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The Art of Medicine
The shift to personalised and population medicine Pa ra d igm S h iftS

J A Muir Gray. Lancet 2013;382:200-1

The driver is the patient,
not the doctor

Decisions for the
patient, without
the patient

Effectiveness

From the
patient's
perspective
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What Is Value in Health Care? J
1

Michael E. Porter, Ph.D. NEJM 2010;363:2477-8

Outcomes

Value =
Cost

Value t Safisfaction
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Outcomes that mattered to patients

Clinical status Functional status
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Collecting patients’ feedback

e Surveys

* Open-ended questionnaires.

* Face-to-face or phone interviews.
e Focus groups

e Narrative methodes

e Friends and Family Test.

» Experience-based co-design (EBCD)
e Patient-reported outcome measures (PROMs)

ACTION EFFECT

-

Feeorack srrditile * Touch screen kiosks to collect data online
&Y * Web based comments

e Errors
e Accidents
e Demands

Complaints
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Web based comments

m Ch@'ices Your health, your choices

Patient
www.nhs.uk/Pages/HomePage.aspx

Opinion

Every voice matters

www.patientopinion.org.uk/

iWantGreatCare

The trusted site for healthcare reviews

Ratings and reviews from patients like you
www.iwantgreatcare.org

healthwatCh Your spotlight on health and social care services

www.healthwatch.co.uk/

Witnesses to poor care being denied right to complain

We have found that 1 in 3
hospitals are failing to listen to
concerns raised by visitors,

D r
contractors and other ‘citizen C L I N I C
whistleblowers’.
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Hospital Universitari




trlpadVIsor Read Reviews, Compare Prices, Book your Best Trip E@‘ Reviewv JOIN LOGIN £€v Ev

Hofels v  Flighis Vacafion Renials Restaurants Bestof2016 More v

Q@ Where are you going? Q, What are you looking for?

“A touch of paradise in paradise!”
o O O O O Review by Leng L

all 16,702 reviews of Bora Bora ,

7

Book your best trip, every trip

(e) Hotels () Flights (  Vacation Rentals ( ) Restaurants ( ) Destinations

City or hotel name mm/dd/yyyy mm/dd/yyyy Find hotels
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Yelp Reviews Of Hospital Care Can
Supplement And Inform

Traditional Surveys Of The Patient
Experience Of Care

__The content of Yelp

( narrative reviews)
reflects new areas of
importance to patients
and caregivers.

O Updated review

Health Affairs 2016;34: 697-705

Group Health Cooperative - Capitol
Hill Campus

Pragnesh P. g 3/8/2016

Seattle, WA
¥+ 2friends & 2 check-ins
£ 38 reviews

Extremely caring medical professionals and administrative
staff. They are also current with new medications and
supportive of clinical trials and medical marijuana.
Generally easy to get appointment. Good value for
insurance premium.
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Mean Yelp review ratings correlated with HCAHPS survey overall hospital ratings, 2005-14

Hospitals with 3 or more Yelp reviews

95

9.0
.E
8
‘a
£
% 85,
: N . o o 4
g R g The content of Yelp
E DR X . e narrative reviews
= ¢ ¢ ¢ o flect f
60 . .. reflects new areas o
- s B . importance to patients
¢ and caregivers.
* *
r=05
7.5
1 2 3 4 5
Yelp rating

CLINIC

BARCELONA

Hospital Universitari




How can clinicians use the patient experience?

o Quality (Value) o Service design o Patient empowerment
\/

NH S Inp atl ent SPOTLIGHT: PATIENT CENTRED CARE = |nfo rmfation
Survey 2015 SP::‘IIEILI;SS and staff as codesigners of healthcare . E'ducatlon
332?3?52 you to deliver the highest = Life StYl e

= Shared decision

BMJ 2015;350:97714

“...lack of evaluation of other
approaches makes comparison
difficult”
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The patient...

The most under-

used resource in e
healthcare The most under-

used member of the
healthcare team

Let Patients He//’ /

¢ handbook —
e:‘ai?ents and caregivers

for better caré

A “patient engag

how doctors: nurses,
can partner

Information

Medical record access

“e-Patient Dave“deBronkart
with Dr. Danny Sands

INTRODUCTION BY ERIC J. TOPOL, M.D.

|

Tools

ebaireorisues
———
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January 7th, 2016

e-Fuatrent Dave

A vorce of patient engagemert

Home Courses Schedule Media ForPatients Pt Communities For Providers Videos Boards & Awards Testimonials Books About Contact

It’s time to adopt a good working definition
of empowerment.

By e-Patient Dave

e p e p e \
) . and transform
increasing the those choices

Empowerment capacity of to make : Facti
is individuals and hoi Into ettective
choices... actions and
groups...
outcomes
\ \ Y
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“Collecting data on patient experience is not
enough: they must be used to improve care”

A Coulter. BMJ. 2014,;348:82225

Looking back 8 & = I i
 m' Immediate

Identify opportunities for improvement response
Prioritizing
Define key questions

“..asin the treatment of
postoperative pain”

Systematic

New actions C L Il N I C
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Excellence

Effectivity

Positive
experience

Why an University
Hospital is interested in
the patient experience?

HOW TO BUILD SUPERIOR
PATIENT EXPERIENCE THE

CLEVELAND CLINIC WAY
James Merlino, MD J

Chief Experience Officer of Cleveland Clinic
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Hospital Clinic at a glance

40.964 admissions (2015)
21.017 major surgery procedures BAR
122.668 A & E visits

BARCELONA

BARCELONA
E

BA LONA

LIT MAR

Dual Hospital

Community
Hospital

> 500.000 inhab

High-tech Hospital
> 7M inhab
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Amics del Clinic
PLAENSA

Public educational
activities “Forum
Salut”

XPA at Hospital Clinic

Translation and validation
into Catalan and Spanish

OEa rly

involvement of

patients in
OLearning working groups
process
through
opportunistic
C)We don’t  feedback

from patients
Lung Cancer
Colon Cancer.
Liver Tx
COPD Education
Cardiac failure
Long-term Oxygen Therapy

start from
scratch

Participation

fefel Teo]

picker

INSTITUTE

W

o
Co-design NO‘H\"\S Abou"' MQI '

TR Wikhod the

——> Dyspnea ’

making patients' views count

Picker Institute
Survey

o T— - S

Limiting your
activities
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Patient experience: focus groups

CPAP for sleep disorders Long-term oxygen therapy

.r AN PD M AR - Sociedad Espariola
- CatSalut a3 [ ——— 278 >f *52'::;';"3??&“
o - ‘ : : 5 = Psychological impact R s

. g b

O | ‘r Impact in daily life

Aproximacién a la experiencia del paciente v sus cuidadores en la oxigenoterapia

domiciliaria

Low participation in decision-
making

Xavier Cléries *, Montserrat Soli °. Eusebi Chiner ©. Joan Escarrabill © en nombre del
Grupo Colaborador del Afio SEPAR 2014/2015 del Paciente Crénico y las Terapias

Respiratorias Domiciliarias para la evaluacion de la experiencia del paciente

Good information from nurses
Arch Bronconeumol 2016

Bariatric surgery
-

Psychological aspects

Adapt the educational
programme to surgery time

Continuous subcutaneous

insulin infusion (CSII) Sedation in gastric endoscopy y

Improve educational strategy and CL |' N | C
adapt the pace of learning

Hospital Universitari
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New website design

Information trusted
and “signed”

Translate news

and innovations

in an intelligible
way

The testimony of
patients is helpful
for others

V/ |
£
i
y
i

Practical tools:
Appointment

Questions and
changes,

answers to :
everyday consultation of
problems tests results ..

Foccus group C L Il N I C

May 5t-6t 2015. Hospital Clinic
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— May 15t 2015 Patient Experience and Satisfaction with
Inpatient Service: Development of Short
Form Survey Instrument Measuring the Core
Aspect of Inpatient Experience

Eliza L. Y. Wong'*, Angela Coulter?, Paul Hewitson?, Annie W. L. Cheung', Carrie H.
K.Yam', Siu fai Lui', Wilson W. S. Tam'"®, Eng-kiong Yeoh'

PLOS ONE | DOI:10.1371/journal.pone.0122299 April 10, 2015

General Inpatient Questionnaire  cceo

of the Care Quality Commission plgker
in England making patients’ views count
Hong Kong Inpatient é Short-form Hong Kong Inpatient
Experience Questionnaire ) ) )
(HKIEQ) Experience Questionnaire (SF-HKIEQ)
[ Beginning of 1st. Quarter
“| the process June 2015 Summer2015  Fall 2015 2016
f:3i°cker Translation Retro- Validatiop
m”:””ir Catalan and translation to 875 e-mail
Spanish. English and 113 phone calls ,
Authorization 2 people for discussion of C |_ | N | C
for the each language discrepancies

translation Hospital Universitari




Cross-sectional study to evaluate psychometric

Inclusion criteria Exclusion criteria Total sample
(n=2010)
Age > 18 years LOS < 24h
g Y Gender (Famale/Male %) 44,3% /55,7
Hospital admission A&E visits Age (years) 66 (52-76)
March 10t — April 10t Exitus LOS (days 5 (2-9)
E-mail (n=875) Phone (n=113)
Gender (Famale/Male %) 45,3 % / 54,8% 47,0% / 53,0%
Age (years) 60 (46-70) 68 (57 —78) Older & more
LOS (days) 4 (2-8) 7 (3-13) severe
Average response time (min) 9’ 11" 7' 37"
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Cross-sectional study to evaluate psychometric
properties (ii)

ﬁ % ﬁ Reminder 5 days
Lilmesurvey < after the first mail

= 43.5% of admitted patients gave their e-mail
o Butin some cases, such as patients with hip fracture,
this percentage is 10%

= 80 answers were collected in the first 45’

= 80% of answers were collected in the first 48 h
after each email
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Cross-sectional study to evaluate psychometric
properties (iii)

- - Teléfono
Correo electrénico Correo electrénico
. castellano(n=56)
catalan(n=211)® castellano(n=178) .
Cumplimentadore p=0,01°®
Paciente 148 (70,1) 130 (73,0) 40 (71,4)
Familiar/amigo 32 (15,2) 21(11,8) 16 (28,6) [ caregiver
Ambos 24 (11,4) 20(11,2) 0 plays a role
Ayuda profesional
N 0 0 0
sanitario
Valores perdidos 7 (3,3) 7 (3,9) 0
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Picker Patient Experience Questionnaire
(PPE-15)

Response rate
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Picker Patient Experience Questionnaire
(PPE-15): Reliability

ftem Correo electronico catalan Correo electronico castellano Teléfono castellano
[tem-test® KR supre [tem-test® KR supre [tem-test? KR supr®
2 0,5954 0,8328 0,5873 0,8164 0,5776 0,7630
3 0,3217 0,8468 0,2572 0,8377 0,1347 0,7965
4 0,5771 0,8339 0,6315 0,8137 0,6338 0,7595
5 0,4059 0,8418 0,3517 0,8295 0,1606 0,7961
6 0,5243 0,8368 0,5623 0,8188 0,5260 0,7679
7 0,4745 0,8392 0,5605 0,8198 0,5921 0,7636
8 0,6892 0,8249 0,5913 0,8174 0,5689 0,7642
9 0,6727 0,8267 0,6209 0,8153 0,6682 0,7567
11 0,5707 0,8332 0,4371 0,8247 0,5032 0,7697
12 0,5027 0,8393 0,5589 0,8201 0,5321 0,7669
13 0,5915 0,8315 0,5136 0,8214 0,3539 0,7798
14 0,5653 0,8346 0,5653 0,8199 0,2853 0,7954
15 0,6431 0,8286 0,6358 0,8134 0,4953 0,7719
16 0,5923 0,8319 0,6279 0,8136 0,6936 0,7520 C L I’ N I C
17 0,4972 0,8386 0,4603 0,8254 0,5479 0,7670
18 0,5663 0,8332 0,4869 0,8220 0,6940 0,7581 RS S s
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NHS: Inpatient survey 2015

CareQuality

\Op
a.-?‘ -
Commission ‘@* m
rist

[

NHS Patient Survey Programme

)

2015 adult inpatient
survey

Statistical release

Published June 2016

Independent data analysis

Q0e0

plcker

INSTITUTE

making patients’ views count

NHS Inpatient Survey 2015:

The results show significant
improvements, but the discharge
process is still a problem

Sent by mail
Response rate: 47%
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Some comparative data:
NHS 2015 - Hospital Clinic

NHS 2015 Hospital

Clinic
Overall, did you feel you were treated with 84% 84%

respect and dignity while you were in the
hospital?

When you had important questions to ask a 71% 71%
doctor, did you get answers that you could
understand?

Were you involved as much as you wanted to 60% 66%
be in decisions about your care and
treatment?

Did a member of staff tell you about 41% 37%
medication side effects to watch for when

you went home? CLINIC
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Patient Experience: the challange

How is integrated in a systematic way the evaluation of the patient
experience at the frontline of care?

Quality / Evaluation

-

Hospital Clinic tries to build a Social workers Safety

prototype of the implementation of
the patient's experience with the
participation of all stakeholders tr:ﬁ:‘;g?j&i:g;ﬁ;)

(including patients) in an Institute & continuing
education

Therapeutic
education

Frontline healthcare

professionals Patients involvement
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Patient Experience: the context

Information

Improve
 — Health
Participation T::t:izteiztric -
Outcomes

N EnglJ Med. 2013; 368:201-3

Patient experience
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To take away

The paradigm is VALUE: Outcomes that mattered to patients

The feed-back of the patient is crucial: patient experience

The challenge is to integrate the voice of the patient in the care pathway
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Thank you very much for
your attention

ESCARRABILL@clinic.ub.es

g @jescarrabill
@XPA_BCN
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