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• Patient satisfaction scores were noted to be lower in older adult patients 

compared to younger patients throughout the organization and notably on one 

acute care step-down unit, 2 East  

• Patient satisfaction in nursing communication, global hospital rating, pain 

management, responsiveness of hospital staff, discharge information and 

general nursing were found to decrease with age, with the <64 group most 

satisfied, 65-79 age group less satisfied and the 80+ group even less so.  

• NICHE GRN Model has been shown to improve patient satisfaction 

• UCSD Health is a NICHE Exemplar organization and committed to improving 

experience of patients and providing age-sensitive care 

• The aim of this project was to use the GRN model to educate staff on age-

sensitive care with the goal of increasing older adult patient satisfaction on an 

acute care step down unit 
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SETTING:

• Step-down unit, 2 East, in a tertiary care Medical Health System in Southern 

California

PERFORMANCE IMPROVEMENT MODEL:

• Plan/Do/Study/Act (Shewart, Deming)

Plan:

• Implement GRN model on 2 East 

• Nursing staff encouraged to complete GRN course 

• Staff were supported by leadership, and able to use paid educational leave 

time and received unit recognition once completing the course

• Patient satisfaction scores would be measured again after six month period 

when GRN model implemented on unit and majority of staff (>50%) 

completed GRN course 

• These improvements may indicate increasing staff nursing knowledge in geriatrics through the GRN 

course may improve older adult patient satisfaction 

• In six month period after 50% of unit staff became GRNs, Patient satisfaction for older adult patients 

increased in 12 out of the 13 selected measures .  

• One measurement yielded the same score, four measures increased by greater than 10 points 

• In the first six month post-implementation period, there were no similar increases in patient 

satisfaction for patients <64.  This indicates isolated and targeted improvements for the older adult 

population 

• Due to results, remaining non-GRN staff were encouraged to complete the GRN course after project 

period

• The improvements in patient satisfaction were maintained in a subsequent six month period, 

resulting in sustained satisfaction for 12 months 

• Similar medical surgical telemetry unit adopted model to increase older adult patient satisfaction 

with similar results in improvements in older adult patient satisfaction  
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