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Introduction 

The Patient & Family Advisory Council (PFAC) at Holton Community Hospital (HCH), known as the 
Patient and Family Voice, has provided an annual report every year since its inception in 2016. PFAC 
continues to serve as a vital bridge between patients, families, and healthcare providers. 
Throughout 2024, PFAC remained dedicated to enhancing patient experience, improving 
communication, and contributing valuable feedback to hospital initiatives. This report summarizes 
key discussions, initiatives, and contributions made by PFAC over the past year.  

Mission Statement 

• To integrate the patient perspective into every aspect of the patient experience. 

• To provide an avenue for the voice of the patient to be heard through staff education on 
patient/family issues. 

• To promote a culture and work in partnership with HCH to develop and deliver the safest 
and highest quality care and service to patients and their families. 

 

 

Key Initiatives & Discussions 

Enhancing Communication & Patient Education 

• Event Codes in Plain Language (Jan & Feb 2024): Explored the idea of using plain language 
instead of coded announcements for emergencies. PFAs researched hospitals’ best 
practices and provided feedback to leadership. 

• Instructional Handout for New Employees (March 2024): Provided recommendations to 
improve clarity in downloading the employee app. Edits were shared with IT.  

• Google Review Handout (April 2024): Reviewed and suggested edits to enhance the 
hospital’s Google Review handout for patient education. 

• Price Transparency Website Tool (Sept 2024): Reviewed the hospital’s price transparency 
tool and provided feedback to ensure ease of use for patients. 

• Medicare Advantage Education (Oct 2024): Discussed how to effectively educate the 
community about Medicare enrollment options, leading to considerations for 2025 
community sessions. 

Facility & Wayfinding Improvements 

• Business Office Wayfinding (June 2024): Recommended installing ceiling-mounted 
directional signs for improved navigation. Foam board signs were installed in July 2024. 
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• Wheelchair Signage (July 2024): Recommended improved signage, incorporating the 
International Symbol for Access, to help locate wheelchair storage. Shared with 
Registration team. 

• Emergency Department Signage (Aug 2024): Addressed PFA questions and provided 
patient-centered feedback to Registration. 

Marketing & Community Outreach 

• FY2025 Marketing Plan Goals (Feb 2024): Engaged in discussions and provided feedback 
on the hospital’s marketing plan for the upcoming fiscal year.  

• Surgery Billboard (April 2024): Reviewed two billboard design options and offered 
feedback for the final selection. 

• Medical Magazine Concept (June & Aug 2024): Supported the concept of consolidating 
hospital brochures into a single publication. Reviewed and edited the final rough draft.  

• Billboard - Emergency Care (Sept 2024): Provided patient perspective on two proposed 
emergency care billboards. Feedback was incorporated into the final design.  

• Medical Minute Preview (Oct 2024): Reviewed a video project titled "A Day in the Life of a 
Social Worker" and recommended using it at career fairs with a QR code for accessibility. 

Patient Experience & Satisfaction 

• Review of Patient Satisfaction Scores (March 2024): Discussed methods to improve 
patient interactions, emphasizing warm introductions and leader rounding in Family 
Medicine Clinics, ED, and inpatient units. 

• CHNA - Community Health Needs Assessment Prep (July 2024): Provided 
recommendations for promoting the CHNA survey via signage, QR codes, and in-person 
outreach. Shared insights with Business Office leadership. 

Hospital Programs & Services 

• Grief Coaching (April 2024): Received a presentation on HCH’s Grief Coaching program 
and distributed informational brochures to PFAs. 

• Rural Health Clinic Annual Review (July 2024): Reviewed an annual report on clinic 
policies, quality projects, and patient volumes. PFA Co-Chair signed off as a community 
representative. 

• SDoH Patient Questionnaire (Aug 2024): Discussed patient perspectives on the new social 
determinants of health screening process in the inpatient unit.  

• Community Conversations (Sept 2024): Attended a presentation by the CEO on the 
hospital’s status, which will be shared with local government agencies. 

• SLS Program Presentation (Dec 2024): Learned about the Senior Life Solutions program, a 
mental health service for older adults. PFAs had the opportunity to ask questions and gain a 
better understanding of the program. 
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• CVS Patient Letter Review (Dec 2024): Reviewed and enhanced a patient outreach letter 
regarding scheduling for CardioVascular Services. Provided an improved version to hospital 
staff. 

 

2024 PFAC Membership 

• Mallory Jacobs, PFA, Co-Chair 

• Cody Utz, Co-Chair, HCH Quality Director 

• Roger Stockman, HCH Marketing Manager 

• Mark Aeschliman, PFA, HCH Board of Director Rep 

• Nicole Meerpohl, PFA 

• Dennis Mulroy, PFA 

• Gregg Watkins, PFA 

• Theresa Watkins, PFA 

• Janice Aeschliman, PFA (joined in 2024) 

• Billie McClure, PFA (joined in 2024) 

• Nicole McReeves, PFA (joined in 2024) 

• Carrie Lutz, HCH Chief Executive Officer (steering committee) 

• Nicole Wilson, HCH Home Health & Hospice Director (steering committee) 

 

2024 PFAC Goals & Achievements 

At the beginning of the year, PFAC set three primary goals, which guided discussions and initiatives 
throughout 2024: 

1. Enhance Patient Communication & Education: Successfully contributed to instructional 
handouts, marketing materials, and price transparency efforts. 

2. Improve Hospital Navigation & Accessibility: Recommended and saw implementation of 
wayfinding signage for better patient and visitor experiences. 

3. Support Community Engagement & Awareness: Provided input on marketing strategies, 
health education initiatives, and public outreach efforts. 

 

Conclusion & Looking Ahead 

PFAC had a productive year in 2024, providing valuable patient and family perspectives to hospital 
leadership, influencing key initiatives, and contributing to improved patient care experiences. 
Looking forward, PFAC will continue to advocate for patient-centered improvements, expand 
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community outreach efforts, and support new hospital initiatives aimed at enhancing healthcare 
access and quality. 

Thank you to all PFAC members, hospital staff, and leadership for their dedication to fostering a 
collaborative and patient-focused environment at Holton Community Hospital. 

 

Prepared by: 
Holton Community Hospital Patient & Family Advisory Council 
February 2025 

 


