
Patient and Family Engagement (PFE) 
Quickinar Series Session 9

The Role of the Hospital Patient and 
Family Engagement Leader

1 PFE = Patient and Family Engagement



CMS Definition of PFE

“Patients and families are partners in defining, 
designing, participating in, and assessing the care 
practices and systems that serve them to assure 
they are respectful of and responsive to individual 
patient preferences, needs, and values. This 
collaborative engagement allows patient values to 
guide all clinical decisions and drives genuine 
transformation in attitudes, behavior, and practice.”

—Centers for Medicare & Medicaid Services (CMS)
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www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-Instruments/QualityInitiativesGenInfo/Downloads/Person-
and-Family-Engagement-Strategy-Summary.pdf

https://www.cms.gov/Medicare/Quality-Initiatives-Patient-Assessment-Instruments/QualityInitiativesGenInfo/Downloads/Person-and-Family-Engagement-Strategy-Summary.pdf


Objectives

• Identify key skillset of a PFE Leader.
• Identify roles and responsibilities of the PFE 

Leader to hospital leadership, staff, patients, 
and care partners.

• Explore how to integrate the PFE Leader role 
into existing positions.

3



CMS Metrics for PFE

4 www.hsag.com/globalassets/hqic/pfemeasureschecklist_v1_508.pdf

http://www.hsag.com/globalassets/hqic/pfemeasureschecklist_v1_508.pdf


What Is a PFE Leader?

CMS Metric 4:
Have a designated PFE leader

• Hospitals have a designated person or persons with 
leadership responsibility and accountability for PFE.

• To be successful, PFE needs to be incorporated into 
hospital operations. 
– Time and resources are necessary for sustainability. 

5 www.hsag.com/globalassets/hqic/pfemeasureschecklist_v1_508.pdf

https://www.hsag.com/globalassets/hqic/pfemeasureschecklist_v1_508.pdf


What Must Be in Place to Meet PFE Metric 4?

• An employee who is responsible for PFE efforts.
– Can be a full-time position or shared with another 

position.

• Hospital staff and clinicians can identify the person 
who is responsible for PFE.
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How to Get Started

• Demonstrate strong 
organizational support for 
PFE with links to the 
organization's goals.

• Develop an organizational strategy.
• Establish funding and a budget for 

staffing, training, and recruitment.
• Create a job description and recruit 

a leader.
• Integrate the PFE Leader into the 

hospital’s culture by involving 
leadership staff from the inception.
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Benefits of Having a PFE Leader

• Helps the hospital improve quality 
and safety of care.
– Gives input and feedback.
– Identifies potential changes.
– Plans and implements changes that matter 

to patients and their care partners.
• Involves working with patients and care partners of all ages and  

ethnicities, across all levels of care.
• Is an important component of patient- and family-centered care. 
• Sends a strong signal to hospital leaders, clinicians, staff, patients, 

care partners, and community members about the hospital’s 
commitment to partnering with patients and families to provide 
high quality, safe care.

8 mmshub.cms.gov/sites/default/files/Guide-PFE-Toolkit.pdf

https://mmshub.cms.gov/sites/default/files/Guide-PFE-Toolkit.pdf


PFE Leader Qualities

• Honest and genuine

• Compassionate, approachable, 
and an engaged listener

• Organized, accountable, and  
follows through

• Positive attitude
• Ability to build trust
• Strong oral and written 

communication skills

• Ability to work independently
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PFE Leader Skills 

• Can identify and proactively 
resolve emerging issues

• Addresses health equity 
barriers

• Ability to champion the voice 
of patients and families

• Develops relationships with 
PFE partners

• Can be clinical or non-clinical
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PFE Leader Responsibilities

• Establish a clear structure for 
meetings

• Build the PFE team with hospital 
staff and PFE advisors with 
specific characteristics related 
to diversity

• Determine term of membership
• Design engaging and effective 

meetings
• Create a safe space
• Develop tools and resources
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PFE Leader Responsibilities (cont.)

• Build relationship with staff

• Set goals

• Provide outcomes

• Lead the delivery, reporting, 
and development of action 
plans

• Work with advisors, clinicians, 
and leaders to improve 
policies and procedures
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Integrating PFE Leadership

• Conduct PFE rounding with the PFE Leader to reinforce the 
importance of his or her engagement and confirm that 
communication and education efforts were successfully 
understood by patients and care partners. 
– Consider preparing a PFAC member to participate on these rounds. 

• Include the PFE Leader in organizational discussions and decisions 
to ensure that his or her valuable insights are heard and 
considered by hospital leadership. 
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Final Thoughts Regarding PFE Leaders

• It is not required to be a dedicated FTE.

• The PFE Leader role can be time-intensive, particularly 
at the onset, with a significant learning curve.

• Possible departments to integrate person or position:
– Patient safety

– Risk management

– Patient experience

– Quality improvement

14 FTE = full-time equivalent



Resources
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mmshub.cms.gov/sites/default/files/Guide-PFE-Toolkit.pdf www.ahrq.gov/sites/default/files/wysiwyg/professionals/syste
ms/hospital/engagingfamilies/strategy1/Strat1_Implement_Hn
dbook_508_v2.pdf

Centers for 
Medicare & 
Medicaid Services (CMS)

Agency for 
Healthcare Research 
and Quality (AHRQ)

https://mmshub.cms.gov/sites/default/files/Guide-PFE-Toolkit.pdf
https://www.ahrq.gov/sites/default/files/wysiwyg/professionals/systems/hospital/engagingfamilies/strategy1/Strat1_Implement_Hndbook_508_v2.pdf


Key Concepts

• To meet Metric #4, hospitals need to have a designated person 
with leadership responsibility and accountability for PFE.

• Some PFE Leader qualities are that he or she 
be honest and genuine, compassionate, 
approachable, organized, accountable, 
and proactive.

• Some PFE Leader responsibilities are 
to build relationship with staff; set goals; 
provide outcomes; and lead the delivery, 
reporting, and development of action plans.

• Include the PFE Leader in organizational 
discussions and decisions so his or her insights are 
considered by top leadership.
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Join Us for the Health Equity Quickinar Series: 
2nd and 4th Thursdays

Recordings, slides, and 
resource links will be 
posted for on-demand 
access after every session. 

17 www.hsag.com/health-equity-quickinars



Join Us for the PFE Quickinar Series: 
1st and 3rd Thursdays

Recordings, slides, and 
resource links are posted 
for on-demand access 
after every session. 

18 www.hsag.com/pfe-quickinars
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Thank you!

hospitalquality@hsag.com 
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This material was prepared by Health Services Advisory Group (HSAG), a Hospital Quality Improvement Contractor (HQIC) under contract with the Centers for Medicare & Medicaid Services 
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