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Today’s Learning Objectives

After this session, participants will be able to:

« Understand how patient and family engagement,
PFE, is a essential to good outcomes

« |dentify strategies that can be used to increase
patients’ engagement in care settings

* Understand and use tools that assess patient
engagement
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What is Patient and Family Engagement?
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CMS’ Definition of Person & Family Engagement

“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
a responsive to individual preferences, needs and
values. This collaborative engagement allows the
iIndividual’s values to guide all clinical decisions and
drives genuine transformation in attitudes, behaviors and
practice
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American Institutes for Research
PFE Framework

A Multidimensional Framework for Patient and Family Engagement in Health
and Health Care

Continuum of engagement

Levals of Partnership and
engagement Consultation Invalvement shared leadership
decisions are

The full framework is outlined in Carman, et al., “Patient and Family Engagement: A Framewaork for Understanding

the Elements and Developing Policies and Interventions,” AHea/th Affairs, Vol. 32, No.2 (February 2013)



http://content.healthaffairs.org/content/32/2/223.full?ijkey=l1hLSyryzxDmY&keytype=ref&siteid=healthaff
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What Does PFE Look Like in a Practice?




Old Way

Well-trained clinicians
Evidence-based care

Chronic disease was a smaller
proportion of patients

Patients followed advice or were
“non-compliant” or
“nonadherent”
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[ Optimal patient care ]
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Rx For The ‘Blockbuster Drug’ Of Patient
Engagement

Susan Dentzer

PUBLISHED: FEBRUARY 2013 GFree Access hittps:ifdod org 101377 hithaff 2013.0037

= SECTIONS [4] VIEW ARTICLE () PERMISSIONS

TOPICS

PATIENT ENGAGEMENT | OUTCOMES RESEARCH | SHARED DECISION MAKING

Even in an age of hype, calling something "the blockbuster drug of the
century” grabs our attention. In this case, the “drug” is actually a concept—
patient activation and engagement—that should have formed the heart of
health care all along.
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How will patient
engagement help my

practice?
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Tools for PFE Change
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Patient-Centered Communication

* Nothing about me without me
« What Matters to You? (Not what's the matter with you)
» Expectation of co-creation of shared care plan

Evidence of improved clinical outcomes, improved joy in
work, improved patient experience, lower cost and
utilization

11
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Tools

« Nonverbal and verbal clues
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Motivational Interviewing

« Co-create an agenda

 Elicit values and
preferences

 Frame changes from the
lens of what is important

e Support change process
over time

e Support “change talk”

13
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Shared Decision Making

-ﬂﬁ LS, Department of Health & Human Serdices Home About Us Carcors Contact Us Cspafiol Facy B Cmall Updates
——'HH Agency for Healthcare Research and Guality Q.
r— Aclvancing Freallenos in Health Care

Topics Programs Research Data Toaols Funding 8 Grants Mews About

Hoire ProsgfArms Fducation & Training Curricuiluim Towols Sharad Decision Making Toolkit

Clinkdans & Providars

= Continuing Education

= Currlcuilum Taolks

= Diabetes Planred Visit
MNotabook

= dAddvancing Pharmacy Heallh
Literacy Practices Through
Duality Improvement

= Chromnic Care Model
= CLABS Toolks
= CUSP Toolkit

= Shared Decision Making

Hospitals & Health Systams

Prevenbon & Chroms Care

Dualhily & Falienl Salely

f Jw )=+
The SHARE Approach—Essential

Steps of Shared Decisionmaking: ALTERNATE FORMATS

Quick Reference Guide
=--L|PDF'.'c~r':|ch'1 3.54 ME
workshop Curriculum: Tool 1

Cowver Mote: The SHARE Approach is a 1-day training program developed by the Agency for
Healthcare Research and Quality (AHRO) to help health care professionals work with patients to
make the best possible health care decsions. It supports shared decsionmaking through the use ot
patient-centered outcomes research (PCOR)

what is shared decisionmaking?

Shared decislonmaking ooours when a health care provider and a patlent work together to make a healtth care declslon
that i3 best tor the patient. The optimal decmon takes into account evidence-based intormation about avalable
aptions, the provider's knowledge and exparience, and The patient's values and prefarances

The SHARE Approcach—

The SHARE Approach presents a five-step process tor shared decisionmaking that includes explornng and companng the
Banafits, harims, and risks of @ach option through meaningTul dialegue abaul Wwhat Mmatters mMost 1o the patiant.

This approach will help you and your paticonts use evidence based iInformation while working together to make the
best possible treatment docisions.

Step 1° Seak your patient's parmicipation

Stap 3 Help your patlent explore and comparns treatmeant optlons
Step 3- Assess your patlent’s values and prefersnoes

Slepe 4. Reach o dedsion wilh your palient,

Stap 5 Evaluate your patient's decision
ATew words about communilcating with pausnus..

A= you know, patients attending a medical appointment appreciate a meaningtul discussion that takes full advantage 14
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Patient and Family Engagement Advisory
Committees

15
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University of Chicago Heart & Vascular Cente'hl'"
Patient & Family Partnership Council

ALTH HLEREYICE
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Traditional Ways to Engage Patients

« Leadership and Story Telling
« Patient and Family Advisory Council
» Feedback Loop for New Ideas and Innovation

 Clinical Quality and Safety Committees
(Readmissions, Hand Hygiene, etc.

« Simulation Training
« Coaching

17
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Access and Measure PFE

If you can't
MEASURE it
you can't MANAGE it.

18
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Levels of Engagement

Disengaged and
overwhelmed

Individuals are passive
and lack confidence.
Knowledge is low,
goal-orientation is
weak, and adherence is
poor. Their perspective:
"My doctor is in charge
of my health. "

©2018 Insignia Health. Patient Activation Measure® (PAM®) Survey Levels. All rights reserved.

Becoming aware, but
still struggling

Individuals have some
knowledge, but large
gaps remain. They
believe health is largely
out of their control, but
can set simple goals.
Their perspective: ‘|
could be doing more.”

Taking action

Individuals have the key
facts and are building
self-management skills.
They strive for best
practice behaviors, and
are goal-oriented. Their
perspective: “I'm part of
my health care team.”

FHOLAR HEALTH SLEVICL

Maintaining behaviors
and pushing further

Individuals have adopted
new behaviors, but may
struggle in times of
stress or change.
Maintaining a healthy
lifestyle is a key focus.
Their perspective: “I'm
my own advocate.”

19



DD,

FHOLAR HEALTH SLEVICL

Wasson — How’s Your Health

www.howsyourhealth.org

Whenever You Think About
Your Health and Health Care
Ask Yourself These Questions

Health
confidence

How confident are you

Front dESk that you can control

and manage most of

iPad kiosk check in your health problems?
MA

Nurse

Physician or provider
Community Health worker
Health coach

o s B e
w

If your rating
is less than “7,°

what would it
take to increase
your score?

20
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IHS Survey Slide

L - J ]
IHS Patient Experience of Care Survey e

Thank you for voluntarily participating in the Indian Health Service Patient Experience of Care Survey.

From your perspective as a patient, we ask you to answer questions that will help our Quality Improvemant
Team understand how we can improve our service to you and others who come to our dinic.,

The survey takes only a few minutes. Please sabact the answer that best descoribes your experience with the
care you received today, We weliome your comments and suggestions about how we can provide better care,
Your responses and partidpation are kept confidential and will not be connected to you. If you have
quastions or need assistanca, just ask — our staff is ready to help you.

i o e B A o i S iy o i i S ol A e i B i B i e b

1. An appointment was available when | needed it 2. When I arrived for my visit, | did not have to wait too lomg

© strongly Agree : 1o b seen by my provider.
O hgree i O Stongly Agree
O Meual : O Age
O Disgree L
O Strongly Disagree Gmww
! Please comement:

|4 1 have trust in the clinic staff,

O stongly Agree | O strongly Agree

O hgee L O Age

O MNeumal L O Noual

O Disagree | O Disagres

© Smongly Disagros i O strongly Dsagres 21
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Transformation with PFE
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What is your Current Rung of Engagement?

LADDER OF ENGAGMENT

* |Inform: we communicate with our patients to let them know
about our practice

« Consult: we listen to our patient’s concerns and suggestions

* Involve: we consider patient’s concerns and suggestions
when we make decisions about our practice

« Collaborate: we value patient input and include it
systematically when we make decisions about our practice

5P

Adapted from IAP2

FUTAR HLALTH SLEY

23
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Healthcare Research & Education Trust (HRET)

A\
\
N
? Person and Family Engagement Framework

Framework for Engaging Health Care Users

Individual Health Care Team Organization Community
Increaze che shillz, Encourage
Ex d the fo
knowledpe and Fromote shared parcnerzhaps and g dtm:'-'1
underttanding of under standng of ntegrate the h |
patents and ex P CTALONS patient and famaly . ;'tmt
farmabes about among pabents perspectwe Into & ‘F:qu::-: -
what to expect and providers all azpects of t-r\.'.alrn'-'t -
when recemving when seeking care hosperal cu; R
care OpEraGont ad
Prior Experience Emergency Department Patient-Centered Health P!!Ii Healt}
Knowledge Clinic Home (PCHH) e
Skills BExam Room
: H Accountable Care Community
Attitudes Organization (ACO) Caalitions

Information Sharing... Shared Decision Making... Self-Management

Source: AHA COR. 2013.
24
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Results: Outcomes Measures

Quantitative Analysis

Ovuicome Hospital | Lowest | Middle Highest
Measures Count Performers | Performers | Performers A negative
Falls® 79

+0.09 -0.24 -0.40 correlation
- indicates that the
SSI Hip and Knee™ 59 +0.25 -0.15 +0.09 implementation,
= the lower the
Sepsis 90 +0.12 +0.30 +0.11 Olitctmes
latrogenic 75 +0.01 +0.19 +0.30 measure (rate of
Delirium™ adverse or
Ventilator- 67 +0.17 +0.43 -0.04 harmful events).

Associated Events™
*Study Variables **Confrol Variables

Vizient Presentation | 2018 | Confidentiol
Informniation, do not copy or distribute 25
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PFE Transformation Story with Renza Scibilia

Click here to watch a patient
centered approach to treating
diabetes.

26
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What's on Your Mind?

Please chat in!

We've been talking today about what patient engagement
IS, what it looks like in a practice setting and tools to
measure it.

« What questions do you have around PFE?

« What examples can you share from your own
experience?

27
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Thank you!

This concludes the Let’'s Talk Patient and Family
Engagement Webinar.

To access webinars log onto the Quality Portal:
1. Choose Resources in the left-hand navigation
2. Select Training as the category

3. Click on the search button

IHS Home Improving Patient Care [IPC) Quality Portal Resources i
Quality Portal Resources ~
My Account In the Resources section of the site, you can search for documents, audio and video r'
submit policy and best practice information to share and browse the most recently upl!
Resources 1 l
Member Directory Search
Events g
Title/Description: )

Community Exchange

Category: Training v | e r

Type: Audio Document
Website URL

Vid
® .

PN s o = R AT
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