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By the end of this webinar you will be able to:

» Describe a process you can use to improve
Datient experience in your clinic

 Describe how peer family planning agencies
applied this process

» Access tools and resources to support you in
improving patient experience in your clinic




Why focus on patient
experience?



Patient-centered care |
outcomes and equity




Positive patient experience improves
staff satisfaction and engagement

‘



Satisfied patients recommend your
services to others.
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What are you doing to give
patients a positive experience
in your clinic?



Patient Experience @
Improvement Initiative

Children’s Aid Society Planned
Parenthood of

| (o)
Greater New York Increased access to appointments %

Harlem Hospital

Enhanced physical space 38%

Eight teams participated All teams made multiple improvements:
from Oct 20 to May 21 . o
Trained staff on customer service skills
Measured staff and pt satisfaction
Livingston County Improved clinic flow
Kaleida Reproductive
Health Health Center Greene County Improved internal communication
Family Planning
Improved staff satisfaction
F??”ytﬁlgnnlngl Tioga Opportunities
o1 >ou entra o e 0
New Vork Decresed wait time

Improved website 38%
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Patient Experience Improvement Toolkit

Toolkit/Guide atient Experience tle X Family Planning Program
‘ Last Reviewed: 2021-12

Source: RHNTC

Welcome to the Toolkit

Repreductive health services are personal and sensitive by nature; therefore, it is essential that family planning clinics pay
special attention to how patients’ experience their care, In 2001, the Institute of Medicine named patient-centeredness as
one of six health care quality priorities for the U.S. health care system.? Since then, health care providers, programs, and
insurers have increasingly cultivated patient experience as a central element of health care quality, codifying it into policies
and practices, and tying it to compensation structures.

Patient-centered care is respectful of, and responsive to, individual patient preferences,
needs, and values.

Providing patient-centered, culturally and linguistically appropriate care is a core tenet of the Title X Program. Furthermore,
Title X agencies must ensure that people broadly representative of the community have an opportunity to participate in the
development, implementation, and evaluation of the project. Involving patients and community stakeholders in assessing and
improving how patients experience care is one opportunity to obtain this participation.

https://rhntc.org/resources/patient-experience-improvement-toolkit
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Improve Improve staff
Assess patient patient experience &
experience Interactions engagement
Improve clinic Improve the
systems clinic

environment
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1. Routinely collect and review data from:
= Patients (e.q., patient satisfaction surveys,
patient observations)
= Staff (observations about patient experience)
2. Regularly conduct a community needs
assessment to identify populations with unmet

need for family planning services and the
barriers that prevent them from accessing

these services.



Satisfaction vs. Experience ,5}) o,
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Satisfaction Experience

Measures how patients  Measures what
feel about what happened to them
happened to them

Example: Satisfied Example: Wait time
with wait time was / minutes

Both types of data are important!




Assessment Tools

Patient Satisfaction Survey @ RHNTC

: Y o " D(mm(o(l“u
Please tell us how you feel about your experience at our clinic today. Your responses will help us make improvem ents. e

This survey is anonymous. Thank you for your time.

- - 2 - L
Phosis cirche b wvall wie i s s Sollowing mimmss 6‘:“ G“‘“‘ "';" ';" P‘:_"' N/A
Time between making sppoiniment and being seen 5 4 : | 2 1 N/A

""" Encuesta de satisfaccién del paciente @RHNTC

Convenience of cl
Por favor, diganos cdmo fue su experiencia en nuestra clinica hoy. Sus respuestas nos ayudardn a hacer mejoras.

m Esta encuesta s andnima. Gracias por su tiempo.

Time in waiting rog
Por tavor, califique stro de
Time in exam room

Facilidad para recibir atencién
Front desk staff

REPROOUCTIVE HEALTH

- w = -
F_M:elente Em Cnneﬂn htph

~E®

M/

Tiempo entre hacer una cita y ser atendida MiA
Courtesy of staff
Conveniencia del horario de |3 clinica 5 4 3 2 1 N/A
Clearly explained
i Conveniencia de la ublcacién de |a dlinica N/A

—
e

Courtesy of providh  Tiempo en (a sala de examen

kit

Took encughime ' Cortecia del personal N/A
Clearly explained W g procecy de registro se explicd con claridad 5 4 3 2 1 MiA
Clairly'e Recibetd respuestas a sus preguntas

Profesional de la salud [médico, enfermero, partera)

Cortesia del profesional de |3 salud

[El profesional de |a salud la escuchd 5 4 3 2 1 N/A
mwlﬁlauldgtmmdunpomn 5 4 3 2 1 Wik
m:::e; salud e explics con claridad lo que 5 7 3 3 1 N/A
él‘,ﬁmlde la salud e explics los medicamentos 5 4 3 2 1 NiA
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ove Patient
Staff Meeting

START MEETING DETAILS

YRHNTC

Use this staff meeting package to facilitate a team meeting about how
to improve patient experience at your clinic. By the end of the
meeting, staff will develop a patient experience improvement plan for

the clinic.

To prepare for the meeting:

1. Invite family planning clinic staff to participate in the meeting.

This meetine packaee is desiened to facilitate a 2.5-hour staff



Improve Clinic Systems @
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1. Increase appointment accessibility. Consider:
— Availability of text/online appointment/reminders
— Convenience of clinic hours
— Open access scheduling

2. Observe patients and staff to identify
opportunities to streamline clinic flow and
minimize wait time. Consider:

— Availability of equipment/supplies in exam rooms
— Eliminating unnecessary steps and paperwork
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n Family Planning ==
n] National Training Center Clinic Flow Assessment

for Quatey Assuronce, Qualy dprovement
and Evaluotion

PATIENT VISIT TRACKING SHEET

Site Name: Clinician Name: Date:
Patient Information Clinic Use this assessment to determine how well clinic flow is working at your site(s). After completing Step 1,
Appointment Time: Number of Stops: consider implementing the actions for improving clinic flow under Step 2 in order to provide comprehensive
Arrival Time: Total Paperwork Time: services in the most efficient way.
Departure Time: Total Wait Time:
Interpreter Needed: Yes / Mo Total MA Time: Step 1. Assess Clinic Flow
Gendes M/F / Other e Which of the following would you say is consistently true about your site? (Check all that apply.)
Appointment: Walk-in / Scheduled Total RN Time:

Primary Reason for Visit
(circle one)

[ Clients spend less than 5 minutes filling out paperwork.
\mplant o (mplant nesrtion [ diients do not fill out the same information more than once.
Problem Visk /infect - [] Clients rarely wait to check in for a visit.
[ clients wait, on average, less than 15 minutes total during a visit. (Waiting is defined as any time
Steps During Patient Visit Stops Time Lapsed (# of minutes) the client is not in contact with staff)
Description of Step and Observation () | Paper | wait | MA |Clinician| RN |Other O Staff take clients'vital signs in the exam room.
[] Staff roles are clearly defined. Multiple staff ask the same questions only if medically indicated
(e.g., a clinician following up on a finding of nurse or medical assistant.)
[[] Clients are taken to one room and all services are brought to them, rather than moving them
to multiple places throughout a visit.
[[] Exam rooms are stocked with all materials commonly used (including the provider-dependent
contraceptive methods and all associated supplies).
[ staff do not have to leave the exam room to get equipment, supplies, or paperwork.
['] Staff complete documentation in the exam room and before the client leaves.
[[] Clients do not wait to check out.
[[] Clients spend, on average, less than 60 minutes in the clinic for a visit, for any reason.

Start | End
Time | Time

Step 2. Improve Clinic Flow

Get started with improving clinic flow using the actions and related resources below.

1. Develop staff buy-in for improving clinic flow:
» Review the assessment tool above. Which items are not checked, and why? Which would you like
to be able to check off, and what would you need to get there?
»  Discuss clinic flow with staff. Discuss what's working, and what'’s not.
»  Watch this video on patient wait time together as a staff to get the conversation going.
»  Watch this clinic efficiency quality improvement case study video for inspiration.
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1. Ensure staff capacity to approach patients with
sensitivity, respect, and cultural humility

a) Learn about the history of racism and abuse in
reproductive and sexual health.

b) Approach patients with cultural humility and apply
strategies to mitigate the impact of personal biases.

¢) Provide family planning services that are:
a) Adolescent-friendly
b) Inclusive
c¢) Trauma-informed

d) Apply principles of customer service in interactions
with patients.



Improve Patient Interactions (&=
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e) Adhere to National Standards for Culturally and
Linguistically Appropriate Services, including:
— Offer no-cost language assistance.

— Inform patients of the availability of language
assistance.

— Ensure the competence of individuals providing
anguage assistance.

— Provide easy-to-understand materials and signage.

f) Monitor quality of contraceptive counseling with the
Patient-Centered Contraceptive Counseling (PCCC)

Mmeasure.




Tools to Improve Patient ’5}) bl
Interactions
” ‘ On-demand trainings:

v' Cultural Competency in Family
Planning Care (1.5 CE)

v' Providing Trauma-Informed Care in
Family Planning Clinics (7.0 CE)

v Gender Appropriate Language:
Practical Skill Development (0./5 CE)

v Promoting Youth-Friendly
e Environments in Family Planning

%4 EPNTC

the needs of diverse populations in the Title X network. C | | n | C S
v" Language Access 101 (0.5 CE)
v Working Effectively with Medical

Interpreters (0.5 CE)



Improve Patient Interactions @g;ggg;;;gsgg
1. Ensure virtual visits provide a
pOS|t|Ve eXpe rlence Telehealth Etiquette for " FPiTC

Family Planning Visits
— Review virtual visit flow to S
identify potential pain points S

. wnmmmmlsnapﬁﬂu spaon:mp- nbects the cient’s prrﬂq\ 1

.
f r | n i any mﬂmunﬂnumimﬂmml phanes.
+  Commenicate to others that you will be conducting a client visit (e 9. puta
“do ot disturb” sign an your « doort, |

- Wearc Iethngﬂutl professional, the same type you would wear during an
nnmmra rDlmnngu\cnum tmwm\g alab coat and/or

— Employ telehealth etiquette
. . Tes;v:“:zf::.'::':::n
— Assess how patients experience - E
Y ° ‘
2. Ensure written materials are n

patient-centered, inclusive, ” M“
and appropriate o i

pattems,

Check the lighting in the room 10 ensun: adequate lighting and that you are nt backit.




Improve the Clinic Environment 1513 ifﬁ'.ﬁg'ézw
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1. Protect patient privacy and confidentiality.

2. |dentify opportunities to improve the physical
clinic space.
— Consider engaging the community in efforts to
make enhancements, such as through volunteers,

partnerships with schools or other community-based
organizations, or local business donations.

3. Enhance the clinic’s website and searchability.

— Make a list of which changes are within the clinic’s
control and which need outside support (e.g.,
through the organization’s web services team).
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Tips for Maintaining
Patient Prlvacy and
Confidentiality

Ensuring privacy and confidentiality is part of delivering a positive patient experience. This resource includes
tips to help both clinic administrators and staff maintain privacy and confidentiality in the clinic.

Check-in Desk and Waiting Area P

* Do not discuss private matters like a patient's name, reason for visit, ;
|
i

medical history, or financial information in front of other patients.
» Ensure computer screens, paper charts, completed forms, and
any other sensitive information is not visible to clinic visitors.
» Make intake and history forms as short as possible, avoiding
personal questions that are not relevant to patients’ clinical care.
= Ask patients to sign Health Insurance Portability and
Accountability Act (HIPAA) privacy forms.

» Ensure patients have privacy when signing consent forms and
completing intake forms

» Notify patients about their right to confidential services
See a Sample Patient Bill of Rights.

Exam Room

#  Ask all staff to wear clearly-displayed name tags.

& Ensure that patient and staff interactions in exam rooms cannot be
heard from the hallway or waiting room.

+ Do not discuss patients in hallways or rooms where conversations
can be overheard.

® Ask for the patient's permission before bringing staff into the exam
room for reasons such as interpretation, assistance, observation,
or consultation.

s Introduce staff and explain why staff are in the room with patients.
s Ensure patients can dress and undress in privacy.

* Provide patients with drapes and gowns so they can cover
themselves during an exam.

Clinic Environment )RH NTC

REPRODUCTIVE HEALTH

Assessment U e

Use this assessment to help you evaluate your clinic's environment and how it informs the patient experience. Walk
through the clinic like a new patient would, from when they arrive through to when they check out after their visit.
Check off the characteristics that apply to your clinic. Consider using the Patient Experience Improvement Plan to
address the characteristics that don't apply.

Navigation a

The clinic can be ac
Maps, Apple Maps)
can contact the apj

The clinic building .
the street.

Outdoor clinic sign

Signs clearly indica
shared building.

The entrance is ob
clear signage from

Outdoor Are

There is free parki
The parking area is
The parking area is
The building looks
There are trees an

Trees and plants ar

Clinic Website @RHNTC
Assessment

Use this assessment to help evaluate how your clinic's website informs the patient experience. Imagine you are a patient
as you navigate to and browse your clinic website. Check off the characteristics that apply to your clinic. Consider using
the Patient Experience Improvement Plan to address the characteristics that don't apply.

Search Results

O An online search of the clinic's name yields accurate information, including the dlinic's address,
phone number, hours of operation, and website.

Website (General Assessment)

Use any device and browser to assess the website characteristics listed below.

Function
O The site menu/navigation bar makes sense
O Alllinks on the site are active.

Design
O The website design is aesthetically appealing
O The colors on the site are related to the service site’s logo.

Content

The text contains no spelling or grammar errors

There is adequate information about the services available.

The site uses language that patients understand and are familiar with.
The site uses language that is inviting and judgment-free.

The website makes a convincing case for why patients should go there.

At least one picture of the facility is shown on the website

oooooDoD

The site provides information that services are available regardless of insurance status
and patients may be eligible for no-cost services.

O

All educational materials made available to patients (e.g., on the agency’s website, through
a patient portal, or through other electronic means) have gone through the agency's
informational and educational (I&E) materials review process.




Improve Staff Experience and ’5))
Engagement

1. Routinely (e.g., annually) assess staff experience
and satisfaction to identify opportunities for
improvement.

2. Engage staff in patient experience improvement
efforts.

3. Foster communication across clinic staff at all
levels (e.qg., regular huddle).

4. Acknowledge staff that provide excellent care.

— For example, consider sharing comments from
patients received verbally or on patient satisfaction
surveys as part of staff meetings.
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Staff Satisfaction Survey QRHINTC

Please tell us how you feel about your job. We value your opinion, and your responses
will help us make improvements. This survey is anonymous. Thank you for your time.

Mark how much you agree or disagree Strongly Strongly
with the following statements: Disagree Sluagre o Agree

The management of this organization is

supportive of me. / / -
®
| receive the right amount of support and guidance

from my direct supervisor.

CERTIFICATE
| am provided with all trainings necessary for me

to perform my job. OF RECOGNITION

. - . sps Thi rtificate i ded t
| have learned many new job skills in this position. 1S certiiieate is awarded fo

-
| feel encouraged by my supervisor to offer F I rSt N a m e &
suggestions and improvements.
Last Name

The management makes changes based on my
suggestions and feedback.
in recognition of their outstanding dedication to
| am appropriately recognized when | perform well delivering excellent patient care.
at my regular work duties.

The organization rules make it easy for me to do
a good job.

[Logo Here]

| am satisfied with my chances for promotion.

[Clinic Manager Name]
| have adequate opportunities to develop my
professional skills.

[Date]
| have an accurate written job description.

The amount of work | am expected to finish each

week is reasonable. L I I
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Start with an organizational assessment.

Organize improvement progress in an
Improvement Plan

Use a quality improvement approach

Patient Experience Organizational Assessment @R!;LNT C f‘)RHw" "~ Patient Experience Improvement Plan

. Use this Improvement pian to organize and track patient experience improvement efforts in your family planning clinic. Add new rows as needed.

Clinic staff can complete this organizational assessment to share their w patien care at their clinkc. Your responses
il be anonymous, <o p\\.asL provide your honest feedback. Jot down your ideas for what the cl CLuuld Ho better I the right-hand column. The clinic
will ther egate all responses to i and potential areas of improvement. How You Will Evaluate Success of

Improvement Goal Improvement Activity Who is Responsible Improvement Activity
m__mmmmmm

Patients can be seen at 3 fime Exampie: Expedite patient | Review patient check-in paperwork and identity | Jacob (Nurse) Patient time filing out papervork, Apil 10th Gombined three intake forms into one streamiined form.
SO AT check-in process. apportunities to streamiine it gathersd through observation Averags time patients spend filling out paperwork
decreased from 12 minutes to 4 minutes.

Deadline for
Evaluating
Improvement Activity

Results and Next Steps (fill in when activity
completed and evaluated)

Patients wait in the waiting raom
more than 10 minutes past their
appointment time before they
are seen.

Patients experience confusion, PATIENT INTERACTIONS
e e cugh Example; Ensure al patients | All siaf complete the Skills for lmproving Famiy | Fita (Glinic Manager) wil Patient salisfaction Suveys March ist in March, patient satisiaction surveys showed an increase
their visit feel weicome at the olinic. Planning Visits: Staff Meeting Package to practice |organize staff meeting; al staff| in positive respanses (from 85% to 95%) on the question,

how to make welcoming statements. will attend: Jacob (Nurse), “Did you recelve a friendly welcome?"

Patient Interactions  Staff welcome patients upon arrival, Msrts (Front Desk), snd Tre

(Nurse Practioner)
Staff provide care that is
culturally-appropriate.
Staff provide care that is
trauma-informed.

CLINIC ENVIRONMENT

Staff provide care thatis Example: Protect patient | Put a white noise machine in the halhvay Fita (Clinic Manager) will Test to make sure we can' hear voices | March 15th Test successful—white noise machine biocks carrying of
youlh-friendly. confidentisiity. make purchase; Marta (Front | from the hallway in the exam rooms voices:

Desk) will instali and test ViCE VErss

Staff provide care that is
inclusive of LGBTQ patients.

Staff limit distractions, such
as interruptions or persanal

cell phone use, when with STAFF EXPERIENCE AND
and around patients. ENGAGEMENT

Example: Give staff requisr | insfitute twice daily tesm huddles Fits (Glinic Manzger) After one week, ask staff o fill out & brief | March 9th ‘Staif appreciate huddling but find twice daily huddles
Staff use friendly words and opportunties ta get support anonymous survey sharing what is (morning and atemoon) to be disruptive and

a friendly tone of voice when
speaking with patients.
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Planned
Parenthood’

Care. No matter what.

Family Planning

Planned Parenthood of Greater New York OF SOUTH CENTRAL NEW YORKE, INGC™

Felicia Morris-Bolar Julie Weisberg
Senior Director, Planned Director of Public
Parenthood of Greater Communications,
New York Family Planning of South

Central NY, Inc.



\ . - aa s
What is one idea or tool you heard about
today that you'll take back to your clinic?

) X
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Thank you!
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