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Notre mission

ACCELERER 'amélioration

dans la qualité des soins de
santé en Saskatchewan

* Renforcement de la
capacité
* Mesure / diffusion
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Lecons apprises...

* Besoin de données ponctuelles et locales

* Données ponctuelles = quotidiennes ou
hebdomadaires

* Données locales = unité /clinique /équipe
... mais dans la pratique, la collecte,
I'analyse et la diffusion de données

ponctuelles et locales constituent un

g ra n d d éfi! SASKATCHEWAN
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Trousses de sondage sur I'expérience patient
Unités hospitalieres et soins primaires

better

better health « better care « better value « better teams

Unit-level Acute Care
Patient Experience
Survey:

Getting Started

Unit-level Acute Care Patient Experience Survey

This pationt oxparionco wrvay provides s with valuablo information about how you foal about
‘our sarvicos. Wa will not bo ablo 1o iderfify you by your rvey responses. Romlts of this survay will
bo vsad by your care foam, the health ragion, and the Saskatchewan Hoalth Guality Coundil fo
undorstand and improve your care oxparionce.

) you havo any quastion o commants s you il th suvay, plocsa fad froo 1o ask o mamber
of your care feam. If you have questions about how your wrvey responses will bo used, ploase
mnaw.s-hm.mummn-.aa\mmem

February 2015

Survey Toolkit

Your part 10 ke vy crstons o ony
nmmmymlymgwﬂwmhumq 7ou ore providing corsent
survey ond lot us vso your inod above.

1. During this hospital stay, were you treated with cowrtesy and respec?
0 Atways 0 Usually 0 Sometimes [ Nover

2. During this hospital stay, was information about your health and cors explained in ways.
you understand?
[ Abways ) Usvally [ Somotimes [ Never
3. Whan you wara given madicing, wara you fold what the madicing was for?
O away: [ Umally [ Somafimes O Never [ Not applicable

4 ieivedin s you wi
0 Aways O Usally () Somatimas ) Nover

5. Was your famil i ficipate in your iices 1o
the dogroo you wanted thom involved?
O Atways () Umally [ Somefimes O Nover [ Not applicable
6. During this hospital stay, did doctors, nurses, and othar hospital %aff do avarything thay

0 Aways Usally (] Somatimes OlNever [ Not applicable
7. During this hospital stay, were your room and bathroom kopt doar?
0 Abways 0 Uswally ) Somofimes [ Never

8. During this hospital stay, wero you sctisfiod with the food (for axamplo, hoalthy, fasty, right
‘and vari
) Aways () Usally  [] Sometimas OiNever [ Not applicable
9. During this hospital stay, has anyona falked 1o you about what has 1o happan with your
haaith and care bofora you can leave the hospitall
0 Yes Ore

o

PLEASE DO NOT STAPLE AND DO NOT FOLD .

Provider Name

Clinic Same

Bealts Region |Unaffiliated

Primary Health Care Pafient/Client Experience - PHC Short Survey

Verzion 2.0

Tois posent axperiesce wrvey provides s with valucble information Gbost how you feel Gbout our tervices. We
-‘_Nﬂ--“y!‘i"m-mml-—.ﬂﬁmyﬂh-‘hmm_h
aed inprove yeur care erpecierce.

¥ queriom or commer pleces feel free 1o otk o member of your care
becm. ¥ you have questom chous how yo sureey resposses will be tsed, plece comtoc the Soskcrchrwas Heclth
[Guciity Comel ot 1-866-568 6966.

may servey question for any reion ot cry
¥, you are in the servey ond let s

frow reipomen ca cutised above.

Eiemue ploce on X in the cogeapriate box for soch quation,
1. Did you se the doctor fcare provider thet you wented 1o see tedey?
Do [dves [J1: did not matter who T asw today
2. Conidarieg only your preferances, wes todey your firs choice of doy 1o see your doctorcare provided?
[J%o. @ vanted » different day  [J¥es, today vas my day of choice
[J%. 1 xax not offered a choice [JThe day did not matter to me

EX lﬁq-y-h—ﬁ-On!D,Mth-“&*/mp_bh-dlohuh-
rom what number weuld you uie %o rate his

j'lelp us get B€ZT€7" at what we do.

We want to continuously
improve the care we

provide to you.

%
How can you help? 4’%“{? sodlly

If you are given a short survey ’%4‘,‘,{
e

gy

abouttoday’s visit, please take a
few minutes to fill it in.

How will the survey results be used?
In our clinic/centre, the results will tell us:
- where we are doing well and where we can improve.
- if YOU think the changes we are trying are making
things better.
In our province:
- combined survey results from clinics/health centres
across the province will tell us all if we are making
progress toward targets our health system has set for

improving care for patientslike you.

Better

better health « better care « better value «better teams

Primary Health Care
Patient Experience
Survey
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Des outils pour relever les défis de la
collecte de données locales et ponctuelles
sur I'expérience patient

Ovutils uniformisés pour de brefs sondages
Trousses de sondage — Leur emploi de A a Z
Options de collecte de données en ligne et sur papier

Assistance avec la saisie, l'analyse et la diffusion des
données

Scaneurs Teleform et analystes de HQC pour les sondages
papier

Logiciel Survey Monkey pour les sondages en ligne

Diffusion des résultats en ligne (www.qualityinsight.ca )
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You can lead a horse to water...

) _Drink?

Nope _

Lo oS0 o ulll\aoonn,

mark ewbie

Petit conseil : il doit avoir SOIF

SASKATCHEWAN

HEALTH
QUALITY

COUNCIL

Q



B eﬂ_e j better health « better care « better value « better teams

B subscribe: RSS | Ema
Better: =
better health - better care - better value « better teams cﬁm o

For Patients’ Sake

Patient First Review Commissioner’s Report
to the Saskatchewan Minister of Health

Lean News Media Buzz Videos About Lean About Better Contributors Contact Us

Prince Albert Parkland getting better at making health care better

m W Tweet| G+ m ] Emait L Prince Albert Parkland Health Region September 24, 2015 Lean News Leave a comment

En 2012, la province langait un programme visant
a renforcer de fagon spectaculaire sa capacité en
soins de santé pour apporter des améliorations
centrées sur le patient et la famille.

SASKATCHEWAN

HEALTH
QUALITY

COUNCIL

Tony Dagnone, CM, FCCHSE

Commissioner, Patient First Review @Patient First
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Renforcer la capacité pour acceléerer
les améliorations dans les soins

. Formation pratique avancée de prés de 300 leaders et
médecins en concepts et outils LEAN en vue d’améliorer les
soins

. Utilisation d’une stratégie de déploiement (hoshin kanri)
pour planifier et déployer l'initiative d’amélioration dans
I’ensemble du systéme de santé en réponse a des objectifs
provinciaux communs

. Formation en juste-a-temps des responsables d’unités
locales sur des éléments clés de la gestion de 'amélioration

(leaders de la formation LEAN)
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| eaders de la formation LEAN

Classes traditionnelles et classes inversées

Public cible : responsables de soins directs/leaders
Modules en ligne :

* Daily Visual Management (Visual Workplace)

* 55 and Kanban Ready (Supplies management)

* Value Stream Mapping | and I

* Kaizen Event Process and Sustaining Improvement

* Standard Work and PDCA
* Visual Control and Management
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Module « Daily Visual Management » (tableau de
gestion quotidienne)

A la fin de ce module, vous serez en mesure de faire ce qui suit :

« Démontrer que le tableau géant (visibility wall) et les caucus occupent
une place importante dans la gestion quotidienne du secteur.

» Sélectionner les mesures et les cibles appropriées pour le tableau de
gestion quotidienne.

» Faciliter la collecte de données visant a saisir la réalité (gemba).

» Déterminer des moyens significatifs d’afficher I'information.

* Analyser les données et cerner les occasions d’amélioration.

» Faire participer le personnel aux caucus, en mettant I'accent sur la
resolution de probléme et le coaching.

« Elaborer et mettre en ceuvre des normes pour le tableau de gestion.

A la fin du module, vous aurez accompli ce qui suit :

« Un tableau de gestion quotidienne dans votre secteur.

« Elaboration de mesures propres & votre secteur et d’'un processus pour
la collecte de données.

- Elaboration de mesures harmonisées aux objectifs et mesures de
I'ensemble de I'organisation.

* Mise en ceuvre réussie des caucus quotidiens et des caucus de

sécurité.
« Sice n'est pas déja accompli, des normes visant : SASKATCHEWAN
Mise a jour du tableau de gestion quotidienne HEALTH O
Caucus du conseil QU;S«OLUIl\lTCIYL /

Suivi et évaluation des idées d’amélioration



Utilisation des données de sondage aupres des
patients dans les caucus quotidiens et
hebdomadaires des unites

»

PA VY:'Coming Compassionate Ward That Seeks 2
rovide Safe, Competent Care that is Respectful,

ﬂ
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B
Opital St. Joseph'’s, Estevan, SK




Utilisation des données de sondage aupres des
patients dans les caucus quotidiens et
hebdomadaires des unites
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Outils de retroaction a I'usage des patients

Le bref sondage normalisé n’est pas la seule
méthode qu’utilisent les unités hospitaliéres

* Systéeme de pointage ou d’autres méthodes
visuelles simples

* Rondes — conversations avec les patients

* Certaines régions ont une capacité interne
d’analyse et de diffusion, ou utilisent des outils
de sondage et d’analyse en ligne
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http://hqc.sk.ca/saskatchewan/patient-

surveying/
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About HQC | Improving Quality of Health Care How is Saskatchewan Doing? News & Events

CONTACT US

Better HE & &

Measuring the patient experience

Our health care system can learn a lot from patients. One
way to find out what's working well and where we can do
better is to simply ask them.

Since 2007, the Health Quality Council has been supporting
our system partners in surveying patients about their health
care expenences, first in acute care, and then in emergency
departments and primary health care clinics and doctors’
offices.

We continue to work with the health system to develop,
administer, analyze, and report on patient experence surveys
in multiple care settings. Below are the current survey
initiatives being supported by HQC.

Acute care unit-level survey

The unit-level acute care patient expenience survey is 3
standardized questionnaire that captures the expenience of
care from the point of view of the patient. The Saskatchewan
Health Quality Council (HQC) has collaborated with
representatives of health organizations across the province in
a Patient Experience Survey (PES) Advisory Group to inform the development and pilot testing of this
survey.

The survey has been designed for individual acute care units to implement on their own as par of their
efforts to improve patient experience; because it is standardized, it can also be used by entire facilities or
health regions as part of 3 coordinated strategy. Units that participate in the survey can submit their
completed surveys once per month to the Health Quality Council, who will analyze the results and
produce graphs and tables that the unit can use for improvement.Interested in having your acute care unit
participate in the survey?

Read the Survey Toolkit. You can download the following resources which you will see in the toolkit
appendices:

« Worksheet to assist you in planning the collection of surveys on your acute care unit.

« Form to help you track daily for each month the number of completed surveys you have.

« Poster for your unit that helps explain to patients and families the purpose of the survey.

« Cards that serve as a reminder of survey response options. This is helpful f 3 Patient and Family

(S]=|v] £]+CH

Who can | tak to at HQC about
patient surveying in
Saskatchewan?

Contact Tracey Sherin

ext 167

Q shenin@hagc skca

Primary Health Care Patient
Surveying Toolkit

Learn more about using patient feedback

1o imp your practice and i
patient and staff satisfaction ratings.

Updated August 2014

Download Toolkit
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Questions et commentaires
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