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Objectives

Learn how a life care organization can 
instigate a culture change

See examples of how to implement a mindset 
change internally and externally

Learn about matching expectations of 
ideology and budgets



• HealthCare Division – 242 bed acute care hospital; 
approximately 30,000 ER visits, 3,000 deliveries; serving NE 
Philadelphia and contiguous suburbs 

• HomeCare Division – Home health and hospice in 5 county 
Philadelphia DMA and 12 counties in NJ

• LifeCare – Long- and short-term skilled nursing care; 
independent retirement living; personal care; HUD-subsidized 
apartments; on-site rehab; inpatient hospice unit, dementia 
care and transitional housing for homeless women and 
children. 



Organizational Foundation

Heritage – who we are

Mission - what we do

 Vision and Values – how we do it

 Brand – how we wish to be seen by others

 Experience – the way we deliver services when we 
are in full alignment with the essence of the 
organization

Delivering on these requires cultural alignment



What is Culture?
 The formal and informal agreements we have with 

ourselves and others

 Energy that drives an organization forward or holds it 
back

 A deliberately designed and purposeful way of being

 The stories that are shared and gathered

 The way we do things and what we believe around 
here



HRHS Declaration
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Anatomy of Experiences



People, Process and Place

Experience Elements of 

People, Process:
 Anticipated Arrival by a Guide

 Greeted in space, rather than from   

behind desk

 Awareness of service availability –

Guide knows wait times and 

provides things to help visitors 

mange their time well, like 

beepers, coffee bar and kindles

 Inspirational elements – space is 

designed around theme of life as 

winding journey

 Guided to next step

 Visitors are offered Warm

Welcome and Fond Farewell



Culture to Support Experience

People

Engage caregivers and  
new recruits, and 
connect them to 

experience vision and 
organization’s purpose 

Integrate work of key 
contributors to 

experience under one 
dynamic vision

Inspire internal and 
external constituents to 

spread experience

Process

Embed the work that 
extends mission and 
brings values to life 

through coaching model

Teach experience 
concepts to employees, 
physicians, volunteers, 

governance and key 
partners  

Create immersive 
experiences to model 

concepts

Place

Provide stage for design, 
performance of 

experiences

Inspire experience 
making in refreshing, 
creative, & colorful  

environment

Celebrate experience & 
connect it to heritage in 

spaces



Resident/Family View



“e”xperience “E”xperience

Passive Engaged, intentional, designed

Safe, customer service, efficient 

processes

Individualized care, anticipates needs

Expected – standards, protocols Unexpected – innovative, creative

Delivers satisfaction Results in delight and loyalty

Relevant – needs based Meaningful – emotional 

Results in indifference Drives advocacy

Commodity Product Service EXPERIENCE

Enhanced Value 

Creating Big “E” Experiences



Creating Alignment : Experience U 

 Built a training university for 
staff – Experience U

 Created immersive experiences 
that teach staff how to improve 
the patient experience

 Evaluated how the organization 
selects and recruits talent 

 Established internal consulting 
group to work with leadership to 
apply experiences taught in 
Experience U



Differentiating attributes (Mission, Brand, Declaration)

 Partner with right design team (Audition)

 Establish proof points at key touch points (Dreamscape, 
Spiral Thinking)

 Build linkages between values and distinctive design 
elements (Emotive Criteria, Theme)

 Create stage for story creation (Experience Design 
Principles)

Moving from Traditional to  
EXPERIENTIAL Design



dream • scap • ing

transports us to a          

new place, new time,      

and a new world as          

a contemporary 

interpretation of          

who we are



Spiral Thinking Design Method



Design Partner Auditions

Each auditioning design team will be asked to 
give thought to how the space will contribute to 
the effective orchestration of experiences…

“
”
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Emotive Criteria

 Create Memorable big “E” Experiences

 Theme Spaces and Activities
- Provide a warm welcome
- Engage all five senses
- Connect to heritage
- Provide story-telling opportunities
- Incorporate elements of nature into the design

 Integrate all three Pillars of Design
(People, Process, & Place)



1. Form Follows Function
2. Function Follows Experience
3. Experience Follows Story
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Serves as organizing principle

Expresses organization’s mission, values, 
strategies, brand

Describes aspirational sense to be captured

Sets direction for design

Theme
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Overall Satisfaction LifeCare

Source: 2018 Annual Resident  Survey



Outcomes

Items Percent 

Favorable

Percent 

Unfavorable

I understand the importance of providing the 

best possible experiences for patients, 

residents, clients and coworkers.
96% 1%

I understand my role in providing the best 

possible experiences for patients, residents, 

clients and coworkers.
95% 1%

I know what is expected of me in my job. 90% 5%



The Future of LifeCare















Evidence Based Design



Lafayette
Skilled Nursing Facility Upgrade
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