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KAWEAH DELTA HEALTH CARE DISTRICT BOARD OF DIRECTORS 
PATIENT EXPERIENCE COMMITTEE 

 

Kaweah Health Medical Center  
305 W. Acequia Avenue, Executive Office Conference Room (1st Floor) 

 

Tuesday, September 10, 2024 
 

ATTENDING: Directors:  Ambar Rodriguez & Mike Olmos; Gary Herbst, Chief Executive 
Officer; Keri Noeske, Chief Nursing Officer; Ivan Jara, Director of Rural Clinics & Urgent Cares; 
Tracy Salsa, Director of Cardiovascular Service Line;  Kevin Bartel, Director of Orthopedics, 
Neurosciences & Specialty Practice; Jennifer Cooper, Executive Assistant;  Kelsie Davis, 
Recording   
 

OPEN MEETING – 4:00PM 

1. CALL TO ORDER   

2. PUBLIC PARTICIPATION – Members of the public may comment on agenda items before 
action is taken and after it is discussed by the Board. Each speaker will be allowed five 
minutes. Members of the public wishing to address the Board concerning items not on the 
agenda and within the jurisdictions of the Board are requested to identify themselves at this 
time.   

3. PATIENT EXPERIENCE STATUS REPORTS – Review of current scores, proposed action plans 
including timeline for proposed action and potential barriers to proposed action plans for the 
out patient clinics and the emergency department. 

Ivan Jara, Director of Rural Clinics & Urgent Cares; Tracy Salsa, Director of Cardiovascular 
Service Line;  Kevin Bartel, Director of Orthopedics, Neurosciences & Specialty Practice; and 
Keri Noeske, Chief Nursing Officer  

4. STRATEGIC PLAN / PATIENT EXPERIENCE – Review patient experience and community 
engagement. 

Keri Noeske – Chief Nursing Officer & Jennifer Cooper, Executive Assistant 

5. ADJOURN  

 

 

In compliance with the Americans with Disabilities Act, if you need special assistance to participate at 
this meeting, please contact the Board Clerk (559) 624-2330. Notification 48 hours prior to the meeting 
will enable the District to make reasonable arrangements to ensure accessibility to the Kaweah Delta 
Health Care District Board of Directors meeting. 
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Patient Experience            
Board Committee

September 2024
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Patient Experience Board Committee Agenda

Outpatient Medical 
Clinics

Rural Health Clinics Specialty Clinics

Patient Experience 
Overall Results

FY25 Projected 
Initiatives & FY24 
Strategic Plan Update
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Patient Experience Scores: 
Outpatient Clinics

NRC Health Results

4/24



Medical Clinics
Plaza     Ben Maddox     Willow     Center for Mental Wellness

NRC Health Results
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Medical Clinic - Plaza

More than medicine. Life.
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Medical Clinic - Ben Maddox

More than medicine. Life.
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Center for Mental Wellness

More than medicine. Life.
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Rural Health and Medical Clinics

Clinic Barriers/Opportunities Action taken Outcome Reason for lack of progress

Rural 
Health

High demand for services leading to long 
wait times and shorter visits. Identifying 
clinician champions to coach providers.

Actively engaged in recruiting APPs and 
Physicians. Presenting survey data at 

monthly provider meetings, staff 
meetings, medical director meetings, and 

management meetings.

Increase access across all services. Timely 
service recovery. Engaged clinicians

Onboarding timelines. Space. Consistency

Medical 
Clinics

Knew medical history' is the top 
opportunity. Episodic care services tend 
not to collect a patient's medical history. 

This leads to a low 'Trust provider w/ 
care' score. 

Present survey data at monthly provider 
meetings, staff meetings, medical director 

meetings, and management meetings. 
Assign coaching videos from NRC to 

providers. 

Timely service recovery and engaged clinicians Intentional coaching and consistency.
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Rural Health Clinics
Woodlake     Dinuba     Exeter     Lindsay     Tulare

NRC Health Results
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All Locations-Trended

More than medicine. Life.
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Rural Health and Medical Clinics

Clinic Barriers/Opportunities Action taken Outcome Reason for lack of progress

Rural 
Health

High demand for services leading to long 
wait times and shorter visits. Identifying 
clinician champions to coach providers.

Actively engaged in recruiting APPs and 
Physicians. Presenting survey data at 

monthly provider meetings, staff 
meetings, medical director meetings, and 

management meetings.

Increase access across all services. Timely 
service recovery. Engaged clinicians

Onboarding timelines. Space. Consistency

Medical 
Clinics

Knew medical history' is the top 
opportunity. Episodic care services tend 
not to collect a patient's medical history. 

This leads to a low 'Trust provider w/ 
care' score. 

Present survey data at monthly provider 
meetings, staff meetings, medical director 

meetings, and management meetings. 
Assign coaching videos from NRC to 

providers. 

Timely service recovery and engaged clinicians Intentional coaching and consistency.
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Specialty Outpatient Clinics

NRC Health Results
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Cardiology Center - Visalia

More than medicine. Life.
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Diagnostic Center

More than medicine. Life.
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Specialty Clinic

More than medicine. Life.
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Patient Experience            
Steering Committee 

updates 
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FY24

21/24



Strategic 
Plan FY24
Project 
Updates

FY25
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Strategic 
Plan FY25 
Project 
Updates 

• Service Recovery

• Lost Belongings Prevention

• Patient Navigation

• Customer Service Training 

• Consistency with Compassionate 
Communication 

• Environment Enhancements

• Engage Medical Staff 

• Department Level 
• Responsiveness of Staff

• Care Transitions 
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Pt Exp Steering 
Committee Updates

• Physical Address Location Updates – Easier to Navigate using Map 
applications

• Reviewing and updating Internal Paper maps for accuracy
• Updated Signage underway – expect completion by December 2024- repeat 

Wayfinding Survey
• Things to Know While You Wait – ED/EDAC Project

• Spanish version pending final draft
• Compliance Approval pending

• Improve Parking Structures with Signage- City Collaboration
• Exploring Social Media postings wait times in ED and Urgent Care
• ED Compassionate Communication – Building Simulations for all team 

members – expand use after ED complete
• Proposal pending – Allow Visitors Overnight, vetting logistics and needs for 

ET review
• ED Lobby Visitors- expanding seating, creating guidelines, goal- no limitations 

unless ED lobby fire safety capacity reached (then still allow family to access 
patient)
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