
 

 

Facilitator Version 

  

Open School 

Video Activity: Learning from a Positive Patient Story 

(http://www.ihi.org/education/IHIOpenSchool/resources/Pages/Activities/FromPatientToPatientA

dvocate.aspx)  

Gilbert Salinas, Director of Patient-Centered Care at Rancho Los Amigos National Rehabilitation 

Center in Downey, CA, Fellow at Institute for Healthcare Improvement 

 

Facilitator Instructions 

 Review the learning objectives and description with your group. 

 Watch the video together (5 min 18 sec) 

 As a group, discuss your reaction to the video.  

 

Learning Objectives 

At the end of this activity, you will be able to: 

 Describe the range of emotions a patient can experience after an injury. 

 Explain how different members of a health care team can contribute to a positive patient 

experience. 

 Discuss the role of compassion in health care.  

 

Description 

We hear a lot of horror stories in health care. A middle-aged man sits in a waiting room for four hours 

without getting attention. A medication error harms an elderly woman. A child dies because his 

condition was not properly relayed up a chain of command. 

What about when a patient has a great experience? Why don’t we hear those stories? 

This, in fact, is one of those stories. This is the story of Gilbert Salinas, a patient who was inspired to 

become a patient advocate because of the wonderful care he received almost 20 years ago. It is the 

story of a nurse holding a hand, a physician pulling up a chair, and a therapist helping a paralyzed 

man reclaim a life. It is a story full of positive energy — and lessons for students and health care 

professionals everywhere. 
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Related IHI Open School Online Courses 

 PFC 101: Dignity and Respect 

 PS 103: Teamwork and Communication 

 TA 101: Introduction to Population Health 

 

Key Topics 

Engage patients and families in care, patient- and family-centered care, communication, teamwork. 

 

Facilitator, show the video on this page then lead your group in a discussion, using the questions 

below as a guide. Feel free to adjust these questions and/or add your own.  

Discussion Questions 

1. Have you ever been in the hospital because of an injury or an illness? Did you understand 

everything the clinicians said to you? If not, what hindered your understanding and what 

could have helped you in that situation? 

2. How did Melba, Luis, and Julie all contribute to a better patient experience for Gilbert? 

3. Gilbert believes Melba, Luis, and Julie represent what the face of health care should look like. 

What do you want your health care system to look like? How is your ideal different than what 

you typically see? 

4. Like Gilbert, are you passionate about the work you do? Why or why not? 
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