhaustion – VA Hospital 



RELATIONS® for Healthcare Transformation 

Emotional Recovery – VA Hospital 



RELATIONS® for Healthcare Transformation 

Emotional Thriving – VA Hospital 



Experience Mapping

Amplifying Joys and Minimizing Hassles

Results from Components 
of NTH Blueprint



Experience Mapping
North Carolina Hospital 



Design Session

Results from Components 
of NTH Blueprint



Design Session
A two (2) day session aimed at hardwiring the skills learned 

during the program into existing daily workflow

RELATIONS® for 
Healthcare 

Transformation

Presence

Listening

Information 
Gathering 

Joint Agenda 
Setting

Connecting 
with 

RELATIONS®

Appreciation

Key Processes 
Identified in 
Assessment 

and 
Experience 
Mapping

Human-
Centered 

Leadership

Gratitude

Hope

Self-
Discovery

Human-
Centered 
Coaching

Powerful 
Questions

Cone in 
the Box

Ladder of 
Inference



Design Session 
University of Colorado

Pierce, Diaz, Kneeland. “Optimizing Well-being, Practice Culture, and Professional Thriving in an Era of Turbulence,“ J. Hosp. Med. 2019 February;14(2):126-128 x



Ultimate Goals of NTH Program

Reflections from Caregivers – Indiana Health System

Bring humanity back into healthcare. Making all team members see 
their value and tapping into that value to get the best performance 
from all team members.

Increased patient outcomes. Increased caregiver joy and satisfaction. 
Decreased burnout. Build mutual respect.



High 
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Strategies

Just Culture

Technology

Solutions
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Holistic Outcomes

• Patient Safety

• Effective, High Quality 
Care
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• Efficiency and Care 
Coordination
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• Fulfilled, Engaged 
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Quality
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We’ve Tried We Want

RHT
RELATIONS® for Healthcare Transformation

• Mindfulness/Presence

• Reflective Listening

• Information Gathering

• Negotiating an Agenda

• Connecting with 

Patients and Team

• Appreciation

The Journey To Excellence 

Interventions



Through the National Taskforce on Humanity in 
Healthcare, What Have We Learned?

• There is enormous interest around the nation in tackling this problem.

• Most current frameworks for improving are rather general (e.g., "leadership 

engagement is necessary").

• Most organizations are measuring burnout (the negative), yet we need more focus 

on measuring desired state--thriving and its connection to performance.

• Organizations and physician groups don't know where to start making a 

meaningful difference. 

• Most of the common burnout interventions (meditation rooms, encouragement 

to sleep and exercise more) are minimally impactful and/or rejected as 

"shifting the burden" onto to those suffering from burnout. 

• Clinicians are better positioned to lead this work than HR or OD. 

• We need a comprehensive approach to enhancing thriving, resilience, and top-

notch, humanistic performance of their people. 


