N|éduhllaondwwgo

Hamad Medical Corporation

IEALTH - EDUCATION * RESEARCH 159 - royl=] - o

Institute for
Healthcare
Improvement

e East Forum on Quality & Safety in

ncare 2023 16-19 March, Doha

Brought to you by:
Hamad Healthcare Quality Institute

Healthcare Resilience in Extraordinary Times



Can we get rid

y of
Patient Experience




y 0 U

® Q

{=

Go g|e patient experience X

Q All = News &) Images () Videos Q Shopping ¢ More Tools

I About 2,680,000,000 results (0.38 seconds) I

Patient Experience Defined
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Remember..
Experience is everywhere..!
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Improving Patient Experience
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Organizational Culture Model
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Learning Objectives

At the end of this session, participants will be able to: =

-
Define patient experience.

Describe how to integrate patient experience in organization strategy.

Define culture and understand its impact on patient experience.

Implement Patient Experience through culture model.
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Experience Improvement
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Patient Experience (PX)

PXrepresents a valid
indicator and measure of

patient-centered carepne

of the healthcare quality
domains.
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A Cross-domain analyses reported by Press
Ganey in the 2017 Strategic Insights Report
demonstrate interdependent relationships
among the PX, safety, quality of care,
workforce engagement, and financial
outcomes.

A Improvement in any one of these domains

. ) UALITY
can positively influence others and support QCARE

progress during the improvement project,
while a defect or deficiency in any one of the
areas can compromise the others.
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An Organization’s Culture...

What is it?

Shared philosophies, ideologies, values,
assumptions, beliefs, attitudes, and norms

that knit organizational members together

Culture is what you see, feel, and hear in your
organization.
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Organizational Culture

The beliefs, values, norms,
shared by health care staff

% Agency for Healthcare
- BN Research and Quality

Determines
behaviors

that are:

Rewarded Supported Expected Accepted

Exists at
multiple

levels:

System Organization  Department Unit
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/ InfluencingBehaviorsat the Sharp End \

Design of Design of Design of
Policy & Culture Work
Desian of Protocol Processes Design of
Strugture Technology &
Iﬁ Environment
Behaviors
of Individuals & Groups
fivou have to manage a system. The "A bad system will DEFEAT
system doesn'tmanage itself.0 a good person every time.f
W. Edwards Deming v W. Edwards Deming

Outcomes

AdaptedfromR. Cook and D. Woods, Operating at the Sharp End: The Complexity of Human Error (1994)
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The focus areas that are related to
organizational culture :

e

5 Engaging . : :
Py ) : = Leveraging A Culture of Patient-
' Ieadershlp N patient @ accountability. m centered care.
experience.
Building Implementing

Lej partnerships with

physician leaders.
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consistency as a
core value.
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ADVANCING THE INDUSTRY TOWARD TRANSFORMATIONAL SOLUTIONS

Sustained Cross-Domain Improvement

Domain-Level Improvement

Incremental Improvement //—

Strategic Solutions

Enterprise Transformation

Improvement Initiatives
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Safety

Patient ~ Workforce inical Safety
Experience & Excellence
Engagement
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How Does MODHS Define Patient Experience?

Patient First

TAN

Alignment with

SAFETY Strategy

Human Centric

PATIENT
EXPERIENC’

PATIENT
QUALITY CENTRED
CARE




Patient Experience Narrative In MODHS

Patients Comeéirst
In
Every DecisionWe
Make

and

Every Action We Take




MODHS Values

Patient First Human Centric Creativity Team Work  Professionalism  Continuous Learning

and Patient Experience alignment with
MODHS Strategy

Culture of Safet Patient B Collaborative Code of Ethical
Y Experience Improvements Conduct Framework
Employee Inn?v:ltign% o Teams and
Engagement Committees
Program

Monitoring Initiatives Policies




Quality Improvement Project

Improving Patient Experience by Implementing an Organizational Culture Model
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