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Driving towards patient-centered care
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Using information transparency to transtorm
health care delivery




|OM Principles for 21t Century
Transparency

“Patients should have unfettered access to their
own medical information and to clinical

knowledge.”
Crossing the Ouality Chasm, 20017




Shared Decision Making
Engaging Patients

» Shared Decision Making — involving patients as
active participants in decision making by
providing:

— Data
— Knowledge
— Tools




|nformation for Patients:
The Status Quoe




Ethnography at Northwestern

The Status Quo
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Time Allocation Methodology
In Office

38 clinicians shadowed for 2 houts
Activities recorded at 1 minute intervals
159 encounters observed

4541 observed minutes

Tang, Proc AMIA 1996: 12-16




Information Activities During Encounter
Average Distribution Across Sites

Other
Reading go4

5%

Writing

Talking
60%

Tang, Proc AMIA 1996: 12-16




Sub-Categories of Talking

Average Distribution Across All Sites

Scheduling/Financial
Patient Education
Patient/Clinician

B Phone
37%

Tang, Proc AMIA 1996: 12-16




Observed Talking Activities
Subcategories, All Sites

—

B Patient Educ.
Patient/Clinician
Clinical Comm.
Administrative

Cardiology
Int Medicine
Neurology

Tang, Proc AMIA 1996: 12-16




Outcome of Patient Education?
Understanding of Diagnoses

57 Mayo internists; 458 visits, 2.7 prob/visit

Post-visit questionnaires to MD and patient
* Major health problems and other problems

Patients failed to report 68% of problems

Missed 54% of “most important health
problem™ according to MDs

Mayo Clinic Proceedings, 1996




What do patients want?




When all else fails...

.. ask the patients!
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Patient Education Focus Groups
Methodology

Independent market research firm

Random selection of patients seen within 2
months in 5 clinics

24 patients in 2 focus groups

One-way mirrot

Tang, et al. JAMIA 1998; 5:563-570




Patient Information Needs
Focus Group Results - Themes

* Patients 4o seek information about diagnosis and
treatment plan (including alternatives)

— Friends, relatives

— Libraries, Internet, pharmacy inserts

Tang, et al. JAMIA 1998; 5:563-570




Patient Information Needs
Focus Group Results — Themes I}

* Patients prefer custom-tailored information
— Their own data (Iab results, findings)

— Information on #ezr problem and possible solutions

* Need for their physician endorsement
— Physician endorse material as relevant to them

— Physician should briefly review with them

Tang, et al. JAMIA 1998; 5:563-570




Patient Information Needs
Focus Group Results — Themes 111

* Timing should be when the guestions atise
— Not in the exam room!

— At home, with friends and family

Tang, et al. JAMIA 1998; 5:563-570




Assumption?
Information Given at Last Office Visit

100%
90%
80%
70%
60%
50%
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10% %

0%

2%

Not given any material Given patient Referred to material Referred to Internet
handouts in office  to look-up after visit information

*Percentages do not add up to 100 percent due to total mentions VHA, 1999 Clinical Office Practice




Patients” Self Defense
Personal Health Record Systems

40% of survey respondents keep medical records at home

Based on responses to the question, “| think that having my health information
online would...”
100%
B80%

G0

Markle Foundation, Connecting for Health survey
June, 2003




Change the Assumption

LOS ALTOS INTERNAL MED
PALO ALTO MEDICAL FOUNDATION

Summary of Your Visit Today

Patient
ZZTEST,LIBBY MR # 2566680 DOB 12/03/1945

Date Time Clinician Seen Today Clinic/Dept
09/27/01

8:36 AM Paul C. Tang MD SH/LAINT

During your wvisit today, we recorded the feocllowing information about you:

Temperature Pulse Respiration Blood pressure
102 degrees 88 /minute 18/minute 130/80

Prescriptions as of 09/27/2001 Disp Refills Start End
LISINOPRIL TABS 10 MG OR 30 [ 8/27/2001
Class: Historical
Sig: Take 1 by mouth each day.

ATENOLOL TABS 50 MG OR 30 9/27/2001
Class: Historical

Sig: Take 1 tab daily

ASPIRIN TABS 81 MG OR 30 9/27/2001
Class: Historical

Sig: Take 1 tab daily

LIPITOR TABS 10 MG OR 30 8/27/2001
Class: Historical

Sig: Take 1 tab daily

Return for Care: If symptoms worsen or fail to improve
Patient Instructions:
1. Please take the antibiotics until finished.
2. Please let me know how you are doing in a few days wvia PAMFOnline
(www.pamfonline.org) .
3. Call if symptoms worsen or persist

Pneumcnia
Home treatment is a very important part of treatment for pneumoconia. If
have pneumonia, follow your doctor's advice. Watch carefully for

complications of pneumonia.

People with impaired immune systems are at high risk for complications from
pneumconia. If you have an impaired immune system:

If you can, avoid contact with people who have respiratory tract infections,

Page 1



Conseguences?
Comments from a Focus Group

“It shows that the doctors are more organized,
more professional.”

“It shows they are paying more attention to

29

YOLUL.

“T feel like there is more cate involved.”

“I feel like they are professional, well organized.
And I would more likely stay with them rather
than going to a place that didn’t do something

like this.”




Institute off Medicine
Providing Continuous Care

“Patients should recetve care whenever they need it
and in many forms, not just face-to-face visits.

... the health care system should be responsive at all
times (24 hours a day, every day) and that access to
care should be provided over the Internet, by
telephone, and by other means in addition to face-
to-face visits.”

Crossing the Quality Chasm, 2001




Delivering Continuous
Care — Online

Engaging Patients as Active
Participants




a PAMFONline - Microsoft Internet Explorer

File Edit Yiew Favorites Tools Help

= Back ~ = - @ ot | @Search [3e] Favarites @Media @ | %v =h E - i

Address I@ https: ! fmychart, sutterhealth, org/pamf fdef aulk, aspraction=logout

Links **

Thanks far using PAMFORline. ¥ou
hawve been logged out,
PAMFOnline ID

| zztest

Password

I k*kkkkkk

A Convenient Connection To Your Doctor

PAaMFOnline helps you meet your health care needs quickly and Sign In |
conveniently by giving you a secure, confidential and innovative way to
view your health information while at home, wark or anywhere you have

internet access. Forgot wour password or 107

Sign Up First Time User
L DAMEN a1 » It's convenient Access Code
for PAMFOnline o Tt's effidient
Today! e It's always there | |
/

Ezpired or invalid access code?

Subrmit |

Available at no cost to you:
* Yiew test results

. . H i My Chart® by Epic Systems Corp
s Yiew your medical record PAMFOnline Video
Requires Flash

View

* Request appointments

* FEenew prescriptions e Check Your Browser
s sk questions about your hill * Problems Lagging In
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PAMEORIine
Enroliment
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PAMFOnline Patients
Adoption Rate by Age
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PAMEOnline 2005 Survey

Overall Satisfaction

96% of messaging subscribers are very satisfied/satisfied
88% of basic subscribers are very satisfied/satisfied
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PAMEOnline 2005 Survey

Features Satisfaction
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PAMEOnline Survey
What changes did you make?

“Seeing graph of test results against time helped me stick to my
diet.”

“I feel a stronger relationship with my doctor and more
accountability to his advice as a result of having online access
to test results and email communication with my physician.”

“LLost weight and started exercising mote”

“I always check my lab results... I was able to tailor a diet
specifically to adjust my blood lipids... I saw the improved
test results 2 weeks ago. Not only was I hugely successtul
(Triglycerides from 333 to 85) but I lost 20 1bs, too. Having

the lab results online was tremendously helpful.”




Physician PAMEOnRIine Survey.
“Are you satistied withi PAMEOnline?*
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Physicians with 100+ PAMFOnline patients




Patient Satistaction Survey
Transforming Healthcare Relationships

“I can' tell you how great this system 1s. It changes
totally the dynamic of medical care as far as I'm
concerned.”

“Since I am in my 80s... the most important
[factor] 1s the savings in physical travel to the
clinic I am getting a bit handicapped physically,
but as yet not mentally.”

“I can be current on test results and be a team
member in my own cate...”

“It's not just a website. It's a good deed.”




summary.
Achieving a New Standard of Care

* Driving towards patieni-centered care

* Shared decision making requites:
— Data
— Knowledge
— Tools

* Personal health record systems ate tools for
transtorming cate




