Patient Engagement
at the Facility Level
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What Is Patient Engagement?

= Patient engagement Is a connection
between patient, caregiver and health
care provider.

= An empathetic and trusted
relationship forms and mutual respect
IS fostered.

= Barbara Ficarra, RN 8/2012
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Patient Engagement

= Patients and their families are empowered
and they are active In health care
decisions.

= \When patients recognize the need to be In
charge of their health, patient engagement
evolves.

= Barbara Ficarra, RN 8/2012

Confidential and Proprietary



e

Patient Engagement

= Patients and consumers have a choice to be an
active participant in their health care.

» Those patients and consumers who choose to be
actively involved and in charge of their health
work together with their health care providers
to successfully reach their health goals and
needs.

= Barbara Ficarra, RN 8/2012
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Engage with Empathy, Collaboration
and Communication

= Empathy- em-pa-thy
= Definition:
understanding of another's feelings: the ability

to identify with and understand somebody else's
feelings or difficulties (ﬂ
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Empathy

= With empathy we can connect, engage and
empower our patients.

= Empathy allows us to understand what patients
are experiencing.

= By acknowledging their emotional state and
listening attentively, we can engage our patients
and empower them to be proactive and In
charge of their health care.

= Barbara Ficarra, RN 8/2012
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Collaborate

= Developing a partnership between the
patient and the provider Is paramount.

= Share information with patients so they
have the knowledge to engage In decision-
making.

= Make the patient a part of the dialysis care
team.
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Communicate and Listen

= Listening is an extremely important skill, and
understanding patients’ needs are critical.

= Communicating with patients in simple & 3
language Is essential.
= Listening makes patients feel valued. Once

valued, they feel a part of the dialysis care team
and want to become more engaged.
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Communicate and Listen

= Patients are the center and the most valuable
member of the team.

= \We need to involve them In their care and
understand that they are the integral part of the
health care team.

» We need to encourage them to be a proponent
of their own health care.
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Communicate and Listen

= Patients may feel uneasy asking questions.
Dialysis staff need to make them understand
there 1s no wrong question to ask.

= Providers need to reassure patients and
encourage them to learn about their healthcare
plan.

= An educated patient Is an empowered and
engaged patient.
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How Do We Engage Patients?

= Dialysis facilities need to establish the role of
the patient on the healthcare team.

= Patients need to become empowered by a sense
of control over their own health.

= Patients need to be educated about how they
can benefit from engaging with the dialysis
staff and participating in their own care.
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Engagement Strategies

= Assess your facility’s current level of patient
engagement.

= Educate patients about the opportunities to
engage In their own healthcare decisions at the
facility.

= Define the parameters for patient engagement
In facility activities and set goals.
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Recent Survey on rEaﬂ'en!

Engagement in the POC Process

= 82 Nurses surveyed at an ANNA Meeting

= 70 Answered “Yes” to inviting patients to POC
meetings

= 12 Answered “No” to inviting patients to POC
meetings

= 52 of those who Invite patients do not track the
number of patients who attend

= 22 do track and 8 were not sure of the process
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What Does This Tell Us?

= Facilities are doing a good job of inviting patients
but not a good job of tracking attendance (85% vs.
27%)

= Staff need to make the POC process patient-
centered. 100% of patients or their families (when

patients are not mentally capable) need to be
Invited.

= POC meetings need to become a more important
part of the overall engagement of patients at the
facility level.
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Engagement Strategies

* Provide patients with opportunities to engage In
their own care planning.

= Have Plan of Care (POC) meetings at times
patients can most likely attend; 1.e. before or
after their treatment.

= Have meetings that enable the patients to meet
with the IDT together to discuss their POC.
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Engagement Strategies

* Involve patients In groups such as a Patient
Council or Patient Advisory Committee at the
facility.

= Listen to what the patients have to say about
Issues that affect their lives while they are at the
facility.

* Implement change to meet the needs of the
patients.
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Engagement Strategies

= Create a Patient Representative who will attend
a few minutes of your monthly QI meetings.

= Allow Patient Representative to bring issues up
during the QI meeting that impact on the
satisfaction of patients at the facility.

= Take this information and create positive
change. Don’t dismiss the patient input but
rather use It to create a cooperative
environment.
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Engagement Strategies

= Invite the Patient Representative to attend a few
minutes of the Governing Body meeting to
address patient related concerns.

= Establish a Patient Emergency Manager who Is
responsible for working with staff to educate
other patients about emergency preparedness.

= Create a patient newsletter to keep patients
Informed of changes or activities at the unit.
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Patient-Centeredness Promotes
Patient Engagement
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Thank you and please contact:
Joan Wickizer at
with any questions.
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