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Housekeeping Details

• Questions?

• Slides and recording of webinar will be sent to all via email

• 1 Learning Credit earned toward Fellows in 
Person-Centered Care credential

www.planetree.org/fellows
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Which best describes why you registered for today’s webinar?
• My organization is currently Planetree Certified and we are looking for ways to uphold our 

commitment to person-centered care.

• My organization is actively working toward Planetree Certification for the first time, but I’m concerned 
that the pandemic will derail our progress.

• I’m looking for a structured approach to resume our person-centered care efforts after putting them 
on pause due to the pandemic.

• I’m looking for examples of promising practices that can be implemented in our current reality.

• I am not at all familiar with Person-Centered Care Certification, but want to learn more!

Poll
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1 Establish that person-centered care and COVID response efforts is not an 
either-or-proposition.

What We’ll Cover

2
Examine practical strategies for anchoring your person-centered care effort 
through structure, standardized practices and practical tools that can be 
sustained during challenging times.

3 Demonstrate how the Person-Centered Care Certification® framework can 
help teams to navigate the evolving healthcare landscape.

4 Demonstrate the versatility of the program to address evolving needs. 
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Planetree International is a not-for-profit organization that partners 
with healthcare organizations across the globe to create cultures of 
person-centered care.

The Planetree approach emphasizes the quality of human interactions 
and caring communication, the importance of connecting personnel to 
the purpose of their work, and practical strategies for engaging 
patients, families and communities as partners in care. 

As a person-centered care advocacy organization, Planetree 
International promotes respect, inclusion and compassion toward all 
who interact with healthcare systems. Our core philosophy of kindness, 
caring and respect seeks to humanize healthcare around the world.
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The essence of person-centered care

• Quality

• Compassion

• Partnership

The right care in the right place at the right time. Care is 
safe and well-coordinated.

Care delivered in a way that addresses not only physical and 
medical needs, but human needs for connection, support 
and understanding.

Care delivered WITH patients and families, not merely for 
or to them.
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Our world has changed. 
The importance of person-centered care has not.
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1 Better Care

2 Better Health

3 Lower Costs

4 Better Culture

Before 
Covid

In the 
aftermath 
of Covid

The aim remains the same
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The evidence is clear. 

National Academy of Medicine Guiding Framework for Patient and Family Engaged Care
nam.edu/pfec

A systemic approach to…

• Involving patients in their 
care

• Emphasizing empathy as a 
core competency for all 
caregivers

• And focusing on 
personhood beyond 
patient-hood

Drives results.
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Today’s Reality May Complicate This 
Equation, But It Doesn’t Negate It.

• Quality

• Compassion

• Partnership

How can we minimize transmission and limit risk while 
building assurance that patients are safe in our care?

And do so while balancing the critical basic human needs for 
connection, support and understanding – especially when 
people are at their most vulnerable?

How do we guard against regressing to a paternalistic “we 
know best” approach and continue engaging patients and 
family caregivers as partners while we are operating in 
“crisis mode”?
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“Humanity and empathy were our foremost reasons to reach those 
numbers.” – Remie Malouf, Executive Manager, Bellevue Medical Center (Lebanon)

“We are faced with an external environment that is extremely difficult to navigate, 
complicated by a shortage of everyday resources we need to function. Each day 
brings with it a new set of conditions to address. But we have our bearings: our 
mission, our core values, and our dedication to patient- and person-centered care 
to guide us.” – Mike Wiltermood, CEO, Enloe Medical Center (USA)

“Page Hospital weathered many difficult days this year and has stood strong                                 
because of our Planetree foundation.” – Melisa Serventi, Associate Director Med/Surg, 
Banner Page Hospital (USA)

“Our organization´s cultural strength of  Person-Centered Care has been one of the 
elements that has supported us in coping with this situation. The teamwork, solidarity, 
empathy and compassion that we have strengthened in these years have been elements on 
which we have developed our resilience.” -- Dr. Henry Gallardo, CEO of Fundación Santa Fe de 
Bogota (Colombia)
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A systematic and operational framework for staying the 
course in person-centered care

A set of evidence- and experience-based standards for excellence in person-centered care.

Download the criteria at 
planetree.org
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Create organizational structures that promote engagement

Implement practices that promote partnership

Use evidence to drive improvement

Know what matters

Connect values, strategies, and action

5 DRIVERS of Excellence in Person-Centered Care
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195 Planetree Certified Sites in 15 Countries
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1. The criteria depict broadly defined goals for the key elements that create a 
culture of person-centered care.

2. The versatility of criteria makes them relevant across settings, cultures and a 
variety of circumstances.

3. The comprehensive approach considers all aspects of care that will impact the 
staff, patient, family and community experience.

4. Lived experience evaluation methodology ensures alignment between 
intentions and real experiences.

5. Builds on a foundation of quality and safety, which is a baseline necessary to 
achieve the superior levels of person-centered care performance expressed in 
the Planetree Certification Program.

A framework that adjusts to changing realities
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Creating an ADAPTIVE Culture of Person-Centered Care

How the organization is set up.
How it operates…

to engage those most acutely impacted by 
organizational practices and policies in identifying and 
responding to the priorities of the moment.

Cohesion between what we do 
and why we do it….

And during times of disruption, finding your bearings in 
a shared mission and a commitment to person-
centered care.

Re-orienting care delivery to 
facilitate the shift from              
patients being passive recipients 
to active participants…

by fully embracing them as members of the care team 
with defined rights and responsibilities and preserving 
opportunities for involvement that maximize the 
benefits of patient and family engagement.

Personalized Care. Partnered 
determination of goals….

and making caring visible in every interaction, whether 
in person or virtual – in a way that meets the needs of 
the individual.

Organizational capacity to create 
measurable change…

and assessing all changes to policy and practice based 
on current factual evidence AND an understanding of 
the impact on the human experience of care.

Connect Values Strategies and 
Actions

Create organizational structures 
that promote engagement

Implement practices that 
promote partnership

Know what matters

Use evidence to drive 
improvement
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Tool You Can Use

https://planetree.org/certification-covid-resource/
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How the organization is set up.
How it operates…

to engage those most acutely impacted by 
organizational practices and policies in identifying and 
responding to the priorities of the moment.

Create organizational 
structures that 
promote engagement

Department/Projects-based Patient 
Advisors Program at Sharp Coronado 
Hospital
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Cohesion between what we do 
and why we do it….

And during times of disruption, finding your bearings in 
a shared mission and a commitment to person-
centered care.

Connect Values 
Strategies and Actions

Create opportunities to 
connect to the WHY

1. Be visible.

2. Lead with the mission.

3. Be real.

4. Share stories.

5. Practice compassion.

Saudi German Hospital 
Dubai CEO participates in 
virtual grand staff meeting

Leaders meeting staff 
where they’re at at
Almoosa Specialist 
Hospital (KSA)
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Re-orienting care delivery to 
facilitate the shift from              
patients being passive recipients 
to active participants…

by fully embracing them as members of the care team 
with defined rights and responsibilities and preserving 
opportunities for involvement that maximize the 
benefits of patient and family engagement.

Implement practices that 
promote partnership

New recommendations offer direction for responsible compassionate family 
presence and participation during and in the aftermath of the pandemic1. In-person visitation by Care 

Partners with Enhanced 

Orientation & Education

2. What Matters to Me? 

Conversations

3. Patient Preference Sheets

4. Virtual Participation in Bedside 

Shift Report
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Personalized Care. Partnered 
determination of goals….

and making caring visible in every interaction, whether 
in person or virtual – in a way that meets the needs of 
the individual.

Know what matters

Fundación Santa Fe de Bogotá, Colombia

HOH (Hard of Hearing) Masks, 
Veterans Healthcare System of the
Ozarks

Commit to Sit
Goal: to create a real connection, especially for patients 
who may be lonely and isolated due to visitation 
restrictions. 

How? Staff commits to sit with each patient for a 
moment of human connection. 

Tools: Green stools easily accessible to bring into 
patient rooms. Patient Preference Sheets posted on 
walls to find points of connection.
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Tools You Can Use

Communicating Optimal Caring in 
Telemedicine 
https://planetree.org/wp-
content/uploads/2020/08/Telemedicine-
COVID-19-Public.pdf

Tips for Communicating Behind the Mask
https://www.nkch.org/assets/documents/pdf
s/communicating-behind-the-mask.pdf

22

https://planetree.org/wp-content/uploads/2020/08/Telemedicine-COVID-19-Public.pdf
https://www.nkch.org/assets/documents/pdfs/communicating-behind-the-mask.pdf
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Being responsive to non-clinical needs

HRHCare, New York

Personalized Care. Partnered 
determination of goals….

and making caring visible in every interaction, whether 
in person or virtual – in a way that meets the needs of 
the individual.

Know what matters
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Hope Huddles

Tranquility Tent

Homework Help Program

Emergency Housing Accommodations

Personalized Care. Partnered 
determination of goals….

and making caring visible in every interaction, whether 
in person or virtual – in a way that meets the needs of 
the individual.

Know what matters
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Organizational capacity to create 
measurable change…

and assessing all changes to policy and practice based 
on current factual evidence AND an understanding of 
the impact on the human experience of care.

Use evidence to 
drive improvement

- Quality of care continuously monitored throughout the health system with 
respect to important demographic characteristics where disparities in care are 
often experienced, e.g. race/ethnicity, gender identity

- Current evidence to identify disparities (census data, CHNA, etc.)

- Experience surveys translated into languages common in your community

- Patient and employee experience data stratified by race, ethnicity, gender, 
sexual orientation and gender identity, etc. to reveal disparities

- Partnerships with patients, families, community health workers and 
community-based organizations to understand & address factors that 
contribute to those disparities.
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EVALUATING PERSON-CENTERED 
EXCELLENCE IN A POST-COVID WORLD
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Sites can provisionally earn 
up to 160 points

Validation can result in:
• 100% of provisional points
• 50% of provisional points
• 0% of provisional points

Application submitted with 
documentation:

Application.planetree.org

Provisional score for each 
criterion calculated based 
on measurable elements

Final score for each 
criterion assessed based 

on lived experience 
validation

Recognition level conferred 
based on final score range 

achieved

Evaluation Methodology

• Bronze Certification (60%-74%)

• Silver Certification (75%-89%)

• Gold Certification (90% or more)
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• Voices of patients/residents, family & staff
• Interactions with leadership team
• Safe spaces for sharing
• Spontaneity
• Ability to validate specific standards

Intent of Lived Experience Validation: To capture the voices of key 
stakeholder groups in order to validate that the lived experiences 
of patients/residents, staff and leaders align with the evidence 
provided in the written application. 

Must-Have Elements:

**A personalized, humanized, demystified process**
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Planetree Certification: A Virtual Reality



© 2020, Planetree International

• Voices of patients/residents, 
family & staff

• Interactions with leadership team
• Safe spaces for sharing
• Spontaneity
• Ability to validate specific 

standards

Intent of Lived Experience Validation: To capture the voices of key 
stakeholder groups in order to validate that the lived experiences 
of patients/residents, staff and leaders align with the evidence 
provided in the written application. 

• Reliable technology
• Pre-planning support and 

testing
• Flexibility (for all involved)

Intent Remains the Same…we’ve added some additional “must 
have elements”

**A personalized, humanized, demystified process**
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Methods for Capturing Lived Experience Evidence Remotely
 Meeting or Focus Group: Site-based participants are co-located in a space equipped with 

videoconferencing capabilities. Certification site visit team participates remotely. Expectation is that all 
participants participate on camera. (Typical duration is 90 minutes)

 Virtual Meeting or Focus Group: All participants log on to the videoconference individually from their 
own device. Expectation is that all participants participate on camera (Typical duration is 90 minutes)

 Video Chat: A personal interview between the Planetree site visit team and a patient/family and/or 
staff member that occurs with video and audio. Video chats could occur with individuals at the point of 
care and/or at their home following discharge. Ideally, all participants will participate on camera, but 
there is flexibility for audio-only phone conversations, as necessary. (Typical duration is 20-30 minutes)

 Virtual Observation: A facility walkthrough with a phone, tablet and/or laptop equipped with both 
video and audio capabilities to share the experience with the remote team. 
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Tools & Resources

• Virtual Certification Visit Readiness 
Assessment Tool

• Site Visit Point of Contact Toolkit Guide

– Including sample schedule, messaging for 
recruitment, etc.

• Technology Checklist

• Available at 
https://planetree.org/certification-virtual-
assessment-coordinator-toolkit/

https://planetree.org/certification-virtual-assessment-coordinator-toolkit/
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Q & A
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