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September 22, 2021 

NOTICE 
 
The Board of Directors of the Kaweah Delta Health Care District will meet in an open Patient 
Experience Committee meeting at 4:00PM on Thursday September 30, 2021 in the Support 
Services Building Emerald Conference Room, 520 W. Mineral King Ave, Visalia, CA. 

All Kaweah Delta Health Care District regular board meeting and committee meeting notices 
and agendas are posted 72 hours prior to meetings (special meetings are posted 24 hours prior 
to meetings) in the Kaweah Delta Medical Center, Mineral King Wing entry corridor between 
the Mineral King lobby and the Emergency Department waiting room.   

 
The disclosable public records related to agendas are available for public inspection at Kaweah 
Health Medical Center – Acequia Wing, Executive Offices (Administration Department) {1st 
floor}, 400 West Mineral King Avenue, Visalia, CA and on the Kaweah Delta Health Care District 
web page https://www.kaweahhealth.org. 
 
 
 
KAWEAH DELTA HEALTH CARE DISTRICT  
Garth Gipson, Secretary/Treasurer 

Cindy Moccio 
Board Clerk, Executive Assistant to CEO 
 
DISTRIBUTION:  
Governing Board 
Legal Counsel  
Executive Team  
Chief of Staff  
http://www.kaweahdelta.org  

1/26



Separator Page

PATIENT EXPERIENCE Agenda Open 9.30
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Mike Olmos – Zone I 
    Board Member 

Lynn Havard Mirviss – Zone II          
Vice President 

Garth Gipson – Zone III 
Secretary/Treasurer 

David Francis – Zone IV 
President 

Ambar Rodriguez – Zone V 
Board Member 

 

MISSION:  Health is our Passion.  Excellence is our Focus.  Compassion is our Promise. 
 

 

 

KAWEAH DELTA HEALTH CARE DISTRICT BOARD OF DIRECTORS 
PATIENT EXPERIENCE COMMITTEE 

Thursday, September 30, 2021 - 4:00PM 
Support Services Building Emerald Conference Room  

520 W. Mineral King Ave., Visalia, CA 93291 
 

ATTENDING: Board Members; Dave Francis (Chair), Ambar Rodriguez; Gary Herbst, CEO; 
Dianne Cox, VP Chief of Human Resources; Ed Largoza, RN Director of Patient 
Experience; Keri Noeske, VP of Nursing and George Ortega, Recording. 

OPEN MEETING – 4:00PM 

CALL TO ORDER – Dave Francis, Patient Experience Committee Chair 

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. For those 
who are unable to attend the beginning of the Board meeting during the public participation 
segment but would like to address the Board, please contact the Board Clerk (Cindy Moccio 559-
624-2330) or cmoccio@kaweahhealth.org to make arrangements to address the Board. 

1. Patient Experience Performance Review: Fiscal Year 2021 (July 2020 – June 2021)  – Ed 
Largoza, RN, Director of Patient Experience   

1.1. Rehabilitation 
1.2. Home Health CAHPS 
1.3. Hospice CAHPS 
1.4. In-Center Hemodialysis CAHPS 
1.5. Emergency Department CAHPS 
1.6. Clinician & Group CAHPS 
1.7. Hospital CAHPS (Consumer Assessment of Healthcare Providers and Systems) 

 

2. Patient & Community Experience Strategic Plan  – Ed Largoza, RN, Director of Patient Experience   

2.1. World-class Service 
2.2. Physician Communication – Dr. Steve Carstens, DO, Medical Director of Physician 

Engagement 

2.3. Nursing Communication – Keri Noeske, VP of Nursing 
2.4. Enhancements of Systems and Environment – Luke Schneider, Director of ISS 

Applications 
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Wednesday, June 23, 2021 – Patient Experience  Page 2  of 2 
 
Mike Almos – Zone I   ⃰⃰ Lynn Havard Mirviss – Zone II   ⃰⃰     Garth Gibson  – Zone III   ⃰⃰     David Francis– Zone IV   ⃰⃰    Ambar Rodriguez– Zone V 
    Board Member Vice President                             Secretary/Treasurer                 President                  Board Member  

MISSION:  Health is our Passion.  Excellence is our Focus.  Compassion is our Promise. 

3. Adjourn Closed Meeting – Dave Francis, Committee Chair 

 
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
Delivering experiences that are consistently 
coordinated, effective, and compassionate
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Rehabilitation Performance & Goals: July-June 2021

# OF SURVEYS PERFORMANCE GOAL

74 94.2% (69th) 94.1% (69th)
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Home Health CAHPS Performance & Goals: July-June 2021

# OF SURVEYS PERFORMANCE GOAL

303 87.8% (75th-90th)
[97.3% (>90th) - 8s, 9s & 10s]

91% (90th)
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Hospice CAHPS Performance & Goals: July-June 2021

# OF SURVEYS PERFORMANCE GOAL

134 (Apr-Mar21) 85.8% (50th-75th)
[95.5% (>90th) - 8s, 9s & 10s]

88% (90th)
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In-Center Hemodialysis CAHPS Performance & Goals: July-June 2021

# OF SURVEYS PERFORMANCE GOAL

27 (Oct-Jan21) 85.2% (82nd) 86.7% (90th)
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Emergency Department CAHPS Performance & Goals: July-June 2021

# OF SURVEYS PERFORMANCE GOAL

1799 64.4% (<50th)
[75.5% (>90th) - 8s, 9s & 10s] 

70% (50th)

11/26



Clinician & Group CAHPS Performance & Goals: July-June 2021

# OF SURVEYS PERFORMANCE GOAL

2004 82.8% (<50th)
[93.2% (>90th) - 8s, 9s & 10s] 

84% (50th)

Location % of 9s & 10s

Tulare 95.5%

Woodlake 88.5%

Above Goal
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Clinician & Group CAHPS Locations: Almost There

Location % of 8s,9s
& 10s

Lindsay 95.1%

Location % of 8s,9s
& 10s

KHMG 94.1%

Location % of 8s,9s
& 10s

Exeter 92.8%

Location % of 8s,9s
& 10s

SHWC 92.1%

Location % of 8s,9s
& 10s

Dinuba 92.0%
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METRIC PERFORMANCE GOAL
Overall Rating 74.4% (50th-75th)

[87.9% (>90th) - 8s, 9s & 10s]

76.5% (68th)

Nursing Communication 78.3% (<50th) 82.0% (50th)

Physician Communication 79.1% (<50th) 84.0% (50th)

Hospital CAHPS Performance: July-June 2021, 2324 surveys
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Hospital CAHPS Unit Performance – Above Goal

UNIT % of 9s & 10s

Broderick Pavilion 80.6%

UNIT % of 9s & 10s

2 South 81.0%

UNIT % of 9s & 10s

MB & Labor Delivery 79.1%
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Hospital CAHPS Unit Performance – Almost There

UNIT % of 8s,9s
& 10s

4 Tower 88.6%

UNIT % of 8s,9s
& 10s

2 North 88.2%

UNIT % of 8s,9s
& 10s

4 North 87.4%

UNIT % of 8s,9s
& 10s

3 North 85.9%

UNIT % of 8s,9s
& 10s

4 South 82.7%

UNIT % of 8s,9s
& 10s

3 South 81.5%
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World-Class Service

•

•
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World-Class Service

•
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Medical Director of Physician Engagement

•

•

•

•
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Physician Communication

•

•

•

•
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Nursing Communication
•

•

•
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Communication 
Whiteboards
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Enhancements of Systems & Environment

•

•

•

•

•
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Enhancements of Systems & Environment

•

•

•

•

•

•
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Enhancements of Systems & Environment
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Enhancements of Systems & Environment
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