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A triple equation!

Creating an outstanding employee experience A holistic and system-wide

, - patient experience strategy !
Meaningful Strong Positive Health & Growth

Job and values fit Clear goals with stretch Tools, processes and Safety and security in all Open, facilitated job and Mission and purpose
opportunity systems to get work done aspects of work role mobility beyond financial goals
productively

VISION -
LEADERSHIP

Autonomy and agency Regular coaching and Appreciation, recognition, Personal fitness, health, Career growth in multiple Transparency,
feedback and rewards and physical wellbeing paths empathy, and integrity of
support leadership
Agile teams, supportive A focus on management Flexible hours and Psychological and Many forms of learning as Continuous investment in
coworkers development workspace emotional wellbeing and needed people
support

Time to focus, innovate, Transparent, simple Inclusive, diverse, and Family and financial A culture that supports Focus on society, XP VALUE
and recover performance management EEEUEERGREG T RN support learning environment, and
community community FRAMEWORK PROPOSITION

MANAGEMENT
PRINCIPLES

Source: Employee Experience: The Definitive Guide, © Josh Bersin Research, April 2021
— — — — — — — -
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Activate the drivers of engagement!

COLLECTIVE
THE REASONS INTELLIGENCE

INNOVATION
- RESEARCH

-+
XP STORYTELLING

MAKE ME PROUD OF MY WORK !

ABILITY - MAXIMIZE THE WILL

CONDITIONS TO ACT TO ENGAGE

E 8 PATIENT EXPERIENCE
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== CONTEXT . | @ge » NEEDS o
. oy oty * To be in better shape to fully enjoy time with [

- 30 years old — one child Lo “{/ her daughter !

» Nurse in 4 different nursing homes i E (S + To feel that caregiving is a way of honoring E

. ! lives .

_____________________________________________________________________________________________

PERSONAL TRAITS GOALS |
» Outgoing and team-oriented Lot  To find a job driven by a sense of care !
* Positive and creative Lo and solidarity with colleagues !

___________________________________________

: INTERESTS

i * Running - Musicals i
FRUSTRATIONS

¢ + Understaffing: rushed care / lack of managerial support in facing challenges
» Lack of stimulating daily activities, no opportunities for growth
« Emotional fatigue (residents’ suffering and anxiety + end-of-life care
| management)
 Ethical dilemmas regarding the means available to provide care .

_______________________________________________________________________
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Sofia in her new role 1/2

VALUES - LEADERSHIP

1
1
1
1
» Clearly stated corporate values and commitments '
|
1
1

E O + Certification for high-quality care
! * “Humanitude” label

* “Integrative Health” label y

PATIENT CENTERED-CARE : Meaning, dignity, personalization

@ * Handovers focused on the details that make a difference
“Rituals” during care moments (narrative, sensory, well-being)

' AME Er(;_atctive approach: anticipating residents’ needs and adapting to their preferences /

' ‘y abits

: + Stimulating practice of developing personalized life projects

| . Warm communication with families deeply human end-of-life rituals ,
L

e =

PROFESSIONAL DEVELOPMENT

! 1
! 1
! 1
! |
! 1
1 1
! 1
: aromatherapy protocols, non-pharmacological therapies X
: * Humanitude label representative '
! 1
! ’
1

@) » Training access: resident life journal maintenance,
+ Participates in the company choir with an end-of-year concert
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Sofia in her new role 2/2

XP FRAMEWORK AND USER INSIGHTS she is discovering

+ Use of narrative feedback to address emotional needs
+ Informal team discussions on VUE (Express User Voice) feedback, tracking ideas and

complaints

o\ N * Monthly wall display featuring praise and quality experience indicators L

a L ~ Short video-clips -on-patient-experience with-employee-testimonials - - - - - - - - - oo ___ .
\ ’-z 1 b it R e L LD e LT '
NN CONTRIBUTION TO INNOVATION PRACTICES FOR THE PAST 6 :
MONTHS |
 Participates in the deployment of vibro-acoustic devices (vibrating vests, sensory capsules) ,,'

-------------- that-transform-musicinto-haptic-sensations------------------------------------------~

o) CONTRIBUTION TO CONTINOUS IMPROVEMENT

* Engaged in end-of-life rituals and therapeutic garden activities; facilitates the life !

project wall !

* Volunteers on weekends as part of the support and backupteam !

e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e R e e e e e e e e e e e M e e e e e e e e e e e e e e e e

____________________________________________________________________________________________

MANAGEMENT PRINCIPLES : Well-being, Initiative, and Autonomy

» Daily managerial rounds focused on team support

* Weekly incentives: relational idea box and benchmarking

* Regular communication on outcomes, financial costs, and new resident projects

» Shared moments of conviviality between residents and healthcare professionals

» Each caregiver carries out at least one “care ritual” mission (musical bathing, massages,
aromatherapy, storytelling, etc.) L’

e = e = e e e e e e e mm e e e e Em e mm m mm m mm e Em M o mm e e e e M e M e M e mm e e e M e e e M M e e e e e M m e e e m e m e e e e e e e e e e

(

4| SHARED ) . 3 I

E- PATIENT EXPERIENCE SPX International Colloquium 2025 — 6th Edition in Luxembourg .’ ‘ Fondation 7
HOPALE



CONTEXT
% « 48 years old — father of two boys

j « Physiotherapist with a single employer | ! NEEDS
b

+ His personal life is fulfilling, but he

He describes himself as “a guide, a .
seeks professional growth

motivator, and a craftsman of

resilience.” Re 7
PERSONAL TRAITS |
* Energetic, driven by challenge, and ! E GOALS !
< motivated by making an impact ! ! » Leverage his full experience and |
» Passionate about teaching and ! ! expertise |
knowledge sharing ! ! .
________________________________________ ’ L o e e e e e e e e e e e e 2!

L INTERESTS i

2 K N , .

! . « Swimming and yoga instructor through a .

L [EE) ir . o I

' ° community association X

| « Enjoys reading science fiction and staying up to date |

! with technological trends o

FRUSTRATIONS

» No access to training due to seniority; isolated practice versus multidisciplinary

+ Organizational constraints: understaffing, bureaucratization of care (filling out
assessments, reports, handovers, schedules), insufficient time for patient care

* Low compensation compared to private practice, stagnation

+ Outdated technical facilities and no clear strategy for innovation s

e e e e e e e e e e e e mm e e e e e e e e Em e e e e e mm e e e M M e e e e M M e e e e M e e e e e e e e e e e e e e e
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Alex in his new job 1/2

_________________________________________________________________________

MISSION - LEADERSHIP

1
1
v Corporate objectives known to all: stand out through quality! |
{}Qﬁ v/ Become undisputed experts in comprehensive and personalized care E
v/ Provide attentive support throughout treatment and the return home !
v/ Aim for the highest level of certification !
v/ Track health outcomes to drive continuous improvement !

v’ Offer a stimulating employee experience .

PATIENT CENTERED-CARE: well-being, autonomy, and tailored care

: @ » Multidisciplinary practices and digital patient records

: » Emotional and physical monitoring through a shared logbook (challenges, feelings, progress,
BIEE setbacks, achievements, and associated rituals)

: » Alife-recovery project rather than rehabilitation: jointly defined, evolving, and measurable goals
| » Continuity beyond hospitalization: online video platform, phone support line, and coaching

i + A“take-away” video library for self-rehabilitation

@) DRIVING PROACTIVE SERVICE BEHAVIOR
! » Encouraging reflection on pre and post-discharge support !
' (coaching, lifestyle habits, prevention of functional decline, !
X emotional support, etc.) ,,'
PATIENT EXPERIENCE SPX International Colloquium 2025 — 6th Edition in Luxembourg (9 Fondation 9
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PATIENT EXPERIENCE

Alex in his new job 2/2

o XP FRAMEWORK AND USER INSIGHTS he is discovering

XP Champion (mentor for service-oriented attitudes)

PREMS and 3 XP improvement initiatives within the department this quarter
Recruitment of patient partners

Dialogue circles / XP cafés

e o o e e o e e e e e e e e e e e e e e e e e e e e e e e e e e e e M e e e e e Ee e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e

PROFESSIONAL OPPORTUNITIES

+ Job Description & Objective Review — Focus on Initiative and Relational Attitudes

« Actively participates in XP workshops

» Serves as physiotherapy referent: leads back pain education and manages international patient care
+ Demonstrates initiative and strong interpersonal skills in daily practice

+ Engages in numerous scientific meetings, open house events, and city—hospital liaison committees

CONTRIBUTION TO INNOVATION

» Lead for the deployment of tele-rehabilitation and yoga programs (for both patients and staff)
» Contributes to the development of an adapted sports pathway for individuals with disabilities

____________________________________________________________________________________________

MANAGEMENT PRINCIPLES: Supportiveness, interdisciplinarity,

drive to take initiative
» Multidisciplinary meetings, co-design of coordinated care pathways supported
by digital patient records (DPI)
* Participatory innovation framework, encouragement of research and Learning expeditions abroad

SPX International Colloquium 2025 — 6th Edition in Luxembourg
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