
Warmth and reassurance make patient experience outstanding  

Sometimes as a caregiver you never really know how your patients feel about the work you do. 
Other times they let you know by telling you in a thank you note that shows up in the mail one 
day. 

And then there are those instances when a patient conveys the depth of his appreciation with a 
storyboard-sized thank you he made and hand-delivered.  

Patrick Keep is that patient. Fifty-five-year-old Patrick, a lifelong Kaiser Permanente member 
and mechanic of overhead cranes, had mitral valve surgery here at Sunnyside. 

Going into the day, April 4, Patrick was on edge. “Open heart surgery is a pretty scary deal,” he 
says. 

But it turns out person after person interacted compassionately with Patrick. And because of the 
warmth and reassurance he was shown, his anxiety dissipated. Now, weeks afterward, the whole 
experience amazes him. 

One of the more moving interactions Patrick had was in the OR just before surgery. An 
anesthesiologist told Patrick what to expect in the hours and days ahead. 

“She explained things really well and I calmed down. She was very professional but she showed 
empathy and it felt like I was talking to my sister rather than someone being paid to take care of 
me,” he says. 

After waking up in CV ICU from surgery Patrick says even though he was foggy, he remembers a 
nurse nicknamed “Kip.” 

“He stayed with me through the night. I remember thinking there were two of him because he 
was working so diligently. I couldn’t have been happier with that guy,” Patrick says. 

Patrick spent three days in CV PCU and recalls nurses Michael and Altine. “They did a very good 
job of taking care of me and keeping me comfortable,” he says.  

“When I left Sunday morning, Altine said she wanted to help me get to my car and she actually 
pushed me in my wheelchair,” he says. 

And it wasn’t just the nurses but every last person who entered his room at Sunnyside. “They 
were all very good. The people are very positive. They’re very up. When we walked in to deliver 
the card the energy was the same as when I was there as a patient,” he says. 

Thinking back to where he was pre-op, Patrick says, “You know it can go two ways.” 

“You can be full of pain and have anxiety because you think maybe nobody will care that you’re 
lying there. Or it can go another way, which is being surrounded by people who show they care 
and all you have is the physical effects of the surgery,” he says. 

Patrick says he and his wife Leisa made the giant card as a way to share their immense 
appreciation. 



“You don’t think too much about the job of a nurse, until you are hurting something fierce. And 
the nurses stepped up big time. I have a whole different respect for nurses now,” Patrick says. 

“All my angels fell into place at the same time. That’s the cool thing about it and it says handfuls 
about Kaiser,” he says. 

Patrick has recovered from surgery, no longer has a heart problem and is back at work. 


