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Speaking up is HARD! An 
infrastructure can help
Speaking up has been a goal of safety experts 
for 30+ years, yet there are still preventable 
errors that team members and patients observe 
but choose not to report.  Although training is 
important, it is not sufficient to support those 
who want to speak up to address disrespect 
during care.  Consistent feedback is key across 
organizational hierarchy; however, there is fear of 
being received poorly, misinterpreted, or result 
in little change. To cultivate a psychologically-
safe environment of respect and resilience, an 
infrastructure must support the act of speaking 
up that all team members and patients can 
trust.
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Dr. Davidson serves as Faculty at Vanderbilt Health’s 
Center for Patient and Professional Advocacy (CPPA) 
where she leads partnerships across health systems 
to implement professionalism programs addressing 
behaviors that undermine cultures of safety. She has 
extensive experience teaching/mentoring health 
professionals on collaborative communication, 
systems science and program design that supports 
healthy learning organizations. Prior to CPPA, Dr. 
Davidson was Director of the Vanderbilt Program in 
Interprofessional Learning where she led numerous 
collaborations with patient and family advisory 
councils. She is a member of Vanderbilt’s Academy 
of Excellence in Education and holds a PhD in 
psychological science from Vanderbilt University.

Patients Have a Lot to 
Say: What We Know From 
Coding 12,000 Patient 
Comments
Closed-ended questions on patient experience 
surveys can be analyzed quickly and used to 
accelerate improvements and narrow gaps, 
whereas text from open-ended questions 
requires more involved and time-intensive 
analyses to be used. Through analyzing ~12,000 
open-ended comments across several CAHPS 
surveys and different partnerships, our team 
has acquired important evidence about the 
use of comments for making improvements. 
Comments can detect areas in need of 
improvement and both expand and reinforce 
information obtained from closed-ended 
questions. The value of comments is based 
primarily on specificity. Clinicians have the 
capacity to systematically code comments for 
improving care and patient safety.
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Dr. Predmore is a mixed-methods health policy 
researcher at RAND in Boston. His research 
uses survey, interview, and conjoint methods to 
assess patient perspectives on the US health care 
system, including patient attitudes towards new 
technologies, medications, and health system 
improvements. For more than 12 years, he has 
studied how health care systems can use patient 
experience data from various Consumer Assessment 
of Healthcare Providers and Systems (CAHPS) 
surveys to improve the quality of care they deliver. 
These projects have been in collaboration with Dr. 
Denise Quigley, Senior Policy Researcher and Quality 
Improvement Task Lead for RAND’s CAHPS work.



Equity in Motion: Journey 
Mapping for a More Just 
Healthcare System
Healthcare disparities persist, but how can we 
truly understand and address them? Discover 
how Common Spirit Health’s Experience 
Council, a multidisciplinary team including 
patients, is using patient journey mapping 
to uncover and dismantle inequities. We’ll 
share real-world examples: “Isabel,” a Spanish-
speaking patient’s ER, hospital, and home 
health journey, and “Gerry,” a 75-year-old 
African American’s skilled nursing experience. 
Learn how we identify friction points, develop 
solutions, and present recommendations for 
system-wide change. Leave with a framework for 
creating your own equity-focused journey maps 
to transform care.
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Keri Hackendahl is a seasoned patient experience 
expert and thought leader, serving as System 
Vice President of Ambulatory Care Operations 
for Common Spirit Health Patient Experience. 
She provides strategic direction on improvement 
for patient experience across Common Spirit’s 
vast ambulatory network, encompassing over 
5500 providers and 1500+ sites. Keri champions 
transparency, leading the Comment Transparency 
initiative to integrate star ratings and reviews for over 
3500 providers. This includes syndication on Find 
a Doctor, WebMD, Healthgrades, US News & World 
Report, DocSpot, and Vitals. With two decades of 
experience and master’s degrees in Business and 
Leadership, Keri offers a unique perspective on 
driving patient-centered care in today’s evolving 
healthcare landscape. Keri also chairs the CSH 
Experience Council since the inception in 2021.
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Innovation Through the 
NEJM Catalyst Lens: 
Advancing Patient 
Experience
NEJM Catalyst convenes health care executives, 
clinical leaders, and frontline clinicians to 
share innovative, evidence-based solutions 
for transforming care delivery. In this rapid-
fire presentation, Namita Seth Mohta, MD, 
Executive Editor will spotlight how new models, 
technologies, and frameworks—featured across 
Catalyst’s peer-reviewed journal and Insights 
Council—ultimately circle back to strengthen 
patient-centered care and improve the health 
care experience.
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Namita Seth Mohta is a physician executive with 
expertise in health care delivery transformation. 
At NEJM Catalyst Innovations in Care Delivery, 
she serves as Executive Editor with responsibility 
for content strategy and quality and is part of the 
founding leadership team. Most recently, Dr. Mohta 
served as Director of the Serious Illness Care 
Program at Ariadne Labs, a health system innovation 
center at the Brigham and Women’s Hospital and 
Harvard T.H. Chan School of Public Health. She 
was part of the founding Population Health and 
ACO leadership teams as Medical Director, both at 
Partners HealthCare (now Mass General Brigham) 
and the New England Quality Care Alliance (Tufts 
Medical Center). Dr. Mohta has worked with multiple 
digital health start-ups and often consults with 
organizations to provide strategic and technical 
expertise and leadership, currently with Ianacare. 
She practices internal medicine as a hospitalist at 
the Brigham and Women’s Hospital. She is Assistant 
Professor in the Department of Medicine at Harvard 
Medical School and Associate Faculty at Ariadne 
Labs.


