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Patient Centered Measurement
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Fraser Health Real-Time Patient Experience Survey

2017
=  Soft launch (early adopters) in May, 2017
= 35 units across the organization /
= Real-time feedback at the bedside \N""Crede
= Electronic survey and reporting platform Technologies Inc.
= Official launch in November, 2017
2018 -
= Acute Care - Live at all 13 facilities k’“
= Home Health - 10% implemented
= Primary Care - August, 2018 trasaheaii
= Residential Care - August, 2018
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Real-Time Patient Experience Survey

57 fraserhealth

LOGIN

Please enter your Patient & Staff Experience username

and password @

password

forgot your password?click here
forgot your User ID?click here

Crede Technologies Inc. Copyright 2017 v 1.0
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Real-Time Patient Experience Survey

1. How often do we treat you with courtesy and respect?
Oalways Ovuyoﬂen Onotoﬁm Onewr

2. How often do we keep you informed about your care?
Onlways Overyoﬁen Onotoﬂen Onzva'

3. How often do we involve you (and your family) in deciding the plan for your care?
QO always O very often QO notoften QO never

4. How often are things explained to you in a way you can easily understand?
QO atways O very often O notoften QO never

5. How often has your health care team talked to you about how to manage your health care condition at home?
QO always Q) very oftea QO ot often QO never

6. Are staff sensitive to your cultural values and those of your family (language. cultural traditions, beliefs, etc?)
QO atways Q) very often O notoften QO never

7. How often do we remind you to clean your hands?
Oa!ways O\uyoﬁen Onotoﬁen Oncver

8. Is there anything we could have done differently to improve your care experience?

9. Is there someone you would like to thank for providing excellent care?
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Real-Time Patient Experience Survey

How often do we treat you with cowrtesy and respect?

B v B retcfen (B very ofen [ sways

How often do we keep you informed abaut your care?

. erent B S ofen [ very ofen (I ey

How often do we involve you (and your family) in
deciding the plan for your care?

B s B Achofen B very cfen | sy

How often are things explained to you in 8 way you can
oasily understand?

B cawr B rol ofes [ ey ofes B ey

How aften has your health care team talked to you abaut
how to manage your health care condition at home?
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Are staff sensitive to your culiural values and those of
your family (language, cultural traditions, beliefs, etc?) 3 7
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How often do we remind you to clean your hands 7
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Real-Time Patient Experience Survey

Qualitative Data — Unit Level

) What Our

“Thank you! Your friendly care reduced Patients
my stress and worries and | felt so well Are Saying
About Us

taken care of as | transitioned from each

stage of this process. Nurses Rock! You're

the best and the gal in pre-admission is

wonderful. Heartfelt appreciation.” “} would like to thank my nurses Maria
and Cleah”

“Cut down on the beeping”
“I would like to acknowledge the person who

“Slow response to call bell, better explanation checked me in, when | was first admitted and
of how system of call bell works to stroke explained everything to me”

patients, sometimes things don't sink in right

away”
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Improvements

RMH Rehabilitation

Wha-t Our
How often do we keep you informed about your care? A;ag:;it:g
E 2 9 About Us
Average Score
BN never M notoften B very often M always Max Score=4, n=146
How often do we involve you (and your family) in ﬁ | C OU | d h aVv
deciding the plan for your care? 3 0 .
. better informed on
things | could've
Average Score
B never WM notoften B very often M always Max Score=4, n=136 done for myself to
How often are things explained to you in a way you can i
easily understand? 3 4 Improve my R
. outcome. O
Average Score
BN never M notoften B very often M always Max Score=4, n=148
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Improvements

My Rehab Journey
“As a result of our RTPES data our
i program has developed a rehab
& passport to improve patient teaching

From Hospital to Outpatients to Community & care and dlscha rge plannlng_ We
\’ have also developed a workshop
teaching clinicians how to approach
- self management with patients.” —
an your recovery.
Set goals regularly through your recovery. M an ag er

Keep notes about your medical appointments.
List community programs that could help you.

Track your successes and concems.

This booklet belongs to:
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Improvements

e
RCH Su rgical J57 fraserhealth

“Recharge for Discharge” QI Initiative Preparing for Your Day Surgery
¢ Project began in January, 2018 s
* Improve patient teaching, teach-back and health

Pre-Admission Clinic Date Time:

.
ht eracy My Surgery Date Check-in Time:
Surgery Time

* Revised surgical education material across the region
* Increasing the use of whiteboards (daily EDD) and Ny
daily goals of care

Bring this booklet to the P ission Clinic appoil and day of surgery.

* You must have a responsible adult take you home and stay with you for 24 hours
after surgery.

* Your surgeon’s office calls you 1 business day before your surgery to tell you
what time to check-in at the hospital. If you have not been called by 2:00 PM that
day, call your surgeon’s office.

* If you have to cancel your surgery because you are not feeling well, call your
surgeon’s office right away
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Q3 2017/18

How often do we keep you informed about your care?

-

B never I not often WM very often M always

How often do we invelve you (and your family) in deciding
the plan for your care?

I never W not often B very often M always

How often are things explained to you in a way you can
easily understand?

-

B never I not often M very often M always

How often has your health care team talked to you about how
to manage your health care condition at home?

I never I not often WM very often M always

N
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Q1 2018/19

How often do we keep you informed about your care?

B never B not often M very often M always

How often do we involve you (and your family) in deciding
the plan for your care?

I never B not often M very often M always

How often are things explained to you in a way you can
easily understand?

I not often M very often WM always

How often has your health care team talked to you about how
to manage your health care condition at home?

I never W not often M very often M always
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Strengths

Encouraging response rates

Translated into 6 languages

Multiples methods of completion

Meaningful data

Link with other internal quality and experience metrics
Customizable - question bank

Timely data collection & analysis available at your fingertips
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Testimonials

"The information collected in the surveys provides me with immediate
feedback for follow up. One of the issues currently being addressed include
working with housekeeping and the unit to address patient concerns
regarding cleanliness.

“"We have increased our focus on patient hand hygiene with the staff (huddles,
staff meetings) and then been able to take that forward to the patients. The
trending in data has already shown an improvement in this area.”

"I like that the feedback is specific and timely. It allows me to give
meaningful feedback to the staff for a job well done as well as where we can
work together to make improvements. The trending is important to me as it
is a visual representation of the change being made on the unit."

"By inviting real time feedback, we are able to make rapid improvements
where appropriate, making a difference in their experience of our care.”

"The items that we score lower on deals with pts staying informed about their
care and pts (& families) being involved in their care. We are now
investigating what info they would like to get more of and how we can ensure
they are more informed.”
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Thank You!
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