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Nadie podrd pararlo, ni dioses ni hombres
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Fuera de la Sanidad y los Hospitales

Estamos inmersos en un cambio tecnologico brutal.

Entorno exigente con competencia cada vez mayor (el cliente no

perdona).
Cambio de “satisfaccion” a “experiencia”.

Necesidad de cambiar de cultura de “producto” a cultura de “servicio”.
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. SEUR

Seguimiento de envios
= Controla la situacion detu
= — anvio en todo momento.

Intraduce tu numero de seguimiento
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En la Sanidad y los Hospitales

 Universalizacion del acto médico

e Los pacientes son habitualmente sumisos: soportan situaciones que no
permitirian en otros entornos (bancos, hoteles, restaurantes,
instituciones publicas, etc.)

e Pero cada vez son mas activos y demandan mas informacion y
participacion (paciente empoderado).

e Los pacientes y sus familiares (“clientes”) reclaman un cambio en la
manera de recibir y disfrutar de los servicios de salud, igualando a los
servicios que reciben de otras empresas. Y eligen el hospital en base a
Su experiencia.

Diferenciacion por servicio y experiencia
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En la gestion de los Hospitales

 Necesidad de funcionar con altos niveles de eficiencia a bajo coste

e Migracion progresiva hacia un modelo ambulatorio frente al clasico
paciente ingresado (telemedicina, wearables)

* Presion creciente en instaurar politicas de “experiencia de paciente”,
gue en muchos casos se basan en modelos y mentalidades antiguas

e Sistemas muy jerarquizados donde realizar cambios es lento y complejo
y que presentan una alta resistencia a la innovacion disruptiva

e Puestos de liderazgo ocupados por seniors instruidos en el modelo
centrado en el hospital que han de virar a un modelo centrado en el
paciente



QComunidad AEC H M
* hm hospitales




Comunidad AEC H M

EEEEEEEEEEEEEEEEEEEE hm hospitales

¢ Y qué es esto de |a
experiencia del
paciente ?
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Patient experience spans the entire clinical journey

1. Scheduling @

4. Follow Up

T,
1
2. Pre-Op
Testing

There are many “mini-journeys”
throughout a patient’s care journey

A patient's care journey provides a consumer-centric
view of an individual's experience. It includes all clinical
, and nonclinical touch points as a person chooses and
LU B receives care, and is followed up afterward.
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¢ Y qué quieren los
pacientes ?
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NHS

ients want? b

» Fast access to a reliable health service
- Effective treatment delivered by professionals
« Participation in decisions & respect

« (Clear, comprehensive information and support
tor self care

« Continuity of care

Picker Survey 2007
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Marcadores que calibran si la

experiencia es positiva o negativa

VALOR BASE

VALOR ANADIDO

La agilidad
El trato / atencién
La informacion
/comunicacién

- LO QUE DEBE SER, LO ESPERADO - - LO QUE ME APORTA ALGO MAS-

Aunque subyace una
experiencia emocional

La informacion moviliza, pero la experiencia directa, si es satisfactoria, es lo que puede llegar a fidelizar.
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Scale of Importance for Patient Satisfaction

Most Important Less Important

Staff cared Wait time before doctor

Doctor concern for comfort Nurse courtesy

Doctor explained Nurse concemn for privacy
Information to care for self at home Staff permitted family and friends to be with patient
Cleanliness

Helpfulness of first person asking about condition

Wait time for radiology

Doctor kept patient informed
Nurse kept patient informed

Information about delays

Family and fnends kept informed Comfort during blood draw
Nurses attention to needs Wait time before treatment area
Doctor listened Comfort during radiology

Pain control Personal insurance privacy
Doctor courtesy Radiology staff courtesy
Respect for privacy Waiting area comfort

Nurses listened Ease to provide insurance

Courtesy to family and fnends Courtesy taking insurance

Wait time of staff notice

2299999999900
) (S
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Many factors matter to patients

Correlation: Derived importance of satisfaction
for inpatient providers

N=1,160

Nurse empathy 0.62
Keeping patient informed 0.62
Doctor empathy 0.59

Outcome of 0.58

procedure/care

Cleanliness of room 0.57

Room appearance 0.54

Quiet environment 0.53

Administrative simplicity 0.53

Single point of contact 0.53
Facilities 0.53
Value for money 0.52
Ease of understanding bill 0.48

. Surveyed in HCAHPS

. Not surveyed in HCAHPS

Comfortable waiting areas

On-time appointments

Pain management

Quality of food

Connection with
other caregivers

Patient’s access to
medical records

Amenities (e.g.,
Internet access)

Ease of scheduling
appointments

Parking

Online tools and resources

Variety of TV channels

Note: Population includes all respondents with an inpatient visit in the past three years.

Consumer Health Insights Survey, 2013.

0.45

0.45

0.45

0.45

0.41

0.41

0.40

0.40

0.35

0.33
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AUXILIARES

MEDICOS

TECNICOS CO R R ECTO >

ENFERMEROS
CELADORES
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¢ Que se esta
haciendo ?
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What are your organization's top three
priorities for the next three years?

PX or Patient

Satisfaction —

Mon-LUS Hospitals

Quality!
Patient Safety

Mon-US Hospitals Ta4%

Cost Practices
Managemant'
Reduction

Mon-US Hospitals 51%

M
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Which metrics are your organization using to measure
overall improvement in the Patient/Resident Experience?

(beyond government required)

Government-mandated 86%
surveys (HCAHPS, etc.) 91%
i
Patient satisfaction/ | B

70%
71%

Calls to patient
after discharge

Patient/Family 379
Advisory Committee 55%

Bedside surveys/ 42%
feedback during rounding 49%

Maonitoring | n/a
social media 45%

Qutside ratings/rankings | .,
(US News & Word Report; 1%
Healthgrades)

Patient/family 29%
focus groups or interviews 37%

. 2013 US Hospitals . 2015 US Hospitals
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C | Connect using the patient’s preferred name

Introduce ourselves and our role to patient/family in every

encounter

c Communicate about what you are going to do, how it will
impact on the patient and how long it’s going to take

A Ask permission before examining the patient and anticipate

patient and/or family needs, questions or concerns

R | Respond to patient/family needs/request with urgency

Exit courteously and with an explanation of what will come next
or when you will be back to check on them
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El proyecto HM
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e Creacidn de una nueva Direccidon de Area de Relacidn con los Pacientes
qgue enlaza con un Objetivo del Plan Estratégico

e Ejecutar la Transformacion cultural interna en HM

e Definicion de Métricas y Cuadro de Mando orientadas a las
necesidades de los pacientes

e Redefinir Sistemas, Procesos y Operaciones con la nueva orientacion
e Aumentar los canales de comunicacién con los pacientes
e Creacion de la Plataforma de Pacientes del Grupo HM

e Cambiar el modo de presentar la informacion a los pacientes,
estableciendo los resultados médicos y no médicos que a ellos les
interesan realmente.
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"1 've learned that
people will forget what
Uov sald, people will
fovget what you did, but
people will never fovget
how you made them feel.”

- Maya Angelou
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i Nos vemos en 12 meses !
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SDIT'IDS tu Salud | wwwhmhosoitales.com



