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An introduction to 
Experiencia
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Experiencia combines the 

personal touch with the 
power of meaningful real-

time data so you can provide 

a better experience for all 

your patients.
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What is Experiencia?
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A day in the life of a Patient Ambassador

CHECK-IN 

Nurse 
Station 

CHECK-OUT 
Nurse Station

PURPOSEFUL 

PATIENT 
CONVERSATION

CHECK 
EXPERIENCIA

For open service 

recovery

5-10 minute 
conversation

75%

25%

1 2 3

CAPTURE 
Patient 

Perceptions, 
Root Cause, 

Recognition

4

Introductory round for 

new patients –
explain how things 

work

Or follow-up round 

after the patient 
meal/ first few hours

FOLLOW-UP 
with PATIENT

NO FOLLOW-UP

5a

5b

6

2-5 minute 
conversation
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Experiencia platform (capturing patients’ conversations)



View by wards/unit

View by root cause PNS/EIP/FAC (+ / -) View by specific root cause (+ / -)

Experiencia platform (powering teams with real-time data)
Granular, real-time data to make targeted improvements
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View by specific item
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Patient 

Feedback
Analyse patients’ feedback, 
assess trends, requirements 

and needs
Opportunity for 

improvement

Identify and 

evaluate the 

opportunities for 

improvement

Solution and 

outcome
Review potential 

solutions, test, trial 

and implement

Review and 

ameliorate

Converse with 

staff and patients 

to assess impact 

and refine

Opportunities for improvement

Conversations with 

patients have enabled 

the identification of 

opportunities for 

improvement with swift 

resolutions put in place 

to impact patients’ 
experience in the 

moment, as well as lead 

to implement longer 

term solutions
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97%

Perception of 

facilities services 

prior to Experiencia

Perception of 

facilities services 

post Experiencia

0 1 2 3 4 5 6 7 8 9 10 0 1 2 3 4 5 6 7 8 9 10

The average score was 4.96 The average score is now 6.35

75% of clinicians say it has had a positive impact on patients’ experience

3%

Value of the 

Experiencia 

platform

In response to being 

asked of the value of 

capturing feedback from a 

patient to understand 

what really matters to 

them and capturing it in 

Experiencia, 97% 

responded positively

.

25%

Positive impact 

on patients’ 
experience

In response to being asked 

whether the Patient 

Experience Ambassador 

has a positive impact on a 

patient's experience whilst 

in hospital, 75% responded 

positively

.

25%

Improved 

relations with 

facilities services

In response to being asked 

whether the relationship 

between facilities and 

clinical services has 

improved further since the 

introduction of 

Experiencia, 75% 

responded positively

.

75%75%

Nursing and clinical teams’ feedback
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Patients’ stories


