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Our Approach
At Spencer + Company we believe in patient and family-centered design. We take a holistic, evidencebased approach to the spaces we transform. Natural light and access to nature are critical for patient
recovery. Studies have shown that patients who experience nature during their recovery, require less pain
medication, have fewer post-surgical complications and ultimately recover more quickly. 1
Safe-design is also integrated into all of our environments. The finishes we select are integral to the
facility and keeping the space clean and infection-free. While the finishes need to be safe, they should
also be soothing. Through our color mastery, we create welcoming spaces leveraging color to calm the
senses, relax the patient and ultimately reduce their stress.
Additionally, we strive to create a positive experience for family, friends and the staff. The spaces they
utilize should have an inviting feel and provide them with comfort and movement. We understand there
are many tasks they may perform during their visit, therefore we invite choice and control within the
space. Family members and staff should be able to work, lounge or discuss matters privately within the
space.
We continue to stay at the forefront of research and trends, understanding the impact new findings have
on the patient. Our listen-first approach allows us to gain an in-depth understanding of our clients’ needs
and create clearly-defined goals, keeping the patient as our priority throughout our design process.
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Let’s Begin
We will walk you through our approach to Healthcare design by following patient,
family and administrative areas in a medical facility.
In these pages, we invite you to explore the many ways Spencer + Comany can help
make the most of every inch of your available footprint. Drawing on research, industry
best practices, and insights gained through experience, we’ll work with you to create
spaces that blend high-tech with high-touch, and support everyone from board
members to newborns. You’ll see how decisions about your physical space can support
clinicians and staff to perform at their best, while welcoming patients and families in an
environment where they feel valued, optimistic, and well cared for.
Our passion is helping you manage the complexity of your needs and providing
solutions that effectively respond to them.
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Zone 1
Reception and Main Lobby
First Impressions. The lobby offers an immediate
opportunity to create a welcoming environment
that put patients and visitors at ease, as this first
encounter sets the stage for the entire experience.
The registration area should allow the patient
privacy as they check-in and should be an
organized and efficient space for the caregiver.

31

Zone 2
Exam Room
The Exam room has evolved into a space that builds trust and confidence. It’s
important to foster communication and collaboration between clinicians, patients,
and family members while maximizing space and privacy and to accommodate the
changing needs of technology. Creating a flexible space that adapts between exam and
consultative activities without compromising patient safety and wellness is key.
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Zone 3
Patient Room
Today’s model is built on doctor-patient-family
member collaboration—this is how doctors want to
partner with their patients.
Patient rooms that convey comfort, wellness and
security help to create a more relaxed experience
for all users. Space and comfort for the family is
vital to the healing process as well. Studies have
revealed that patients that have more interaction
with friends and family are able to heal faster.
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Zone 4
Nurses Station
Nurses areas should be organized and allow the caregiver to work comfortably and
efficiently. A majority of their time is spent interacting with family members and
other clinicians. The space should support the different types of collaboration and
conversation. A blend of seated to standing-height worksurfaces is ideal for these areas.
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Zone 5
Family Waiting | Sub Waiting
These areas are a significant opportunity for
improving the healthcare experience. A residential
feel in waiting areas helps loved ones unwind as
they wait. By providing more choices and allowing
range of areas to work, read or have a private
conversation are important in creating a space
where family members can relax and feel at home.
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Zone 6
Consultation
Our goal is to help the patient navigate the best possible route towards wellness and
a better life. Creating spaces that help support the relationship between patients and
caregiver allow both sides to build trust.
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Zone 7
Break + Lounge
More than Coffee. Taking inspiration from
communal spaces in the workplace, lounges
can become a space for collaboration and be an
essential part of the healthcare workplace, be the
buzzing hub of the hospital. Where staff share
ideas, information, and issues , stay up on the
latest practices, bond with their peers—ultimately
resulting in better, more efficient care.
Practically speaking, medical professionals need
space where they can make private phone calls,
or have one-on-one conversations. Shifts can be
long and stressful, so the lounge needs to also be a
space for decompression and contemplation.
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Zone 8
Administration
Behind the scenes. Your administrative staff are who keep your organization
running smoothly. Private offices, meeting rooms, training areas, and individual
workstations are addressed with the same thoughtful planning as patient spaces.
Supporting the ergonomic requirements of your staff needs while establishing a
cohesive look throughout your facility.
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Focus on Improving Experiences
for Patients, Families,
and Clinicians
Patient
• Comfort, care, recovery

Family and Guests
• Comfort, presence

Clinicians
• Attraction and retention
• Productivity and comfort
• Compliance with Healthier Hospital Initiative
• Designed to enhance patient satisfaction and
well-being
• HCAHPS score consideration for patient and
family comfort
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What is the Healthier Hospitals Initiative?
The Healthier Hospitals program is a call-to-action for an entire industry. It is an
invitation for health care organizations across the country to join the shift to a more
sustainable business model, and a challenge for them to address the health and
environmental impacts of their sector.

Healthy Interiors Challenge
Ensures that 30 percent of the annual volume of freestanding furniture and medical
furnishings eliminate the intentional use of several potentially toxic materials.
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Hospital Consumer Assessment of Healthcare Providers
HCAHPS Scores:
Patient Outcome, Clinician Satisfaction, and Revenue Impact
Through the Hospital Consumer Assessment of Healthcare Providers and Systems
survey, patients rate their inpatient stay in 27 categories, ranging from communication
with doctors and nurses to pain management to facility cleanliness and quietness.

Process
An Engaged
Caregiver

People
Systematic
Approach for
Quality

Place
A Satisfactory
Envoirnment

Based in part on these scores, hospitals can either lose or gain up to 1.5% of their
Medicare payments in fiscal year 2015. pain management to facility cleanliness and
quietness.
With a growing amount of revenue at stake, a patient centric solutions that can assist
hospital for collaborative strategies to improve the patient experience and boost their
HCAHPS scores.

The HCAHPS (Hospital Consumer Assessment of Healthcare Providers and Systems)
survey asks patients to rate their experiences with respect to various healthcare
delivery systems. These ratings are shared with the public, potentially affect a
hospital’s reputation, and will be used in calculating value-based purchasing
payments going forward.
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Healthcare Partners
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14

Healthcare Clients
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