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Kaweah Delta Health Care District 

Wednesday, July 9, 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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Patient & Community 
Experience

PX Board Committee
July 2025
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Phase 1
Assess the Current State and 

Build Team

Phase 2
Define Goals

Phase 3
Engage Key Stakeholders

PHASES

Phase 4
Develop & Implement PX 
Strategy and Processes

Phase 5
Analyze Feedback  
Determine Impact

Completed
Working on

Not Started

2

• Reviewing current scores and working on goals for each area for 
FY26NRC / ET

GME New 
Resident 

Orientation

Quarterly 
meetings 

with 
inpatient 
leaders

PX Team
• Interviewing for ED Patient Liaison

Patient 
Rounding

PX Steering

Units
PX Phone 

Line
MIDAS

Service 
Recovery

Tools
PFAC

Org Dev/
Volunteer

Kaweah 
Care

NRC
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434

1012

351

Positive Neutral Negative

778

1118

Open Closed

Kaweah Health
June 2025

Medical Practice 
NPS – 79.9

17th Percentile

PRIORITIES FOR ORGANIZATION

• Quiet rooms at night
• Providers knowing medical history
• Explained what to do if not better 

after discharge
• Care providers listening
• Informed of delays

Survey Scores

5 Year HCAHPS Goal

75th 90th

HCAHPS – 72.4
59th Percentile

Fiscal Year Data
July 2024 – May 2025

Human Understanding – 70.8
7th Percentile
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Current
Scores

End of
FY2025

End of
FY2026

End of
FY2027

End of
FY2028

End of
FY2029

End of
2030Inpatient

NPS – 62.6
38th Percentile

Service Alerts

June 2025

Rounding
250 

Rounds

MIDAS
67

Opened

PX 
Phone

144 Calls
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HCAHPS

Current Score: 72.7 
59th Percentile 

CMS Average Score: 70 
51st Percentile

End of 2025 FY Goal: 70.5
52nd Percentile
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7

Real Time Surveys - Inpatient
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Inpatient NPS

Current Score: 62.6
38th Percentile

NRC Average Score: 66.7 
46th Percentile

End of 2025 FY Goal: 63.8
44th Percentile
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9

Real Time Surveys - Inpatient
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Real Time Surveys- Emergency
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Emergency Department NPS

Current Score: 32.3 
8th Percentile 

NRC Average Score: 52.8 
42nd Percentile

End of 2025 FY Goal: 31.3
7th Percentile
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12

Real Time Surveys - Emergency
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13

Real Time Surveys – Medical Practice
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Medical NPS

Current Score: 79.9
17th Percentile

NRC Average Score: 86.9 
44th Percentile

End of 2025 FY Goal: 81.5
24th Percentile
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Real Time Surveys – Medical Practice
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Real Time Surveys - Human Understanding
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17

Real Time Surveys - Human Understanding
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250 PX Rounds

231

65

7

Positive Complaints Midas

30

10

10

7

5

5

5

Communication

Delay in Call Light

Lack of Compassion/Understanding

Behavior (MIDAS)

Food

Cleanliness

Discharge Process Delay
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ROUNDING

19

June Executive Team Rounds = 8 executive rounds 

Executive March April May June

Gary H. 17-Apr 14-May 30-Jun

Marc M. 30-Apr 12-May 25-Jun

Jag B. 18-Mar 6-May 30-Jun

Malinda T. 5-Mar 19-May 19-Jun

Dianne C. 9-Apr 26-Jun

Schlene P. 13-May 19-Jun

Ben C. 24-Mar 29-May 11-Jun

Ryan G. 11-Mar 23-Apr

Paul S. 21-Apr

Doug L. 24-Mar 5-Jun
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43

24

Open Closed

39

8

20

Complaint Grievance Lost

2 2

1

2

1

2

9

1

1E (ED
Admit Hold)
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4T Med Surg
/ Telemetry

Emergency
Department

Mother/
Baby

(Obstetrics)
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1

3 3
2

1
2 2

1 1 1
2

14

1
2

1 1 1 1 1 1
2 2

1

2
 E

as
t 

(L
ab

o
r 

&
 D

e
liv

er
y)

2
 S

o
u

th

3
 N

o
rt

h

3
 S

o
u

th

3
 W

es
t 

(I
C

C
U

)

4
 N

o
rt

h
 (

R
en

al
)

4
 S

o
u

th
 (

O
rt

h
o

/O
b

se
rv

at
io

n
)

A
cu

te
 P

sy
ch

 E
as

t

C
ar

d
io

va
sc

u
la

r 
IC

U

C
at

 S
ca

n
 O

u
tp

at
ie

n
t 

Im
ag

in
g

D
in

u
b

a 
R

H
C

Em
er

ge
n

cy
 D

ep
ar

tm
en

t

Ex
et

er
 R

H
C

K
H

 M
ed

ic
al

 C
en

te
r

M
o

th
e

r/
 B

ab
y 

(O
b

st
et

ri
cs

)

P
ed

ia
tr

ic
s

P
h

ar
m

ac
y 

(R
e

ta
il)

P
u

b
lic

 A
re

a

SR
C

C
 V

is
al

ia

Su
rg

e
ry

 (
M

ai
n

 O
R

)

Tu
la

re
 R

H
C

U
rg

en
t 

C
ar

e 
N

o
rt

h
-D

em
ar

ee

U
rg

en
t 

C
ar

e 
So

u
th

-C
o

u
rt

Complaints & Grievances

10

67 PX MIDAS
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21

102

24

26

Open Closed - Resolved Closed - Unresolved Closed - No Action

11

173 Service Alerts
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112

100

Open Closed

6

24

6
12

22

5
10

7
10

4 2 2 1 2 1 3 1

74

10

1 3 1 1 1 2 1

July 2024 - Current

12

212 Lost Belongings (FY25)
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