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Kaweah Delta Health Care District 

Wednesday, May 14, 2025
Kaweah Health Medical Center
305 W. Acequia Ave Executive Office Conference Room

Attending: Directors: Mike Olmos (Chair) and Armando Murrieta; Gary Herbst, Chief Executive 
Officer; Marc Mertz, Chief Strategy Officer; Deborah Volosin, Director of Patient and Community 
Experience; Sintayehu Yirgu, Patient Experience Advocate; Teresa Bobadilla, Patient Experience Data 
Analyst; and Lisette Mariscal, Recording
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MISSION:  Health is our Passion.  Excellence is our Focus.  Compassion is our Promise. 
 

 
 

 

MINUTES OF THE KAWEAH DELTA HEALTH CARE DISTRICT BOARD 
OF DIRECTORS PATIENT EXPERIENCE   

Wednesday, March 12, 2025 

The Lifestyle Fitness Center 
5105 W Cypress Ave  

 
PRESENT:    Directors: Mike Olmos (Chair) and Dean Levitan, M.D; Marc Mertz, Chief 
Strategy Officer; Deborah Volosin, Director of Patient & Community Experience; Sintayehu Yirgu, Patient 
Experience Advocate; Teresa Bobadilla, Patient Experience Data Analyst; and Lisette Mariscal, Recording
  
 
CALLED TO ORDER  4:00PM 
 
PUBLIC / MEDICAL STAFF PARTICIPATION  None. 
 
MINUTES  The minutes from the January 2025 meeting were reviewed. 
 
INTRODUCTIONS  Sintayehu Yirgu, Patient Experience Advocate, and Teresa Bobadilla, Patient 
Experience Data Analyst, were introduced.  
 
PATIENT EXPERIENCE  Deborah Volosin and the Patient Experience team provided a verbal update on 
the ongoing progress for Patient Experience strategies and initiatives. The team also reviewed the latest 
HCAHPS and Real Time Survey scores. The March PX Topic was also presented. 
 
ADJOURN  5:14PM 
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PHASES OF PX ROLL-OUT
Phase 1

Assess the Current State and 
Build Team

Phase 2
Define Goals

Phase 3
Engage Key Stakeholders

Phase 4
Develop & Implement PX 
Strategy and Processes

Phase 5
Analyze Feedback  
Determine Impact
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Kaweah Health
April 2025

Patient Experience Team – Deborah, Director (X2529), Sintayehu, Advocate (X2592), Teresa, Analyst (X2593)

Medical Practice 
NPS – 80.0

19th Percentile

PRIORITIES FOR ORGANIZATION

• Spending enough time with patient
• Providing consistent information
• Informing of delays
• Cleanliness
• Quiet rooms at night

Survey Scores

5 Year HCAHPS Goal

Patient Experience Phone Line – X5151
Patient Experience Office Hours – Tuesday 9:00am-10:00am, Friday 2:00pm-3:00pm; (G2Meeting)

75th 90th

HCAHPS – 71.5
56th Percentile

Fiscal Year Data
July 2024 – March 2025

Human Understanding – 70.2
7th Percentile

71.5 70.5 73.8 77 79 81 83

0
10
20
30
40
50
60
70
80
90

100

Current
Scores

End of
FY2025

End of
FY2026

End of
FY2027

End of
FY2028

End of
FY2029

End of
2030Inpatient

NPS – 61.8
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Kaweah Health
April 2025

MIDAS
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Patient Experience – Patient Rounding

9

*Executive Team Rounds = 5 executive rounds 
(Gary, Paul, Ryan, Marc, Dianne)

This did not include food complaints during the week then the cafeteria was down.
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Lost Belongings
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Number of Lost Belongings in Midas System-
Number of Lost Belongings 3/3/2025 – 5/6/2025= 52


