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Pa+ent	
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  Canada:	
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sharing	
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Conference	
  of	
  the	
  MUHC-­‐ISAI,	
  October	
  3,	
  2014	
  



Our	
  Mission	
  
Accelera+ng	
  healthcare	
  
improvement	
  and	
  
transforma+on	
  for	
  Canadians	
  	
  

Our	
  Goals	
  
•  Healthcare	
  Efficiency	
  
•  Pa+ent-­‐	
  &	
  Family-­‐Centred	
  

Care	
  
•  Coordinated	
  Healthcare	
  

Canadian	
  Founda+on	
  for	
  Healthcare	
  
Improvement	
  (CFHI)	
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Suppor+ng	
  Pa+ent	
  Engagement	
  across	
  
Canada	
  -­‐	
  lessons	
  learned	
  
•  What	
  is	
  it?	
  	
  

•  Why	
  does	
  it	
  maSer?	
  

•  How	
  is	
  it	
  done?	
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3 Foundations of Meaningful 
Engagement 

Values 
Based 

Decision 
Oriented 

Goal 
Focused 
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Three	
  Levels	
  of	
  
Pa+ent	
  

Engagement	
  

Baker,	
  R.	
  CFHI	
  On	
  Call:	
  Pa9ent	
  Engagement	
  Webinar	
  Series,	
  April	
  2014	
  

Leadership,	
  
Staff	
  and	
  
Pa9ents	
  

Micro-­‐
system	
  Team	
  
and	
  Pa9ents	
  

Pa9ent	
  and	
  
Provider	
   Shared	
  Decision-­‐making	
  and	
  Self-­‐

management:	
  	
  
Pa+ents	
  are	
  engaged	
  by	
  their	
  healthcare	
  provider	
  

in	
  shared	
  decision	
  making	
  and	
  self	
  
management	
  .i.e.	
  	
  their	
  own	
  treatment	
  

	
  
Program	
  Planning	
  and	
  Quality	
  

Improvement:	
  
Pa+ents	
  and	
  families	
  are	
  engaged	
  in	
  the	
  

planning,	
  delivery,	
  improvement	
  and	
  evalua+on	
  
healthcare	
  

	
  

A	
  Culture	
  of	
  Engagement	
  	
  
Engagement	
  of	
  leadership,	
  staff	
  and	
  pa9ents:	
  
• Pa+ent	
  engagement	
  is	
  included	
  in	
  the	
  
organiza+on’s	
  strategic	
  plan	
  at	
  the	
  corporate	
  
level;	
  is	
  linked	
  to	
  quality	
  and	
  safety,	
  pa+ent	
  and	
  
staff	
  experience;	
  and	
  is	
  translated	
  into	
  ac+on	
  at	
  
the	
  program	
  level.	
  	
  
• Pa+ents	
  and	
  families	
  are	
  woven	
  into	
  all	
  
ac+vi+es	
  of	
  the	
  organiza+on.	
  
• 	
  No	
  decision	
  is	
  made	
  that	
  doesn’t	
  involve	
  
pa+ents	
  and	
  families.	
  



The	
  triology:	
  leadership,	
  staff	
  and	
  pa9ents	
  

Recrui+ng	
  and	
  
preparing	
  pa+ents	
  

Engaging	
  staff	
  to	
  
involve	
  pa+ents	
  	
  

Ensuring	
  
leadership	
  support	
  
and	
  strategic	
  focus	
  

Ross	
  Baker	
  and	
  Jean-­‐Louis	
  Denis,	
  “CHSRF	
  Policy	
  Dialogue	
  on	
  
Healthcare	
  Transforma+on	
  in	
  Western	
  and	
  Northern	
  Canada:	
  
Leveraging	
  Pa+ent	
  Experience”,	
  Edmonton,	
  September	
  16th,	
  
2011.	
  

Asser+ng	
  pa+ent/family-­‐	
  
centred	
  care	
  as	
  a	
  key	
  

	
  value	
  and	
  goal	
  

Communica+ng	
  pa+ent	
  
experiences	
  to	
  staff	
  



Partnering	
  with	
  Pa+ents	
  and	
  Families	
  
for	
  Quality	
  Improvement	
  



Suppor+ng	
  Pa+ent	
  Engagement	
  across	
  
Canada	
  -­‐	
  lessons	
  learned	
  
•  What	
  is	
  it?	
  	
  

•  Why	
  does	
  it	
  maSer?	
  

•  How	
  is	
  it	
  done?	
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The Difference Engagement Makes	
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  PFCC	
   17 

	
  	
  	
  	
  	
  Efficiency	
   15 
	
  	
  Coordina+on	
   6 

	
  	
  	
  	
  	
  Equity	
   5 
	
  	
  	
  	
  	
  Effec+ve	
  &	
  Appropriate	
  	
   4 

	
  	
  	
  	
  	
  Safety	
   2 
	
  	
  	
  	
  	
  Access	
   1 

	
  	
  	
  	
  	
  Pop.	
  Health	
  	
   1 

–  Improvements to engagement 

–  Improvements to quality (patient 
experience) 

 

–  Organizational impacts 





Suppor+ng	
  Pa+ent	
  Engagement	
  across	
  
Canada	
  -­‐	
  lessons	
  learned	
  
•  What	
  is	
  it?	
  	
  

•  Why	
  does	
  it	
  maSer?	
  

•  How	
  is	
  it	
  done?	
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IAP2	
  Spectrum	
  of	
  Engagement	
  –	
  Goals	
  and	
  Promises	
  

Inform	
   Consult	
   Involve	
   Collaborate	
   Empower	
  

AHS	
  Goal	
   Provide	
  informa+on	
   Get	
  feedback	
   Understand	
  and	
  
consider	
  your	
  
concerns	
  

Partner	
  in	
  all	
  
aspects	
  of	
  the	
  
decision	
  

Pa+ents/Families	
  
make	
  the	
  final	
  
decision	
  

Promise	
  to	
  Pa9ents	
  
and	
  Families.	
  	
  We	
  
will…	
  

Keep	
  you	
  informed	
   Listen	
  and	
  report	
  
back	
  

Include	
  your	
  input	
  
and	
  report	
  back	
  

Seek	
  ongoing	
  
advice,	
  incorporate	
  	
  
advice	
  to	
  the	
  
maximum	
  extent	
  
possible,	
  and	
  report	
  
back	
  

Implement	
  what	
  
you	
  decide	
  

Respect	
  and	
  Dignity	
   Collabora9on	
  Par9cipa9on	
  Informa9on	
  Sharing	
  

Honouring	
  pa+ent	
  beliefs,	
  
values	
  	
  and	
  choices	
  

Providing	
  complete	
  and	
  
unbiased	
  informa+on	
  	
  

Encouraging	
  and	
  enabling	
  
par+cipa+on	
  and	
  decision	
  making	
  	
  	
  

	
  Partnering	
  at	
  all	
  levels	
  of	
  
service	
  planning	
  

Principles	
  of	
  Pa9ent	
  and	
  Family	
  Centred	
  Care	
  

Where	
  on	
  this	
  spectrum	
  
would	
  you	
  like	
  to	
  engage	
  
with	
  volunteer	
  Pa9ent/

Family	
  Advisors?	
  
On-­‐board	
  Pa9ent	
  &	
  Family	
  Advisors	
  

through	
  AHS	
  Volunteer	
  Resources	
  at	
  this	
  level.	
  



Survey	
  Data	
  

Concerns	
  
Data	
  

Comment	
  
Cards	
  

Structured	
  
Interviews	
  

Focus	
  
Groups	
  

Mapping	
  
the	
  Pa9ent	
  
Journey	
  Care	
  

Provider	
  
Interac9ons	
  

Leadership	
  
Rounds	
  

Stories	
  

Pa9ent	
  
Engagement	
  
Researchers	
  

Quality	
  
Teams	
  /	
  

CommiSees	
  

Pa9ent/	
  
Family	
  
Councils	
  

How	
  do	
  
you	
  

include	
  
the	
  voice	
  
of	
  pa9ents	
  

&	
  
families?	
  



Resources	
  –	
  Pa9ent	
  Engagement	
  Resource	
  Hub	
  



Pa9ents	
  bring	
  the	
  energy	
  for	
  
change	
  


