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Ready, Set, Engage
Chat Box:
, Al KFG | dzS@ @3 RBEsRpasichants
o can view and panelists can respond
A Panelists will respond to your questions during
the Q and A discussion

Follow-up:
E_B~ A Following the presentation, participants will
% = receive a follonup email with the slide deck,
— recording, and a link to access additional
resources
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https://nrhisan.healthdoers.org/home

Person and Family Engagement Learning Programs

Expert Instructor Launch Date

How to Help Clinicians ]‘/I—IQ
Interpret their Patient P
Experience Results MASSACHUSETTS 6/22/17

HEALTH QUALITY PARTNERS

Using Motivational

Interviewing and Shared :

Decision Making Tools to A St it 6/27/17
Facilitate Change

How to Actively Engage
Patients in Their Care
ol7/17
MASSACHUSETTS

HEALTH QUALITY PARTNERS

Advanced Care Planning anc

End of Life Care ,
PnTSBch.H REGIONAL HEALTH INITIATIVE 9 / 2 8 / 1 7

::;)rcm/fng Qun/n‘}' Containing Costs
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Addresses Key Elements of TCPI Chang
Package

1.1 Person and Family Engagement
1.2 Teardbased Relationships

1.5 Coordinated Care Delivery

1.6 Organized, evidence based care
1.7 Enhanced Access

2.1 Engaged and committed leadership

2.2 Quality improvement strategy supporting a culture of
guality and safety

2.4 Optimal use of HIT
3.2 Staff vitality and joy in work
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Presenter From Massachusetts Health
Quality Partners

A President and CEO of MHQP
since 1998

A Founding member and past
Board Chair of NRHI

A Brings broaebased
experience from managed
care, hospital, and health
care arenas to her
collaborative role at MHQP

Barbra Rabson, President &
CEO, Massachusetts Health
Quality Partners (MHQP)
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Objectives for Today

A How patient experience results can help drive improvements
In patient engagement

A Ways to implement a team approach to facilitate patient
goal setting

A How to effectively engage families to support other families

A About the current landscape of patient engagement
activities in primary care practices in Massachusetts
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Introducing MHQP

Established in 1995, MHQP is a qoofit regional health improvemen

collaborative comprised of physicians, hospitals, health plans,

purchasers, patients, and academics working together to improve
guality and value of MA health care.
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[ETSEIETTTI for Massachusetts residents.

Patient Experience How D0ES -

Your Doctor .

nl-nnvmp

Compare? .

A Since 2006 we have reported on aspects
of the doctorc patient relationship in
primary care statewide in MA

A We fleld over 250K Surveys annua”y to Compare Primary Care Doctors' Offices
MA patients about their primary care e s
experience

A We report patient experiences from over Q }
500 practice sites on our website Wil e

4 HEALTHCARE COMPASS s,

Who We Are

Learn More About Our Reports

Compare Doctors' Offices
v

@ Adult Care O Pediatric Care

Q Location required)

About Quality and

Measurement
% % How does this website measure health

Updated Patient Experience Survey Data care quality | read more
‘We have updated o pat ent experience surve yd ita on Healthcare Co mp t reflect patient's
experie ceswthdoct 2014 In 2014, we reporting on new meast of adult mental health

and pediatric growth a dd relopment, a: swell ped atri h alth and s: f ty Th survey How Can | Find My Doctor? ]

Suppo! rtedbyh alth plans and provider organizations that are dedicated to improving patient- and
family-ce ed care nMas achusetts | re: dmore

Thoughts about quality care...

"The doctor is the medical expert, but
Comparing Doctors' Offices to Get the Best Care Youre the expert about you d youir
child. When doctors, patients, and

T mak h Ithca ytm M h ttst lypt t l dwemut ntinue to parents work together, it can result in
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Strategiesfor Driving Improvement in PatienrCentered Care

Advancing Patient Measuring Patient
Engagement Experience

Capturing the
LI G ASY U

Measuring Patient CoDesigningCare with
Reported Outcomes Patients

t FaGASY(GaQ 1y26f SRIS | YR LISNAEL
resource Iin the health care systemwe will not achieve the outcomes
S 6yl AOK2dzi GKS LI &



CMS: Person and Family Engagement
Strategy

Promote
Informed
Decision

/~ Making \

Improving Share
Health, o Values
Healthcare
Experiences,

d
\ \Outac‘:rc])mes /
Promote

PFE Best
Practices

Co-Create

Goals
-

https://lwww.cms.gov/Medicare/QualityinitiativesPatientAssessmeninstruments/QualityInitiativesGenlnfo/Persamd-FamilyEngayement.html
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Massachusetts Patient Experience
Survey Results
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What Are Our Patients Telling Us About How
Well We Engage Patients?Adults

Q40

Q41

MHQPPES 2016 - Adult Engagement Scores

I n the |l ast 12 months, did you and anyo
about specific goals for your health?

I n the |l ast 12 months, did anyone in this p
you if there are things that make it hard for you to take care of
your health?

20.0 30.0 40.0 500 60.0 70.0 200 90.0 100.0

PES Composite/Question Score




What Are Our Patients Telling Us About How

Well We Engage Patients?Parents of Kids

MHQRPPES 2016 Pediatric Engagement Scores Communication
|‘
Il n the |l ast 12 months, did you and anyone 1in
goal s for your <childé eal t h?
3 —
Il n t he did anyone in this pr
t hat you t~ ~=2ra of your <c¢h
g l
10.0 200 30.0 40.0 50.0 60.0 70.0 80.0 90.0 100.0

PES CompositefQuestion Score




Some Practices of Best Performers

(]
A -
Requires a team approach
V‘ pl

Medical assistants ask patients about what their health gog
are at every visit

Imbedded social worker/behavioral health specialist in the

practice¢ warm handoffs are key to trust, and social worker
increase awareness of community resources

Provider training in motivational interviewing that encompass
tAaAUSYAYy3d 02 LIUOUASYyua | yR

Active Patient Family Advisory Councils

nNo
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Family Engagement

Michael Yogman, MD




Guest Speaker

Michael Yogman,
Pediatrician at Yogman
Pediatrics

A Has been in pediatric practices in
Cambridge, MA for over 20 years

A Assistant Clinical Professor of Pediatrics
at Harvard Medical School,Chief
Division of Ambulatory Pediatrics at
Mount Auburn Hospital and Chair Child
Mental Health Task Force ,Mass
Chapter American Academy of
Pediatrics .

A Fellow of the American Academy of
Pediatrics since 1973 and Chair of the
national committee on child and family.
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YOGMAN

PeEDIATRIC ASSOCIATES
DBA Mount Auburn Hospital Pediatrics

1 Office, 25 4 Pediatricians,
Years, 2000 Social Worker, 5 PCMH Level 3
Families Front Desk Sta

Behavior Health

Prime Parent Partners

EMR: ECW/EPI Registries
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Practice Transformation:
Promotes Strengths, not just Deficits

LRSYUGUATE LI NByouaQ 3I2 t a

What ishappening toyour childversuswhat iswrong
with your child?

How can we support your opportunities to learn anc
grow with your child?

Raising kids is hard!
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Individual Factors

A Trusted relationships: A
Actively engage parents and A Know thy self: values, biase
children A Tune in to parents

A Create safe, supportive A Tune in to child
environment for parents A Reframe your intervention

A Continuity of care within the context of the

A Engage fathers LI NBydaQ 321

A Emphasize play, joyful Information you offer is
discovery relevant to them

A Whole person
T

20 NRHI | Higtvalue Care Support and Alignment Network



Systemic Factors
‘ Team Communication; shared vision; empower staff
‘ Behavioral Health Integratiewarm handoffs
‘ Parent Advisory Group

‘ Suggestion Box

‘ Transition In care for adolescents

‘ Access and-mall

‘ Care Coordination with Community resources
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IPA Support: Early Childhood Consultation

A Data driving goals; PDSA
(PlanDo-StudyAct to
support quality
Improvement)

A Exampleincrease
identification of preschool
concerns and support
parents and childcare
providers in primary and
secondary prevention
(avoid preschool
expulsion)
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Innovation

C—— )

wPatient Experience

wQuality outcomes /\/\
wCost savings
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Future
Telehealth

Advantages for families

wimproved access especially after hours; decreased
worker absence, especially useful for follow up of
behavioral health visits.

Advantages for providers

wPayment enabled for after hours visits from home
avoiding visits to retall clinics and supporting the
continuity of care in the medical home.
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ﬂ Challenges

Shared understanding of patient
experience measures

Self management

Sustainability of behavioral health
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Comments from the
team

SusarBetjemann LICSW
AaronPikcilingis




Q and A

MichaelYogman MD
SusarBetjemann LICSW
AaronPikcilingis
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The Team Approach

Lindsay Gainer, RN, MSN

Senior Executive Director of Innovation

North Shore Medical Center / North Shore Physicians Group
Partners Healthcare
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Guest Speaker

Lindsay Gainer, Senior Executive Director of
Innovation for North Shore Medical Center
(NSMC) and North Shore Physicians Group
(NSPG)

A Leads the Kaizen Promotion Office and the Lean
Management method in the inpatient and
ambulatory setting at a large community
hospital and multispecialty physicians group

A Oversees quality and safety, population health
management, and staff development for the
physicians group

A[SR GKS 2NBIFIYyAT FGA2yQa [ S|
the journey to recognition of all NSPG sites as
NCQA Level 3 Patient Centered Medical Homes
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NORTH SHORE =
Physicians Group e

FOUNDED BY BRIGHAM AND WOMEN'S HOSPITAL
AND MASSACHUSETTS GENERAL HOSPITAL

A Multi-specialty, multi
location physician group

A 13 Primary Care8 Specialty
offices, 1 Urgent Care, 1
Extended Care program

A Locations; 15.9 mile radius
of North Shore Medical
Center

A Diverse patient population:
Income, ethnicity,
education
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