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Improved HCAHPS Scores and
Patient Experiences of Care

Many of the HCAHPS survey measures
reflect key elements of patient and
family engagement:

» patient-provider communication
* patient-nurse communication

* medications

» discharge information

HEALTHWOR
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Improved HCAHPS Scores and
Patient Experiences of Care

Hospitals that have implemented
strategies to improve patient engagement
have seen subsequent improvements in
patients’ ratings of care.

(AHRQ - Guide to Patient and Family Engagement in Quality and Safety)

HEALTHWOR

Patient and Family Engagement
Can Lead To...

* Improved clinical outcomes

» Better health

* Increased satisfaction and engagement
among health care workers

* Enhanced financial performance

HEALTHWOR




Improved HCAHPS Scores and
Patient Experiences of Care

Patient and family engagement offers a
promising pathway:

* better quality health care

* more efficient care

* better patient and employee satisfaction

* improved population health

HEALTHWOR

What is the PSLC?

For Hospitals: The Patient Satisfaction
Learning Community is an improvement
project utilizing patient satisfaction or
experience of care and implementation of
Patient and Family Engagement
e Preadmission Checklist/Checklist Upon
Admission
* Bedside Shift Change Report
* Designated Person Responsible for PFE
* PFAC or a Patient/Family on a Quality or
Safety Committee

HEALTHWOR
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What is the PSLC?

For Clinics: The Patient Satisfaction
Learning Community is an improvement
project utilizing patient satisfaction or
experience of care and implementation of
Patient and Family Engagement

* Discharge Checklist
* Designated Person Responsible for PFE

HEALTHWOR

Patient and Family Engagement

Preadmission Checklist/Discharge
Checklist/Checklist Upon Admission
» Set tone for patient and staff partnership

* Planning checklist for patients known to be
coming to the hospital

* Expand checklist to all patients to start
preparing for dismissal upon admission
* Discharge checklist at end of clinic visit

HEALTHWOR
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Patient and Family Engagement

Bedside Shift Change Report

« Staff and faculty include patient and
families in the process of rounds

* Rounds to accomplish a variety of purposes
within a context of respect and support of
patients and families

* Model open communication, using clear and
supportive language with patients, families
and health professionals from all disciplines

* Choose language that sets the tone for
partnership

HEALTHWOR

Patient and Family Engagement

Designated Person Responsible for PFE

» Designation of an accountable leader in
the hospital who is responsible for PFE

* Educate staff and patients to bring
improvement opportunities to that
individual

* Forward-thinking PFE focus

HEALTHWOR
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Learning Community Support

Healthworks

« Jennifer Findley, Executive Director
* Susan Runyan, Healthworks Consultant

* Susan Pattie, Program Manager
Scholarships

Technical Expertise

* Amy Vanderscheuren, PFE Specialist,
Luverne Partners LLC

HEALTHWOR
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Timeline
i
Meeting
o _ .
4:30pm Coaching Call Meeting - TBD Coaching Call
Site Visit #1 Coaching Call Site Visit #2 Wrap Up
(virtual) (in person) Meeting - TBD
12
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PSLC Team Composition

Patient
Satisfaction
Learning
Community

HEALTHWOR

Staff to consider for
participation on your facility g
team (2 - 4 members):

Director of Nursing/
Chief Nursing Officer*

Front Line Staff
Member(s)

HCAHPS Data
Manager

Physician or Mid-Level
Champion

s Nurse Manager

s Quality Manager

Patient and Family
Engagement Staff

13

Positive Outcomes

* Positive team communication
* Complicated concepts broken into

meaningful bites

* Outside content expert providing onsite visit

« Data and improvement tracking
* Monthly coaching calls for accountability

and support

* Realistic timeframes
» Celebration wrap up

HEALTHWOR
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Previous Participants
Vickie Gibbs, Phillips County Health Systems

Cindy Burton, Pawnee Valley Community Hospital

HEALTHWORKS

Welcome Packet

e .-

PAWNEE VALLEY ===
COMMUNITY HOSPITAL A svssteo o

Hospital and Patient
Information

All about your stay

HEALTHWOR
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Patient Information Board

HEALTHWOR

KANSAS HOSPITAL ASSOEIATION
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Bedside Shift Reporting Policy

PAWNEE VALLEY >==_
COMMUNITY HOSPITAL
A HAYSMED PARTNER

s [ Bedside Shift Reporting
| Department(s): Nursing
Approved By: Melanic Urban, Terry Sick [ Approval Date: 04/28/2023 |

Purpose

‘The purpose of this d s to provid for bedside shift reporting that will be
completed by all nursing staff. This bedsldc shift reporting will enhance the patient/family’s
awareness of treatment modalities.

Responsibility
The Chief Nursing Officer is responsible for developing, implementing, and managing (maintaining)
this work instruction. The Administrator is responsible for approving this work instruction.

Scope
| This document applies to all Nurses and CNAs.

ns (Procedure)
4 On admission, patients will be asked if they would like to participate in bedside shift reports.
a. Patient will be informed that shift change occurs at approximately 0645 and 1845,
b. lrpnm refuses, the udmmmg nurse will document the patient’s wishes on the
nurse’s Kardex and in a nurse’s note on the EMR.
m ofr-gomg staff (PCT and nurse) wil
Complete the last hourly round at least 20 minutes prior to shift change to ensure all
nudu are taken care of prior to bedside shift reporti ing.
. Remind patients that shift change will be occurring and the staff will be in the room to
perform bedside shift reporting unless otherwise noted.
W enmm the patient Kardex and White Board is updated.
HEALTHWOR ‘

KANSAS HOSPITAL ASSOEIATION
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Bedside Shift Report Checklist

HEALTHWOR

«

ANSAS HOSPITAL ASSOCIATION

Bedside Shift Report Checlklist
ate:  Shift: DAY SHIFT
Pre-Bedside Report Checklist (Off-going RN/CNE)
D 20-30 minutes prio to shift change: ﬂpax;"

\:\ CNE offers: hamamlwﬁsﬂnq.
RN/LPN hinlk klpcrl Guide

O Provide privacy, Intzoductions, Update White Board
Q Brief i

s D, Isolation Status, hospital stay.

o any other pertinen informatio
Q) Check v site, IVF dose/xate, lines.
0 Check 0*source, rate, etc.
0 Look: ul\dex the covers:

. drains, Ostorny, Foley, Wound Vac, efc.
a Reporl orders:
Limitations
W status

iet
Fluid Restrictions

Last Toileting, Last Pain Med, Last Position Change, New Orders
Specimens needed, et
O Acdress Patient's Questions/Concerrs/Pain Score

Bedside Shift Report Checklist

Date:. Shift: NIGHT SHIFT
Pre-Bedside Roport Checklist (Off-going RN/CNA)

fox family to be present (HIPAR)
s pain meds s indicated

Q Adaress Patient's Ques

Crrr e T
‘GNE Bedside Report Guide
Q Diet, Weigh, Vitals, Activit by Nizss)
Q Assistive Devices: Walker, Hearing Aides, Glasses, Dentures, etc.
Q Last Totleting, Repositioning, Ambulation
Q nygiene
01 Needed Specimens (ot discussed by Nurse)
Address Patient's Questions/Concerns.

cNB
Q Discuss Orders: Diet, Weight,

Q) Assistive Devices: Walker, H

O Last Toileting, Repositioning,

Q nygiene

Q) Needed specimens (ot dise

Q) Adaress Patient's Questions/Gone:

s O g

EreeEre—

TN S N B Dt
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Charge Nurse BSR Form

HEALTHWOR

KANSAS HOSPITAL ASSOEIATION

Bedside shift Reporting for Quality

nghl Chg RN off= {Days o

Day
Night Chg. BN eff- /Days o

Days Chg. RN off= /Nights on=

Sth. [Night Chg. RN off= ,toayscn.

21st.
Days Chg. RN off= Nights o

22nd Night Chg. RN off= IDavs on=

23rd.

24th, Night Chg, RN off:

Days Chg. BN off=. [Nights an=

1ath. |Night Chg. RN off /Days on:
Days Chg. RN off: Nights on:

15th,  [Night Chg. RN off= fDays on=
Days Chg. RN off= /Nights on-

16th, [Night Chg. RN off= /Days on=

Days Chg. RN off= /Nights on=
nitials: Name:
Initials: /Nam

Nar

S |
|initiate: /Name:

Initials: /Name;

20
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Interested in the Opportunity?

Next Steps

HEALTHWORKS

What Do You Commit To?

* Payment of $250 I|E)|roje<:t particiPation fee. (Send
check payable to Healthworks after receiving notice
of acceptance)

« Commit a team to participate in a face-to-face
workshop in March, July and October 2024.

* Provision of staff time and resources necessary for
commitment to the project. This includes project
work within your facility, which will be ongoing
throughout the duration of the project.

* Participation in the development of and o
commitment to an ongoing, sustainable monitoring
program.

« Commit to and participate in two site visits (one
virtual and one In person) by Healthworks staff.

* Submit completed patient surveys each month to
Healthworks.

HEALTHWORHKS
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What Does Healthworks Provide?

» Face-to-face workshops in March and July
2024 to provide a foundation and assist
each facility with establishing internal goals.

* Facilitation of peer networking.

* Coaching on using patient engagement for
improving patient satisfaction.

* Expert assistance during two site visits and
as needed.

« Project management support.

» Face-to-face session at the conclusion of the
project in October 2024 to celebrate
successes and build the plan for
sustainability within your organization.

HEALTHWOR
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What Does It Really Look Like?

» Gather a cross sectional team

» Attend three in-person sessions (March, July
and October)

« Work on bedside shift report and checklist/
admission packets for the duration

» Meet/huddle internally routinely to plan and
develop new ways of addressing patient/
family engagement

» Participate in two site visits (one virtual and
one in person)

» Celebrate how far you have come in 7
months

HEALTHWOR
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What’s Next?

 Participant Agreement signed by CEOQ/
Administrator and returned by February 7
e The $250 participation fee is not due until

you have been accepted. You will be
invoiced.

* Notification to participants by February 16
* Taking the first 4 - 8 CAHs

* Week of February 26 - Susan Runyan calls
project contacts to answer questions and
ensure best team possible attends Kick Off

HEALTHWOR
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Questions

HEALTHWORKS
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Contact Information

HEALTHWORKS

This project was federally funded through KDHE-
BCHS-FLEX Program. The FLEX program is
managed by the Federal Office of Rural Health
Policy, Health Resources and Services
Administration, U.S. Department of Health and
Human Services.

HEALTHWORKS
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