Using Real-time Feedback To Coach
Physicians —At The University of Missouri
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Coordinator, Patient Experience Improvement
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Let Me Tell You A Story...
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My
Family’s
Story
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Inspired
Humanity
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The Power Of Storytelling — Wernicke’s Area

:::fﬁk.
A 4

Function: It is involved in processing
and interpreting the language received
from the speaker.

Location: Sits in the left temporal
lobe, very close to the auditory
Wernicke's cortex—the area involved in hearing.
Area
Importance: Responsible for making
us understand the language that is

heard. It essentially allows us to grasp
the statements made by the speaker.

Broca's Area
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Our Patient Experience Origin Story

Getting why, what, and how in the right order
1. Measure over mission (what)

2. Continuous loop of 90 — day action plans (how)
3. Save and improve lives (why)
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Create Order From Chaos
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“Harness the power of evolution”

The Nobel Prize
in Chemistry 2018

George P. Smith

&
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B9 Health Care

What We Do

Intelligence/Insight ‘/\)'

Payoff
Challenges
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What We Do
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680,624 )_—g 226,465 1514k ,333,1 645,121

clinic visits ¢all sites) 5 9 4 Iab tests
PATIENTS 221,563 Missourians 0 7 422 083
2 6 ,84 7 i’;‘;"’;se’; gfgf;r 5,102 out-of-state Q pha ,macy doses

patient discharges

25,800 S HOSPITALS 6,953 total staff

M A J O R « Ellis Fischel Cancer Center P . ® ® ® 737 MEDICAL STAFF
surgical operations - Missouri Orthopaedic Institute fafasananana 6,216 OTHER STAFF

= Missourl Psychiatric Center

79,464 e 2,417 | 602 BEDS =iy

* Women's and Children’s Hospital
BlRTHS 159 intensive care + 443 acute care

*Based on FY 2018 statistics (July I, 2017-June 30, 2018).

E.R. + trauma visits
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Role of Data in Creating Connection
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Data is like an exhaust
or a byproduct. It's
generated. What do
we do with it?
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“Patients tell your story”

APRIL 6, 2016 CARDIOVASCULAR CLINIC ACTION PLAN
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“Patients tell your story”
APRIL 6, 2016 CARDIOVASCULAR CLINIC ACTION PLAN
Patient Perception Builders
Attending / Fellow Scripting
Patient Assuredness Delivered
Positioning colleagues works best as a trained, intentional introduction of other
physicians and caregivers as a “member of our team”
Dr. Dohrmann email to fellows:
Each time you have clinic at MU over the next several months, | will be sending a "One thing
to try" when you see patients. You may have already thought of your own "one thing" after
my recent patient satisfaction grand rounds or after viewing some of the Beeson "Practicing
Excellence" modules.
Here is an idea for your clinic on March 21st:
Rather than call yourself a fellow and Dr. X the attending, refer to yourselves as the
cardiology physician team who will be reviewing all the information about the patient's care.
Let me know how it works for you!
Mary L. Dohrmann, MD
Professor of Clinical Medicine
Medical Director, Cardiovascular Medicine Clinic
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“Patients tell your story”

APRIL 6, 2016 CARDIOVASCULAR CLINIC ACTION PLAN
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Skills Warehouse

Observation / Consult

nrc @ Health Care NRC Health Symposium | A journey to understanding | #NRCSymp 18

PAGE 9
25t Annual NRC Health Symposium — Omni Nashville Hotel
Nashville, Tennessee
August 14—16, 2019




Data Homework

> Filtering - Cut the noise

> Sorting - Rank by importance

> Grouping and Segmentation

> Visualizing — Using intuitive visuals
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Bringing Data To Life

> Be aesthetically mindful

> Focus on trends, compare time ranges
~> Search for strong relationships

> Try different perspectives

> Creating the story
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Observation

Playbook

Debrief

Summary |=
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Understanding Physicians — Emotional Motivators

Top of Mind Wants Key Motivators
High - @ @ 1. Individualization
® 2. Success
e (5] e ® 3. Well-being
N2 )
Stated fé\ @ 4. Freedom/Autonomy
Importance £ Lo msenaneabessanens N
o o @ 5. Security
@ 6. Confidence in future
@ 7. Self-actualization
@ 8. Belonging
Low i
Insignificants Latent Motivators @ 9. Excitement
Low Derived Importance High 4
(Usage, Satisfaction, Advocacy)
https://www.monigle.com/hbe-health-care-volume-1/
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Understanding Physicians — Functional Motivators

Top of Mind Wants Key Drivers @ 1. Quality outcomes

High “4
@ 2. Personalization

@® 3. Convenience and ease

@ 4. Best people

Im pof:aa r:ig e @

@ 5. Innovation

o i e (@ 6. Empathy
o @ ® 7. Systemness

@ @ 8.Transparency

Low i
- ® 9. Wellness
Insignificants Latent Motivators

! » @ 10. Coordination
Low Derived Importance High

(Usage, Satisfaction, Advocacy) ® 11. Academic medicine

https://www.monigle.com/hbe-health-care-volume-1/
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Understanding Physicians

> Mindfully dedicating time and attention to
physicians, and getting to know them well enough
to understand who they are and what the need.

> Need to recognize the emotional state of the
physician’s experience identity, acknowledge it and
be empathetic.
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Intelligence/Insight

HEALTH
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Jane Q. Public, MD CMS Specialty - Family and Community Medicine
N Keene 5t ice Li

e B PERFORMANCE o v
EXh au St PRPEPY ."""" 573-852-8000 Fax: 573-862-080 - Repors Date 2712017

Rolling 12 Months | N | Rating of provider

1
1
1
1

E-Apr

5-May 87.5 =

6-Jun 83 88, 824

6-Jul 86. 90. 85.3

5-Aug 85 94 87

5-Sep 82.¢ . 93. 88.9

6-Oct &1 348 3. ol

9 5-Nov_ 68 80. 94.4 92.6 92.2
6-Dec 72 783 843 . 924

-Jan 76 78 946 92 54 931

LY -Feb a7 7. 94.5 92.( . 90.
desensitized e =
Organizational T: 89.7 96.3 96.0 96.7 963 .. 951

NRC National %tile | 23 48 58 30 32 54 83 38

Family Medicine %tile 28 80 46 55 32 35 54 81 48

NRC Academic %tile 27 67 54 78 3 36 &0 86 48

[ Raie Provider | <25t e | 50m % |
“Sitage Score T80 845

H

9 An a I yti CS j a rg 0 n oL Rolling 12-_r|'wﬂr:ﬁt::I B?:z:ti'on %tile Compare e et g ety

'\ =Listen Carefully “—8=Easy to understand information about sanerns. —w—Knew medical history
N mem=Showed respect with what patient said tie Spent enough time with patient s Would recommend provider's office
A)

> Leaving out
valuable context

25
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Rate Provider "0-8" Visit Type and Di

q infection

R

Bronccmnjc_;jgn

- Know the audience o rrmm—— T

Rate Provider Demographic Compare: Rate Provider

Day of the Week Compare: Rate Provider

Byproduct...

UEstablished Patient  “New Patient

¥ 8 o B

> Talking in lieu of a

18 Under 1844 4554 6574 5 Total

Male % of Responses  mmm Female % of Responses  ssamMale %tle: Rate Provider  =@mFemaie %utie: Rate Prowider

discussion LEARNING PATH NOTES

The Patient Playbook (Gwin Handout)

Physician . Project: hitp:/lpractici com COMMents Summary: A few comments focused on the patient not feeling they
Bundles have a "Module” video and TK.!' videos. Modules average 10 were listened too as well as test results/phone messages not being communicated
min. and Tips average 2 min. Bundles will have 2 Quizes thal must be or retumed in a timely manner.

passed to get CME certificate.

Day of the Week Compare: Monday has the highest response rate (42%) coupled

+ Using Teach-Back Bundie with the lowest %tile (14th) ranking on Rate Provider. Opportunity to look at clinic
+ Patient Recognition Tip flow and nursing/staff support on Mondays.
. *  Explaining Dianosis Bundle
- Ove rWh e | mi n g . Emlagnyglée"?;mr;g;";ﬂ;wdh "0-8" Breakdown: 62% of her responses were from retum patients. Most common
. EmEiwreEssiﬂu Empatny Part 2 Modue diagnosis (20%) involved upper resparitoy infections/brenchitis
I o Canem Bande T D ic Compare / jents: Female patients in the 18-44 age
*  How Are you Feeling? Tip group had the highest response rate 32% and lowerst %file rank at the 21st.
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Health Care PX INTELLIGENCE

Aesthetically TELLIGENC
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©
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s el 67
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. g ® .
> Cut the noise Io- ye
= ™
Lo . - . : s
9 Layo Ut Survey Question Compare %tile king: Gender Breakd { 32% female, 68% male)
feedback from -
physicians -
T e i TSI s S e I LI,
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Rating %
o

' Responses [Last 12 Montt

Creating the
Story

PX INSIGHT

Diagnosis Providers Question Correlation

Ry B

- Rating of Provider

RATING “ AUGUST N 1y Care Provider: Jobs . Pablic
9&10 78 Thursday @ 7:30 AM ‘erring Physician: Non-University Phy L] . L]
.
Patient Portal Usage: 51% Resident!Fellow: Jane . Public [ ]
. . ngn S . Procedure: FonE TV Zule TopScoring Questions
9 S I n I n u I I Ve Ay, tovalenthusiasts whovil keep 100 roviderhomes Respect
«coming back and refer others, x
Wormen paceand et (@] R
M | Age 60-64 5th  Provider Listened Carefully
VIiSuals e 5 o
78&8 15 Thursday @ 2:30 PM ‘eriing Physician: Non-University Phy L] . L ]
H Patient Portal Usage: 25% Resident/Fello: Jane Q. Public o °
o) ESTPTOV- .
b 5 o at Procedure: [y . <o Questions
£ Satisfied but unenthusiastic Diognosis M:rh!ld [:ewe[l!l 1t KnewMedicalHistory
. individuals who are vulnerable o 2 EVE;":“":M?’E“
Women o competite offerings @ iagnosis s ind 15t Provider Lisened Corefully
ro l l p I l l g a n Age 46-50 Diagnosis 3: Boriat It Providershowed Respect
RATING JUNE 1y Care Provider: Jobs . Pablic
. ® °
S e m e n ta t I O n 0-6 7 Thursday @ 12:30 PM ‘erring Physician: Non-University Phy LR
Patient Portal Usage: 33% Resident/Fellow: BHATT MDKARIS e *
) 4 Procedure: EopE OV PPrRT—
- Unhappy individuals who can == Diagnosis 1 M:rhid [Seua:!] 10th  Provider Explained Things
be damaging and impede _ Bariatio surgery
Women growth through word-of-mouth @ Diagnesis 2: _ -~ ) 11th  Provider Spent Enough Time
Age: 60-64 Diagnosis 3. DysPhagia. At Provider Listened Carefully
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leferent Health Care PX INSIGHT
KEY STAT 12-MONTH LOOKBACK
Perspectives — ==
- = — B - ] | | |
> Focus on trends L QUESToN DEPARTHEN: CompATE
> Try different - :
perspectives I
Explained things Spent enough time. Showed respect Listened carefully Knew medical history KEY STAT (Rating)
> Looking for clues . “”5“°“.f.ff.",fffff:f".i._,w..,n.] )
Explained things Spent enough time Showed respect Knew KEY STAT (Rating)

Health Care
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Look for Relationships

> Connection

> Causation

> Correlation

nrc

Health Care

0] ||IIII
# »
) »
1 1 5 5

Aene valgais

H]

&

% of Responses E
= ¥t Rarking. 1

Actinic
keratosi

DIAGNSOSIS

Melarocyic  Other  Neoplasmof Viral Warts  Rosaces,  Hemangoma Other specified
nevi, P uncertain unspedifiec and dermatitis.
unspecified  keratosis  behavor cf Iymphangiom,
skin wyste
Secondary Provider Review: Rating
n » w f . f
n s M 2 0 2

CORRELATION to KEY STAT

Nov  Dee R My A My kn Tol

= Promoter

e KEVSTAT  ——KEYSTAT AVE

Net Promoter Score
FYTD

\
72

Passive m Detractor
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Feedback &
Skill building

> “Feedback
Sandwich”

> Pendleton
Model

nrc

) . ) ) H v Health Care
Patient Experience Insight for John Q. Public, MD 8 Health Care 8
PX Component Summary PX PX-
Medical Practice 2019 Healthcare Consumer Trends Report: NRC Health
. :u s inereased from prior year except for “lstening” and “Rating of Patient, Family N
rovider. y
o 52 percentie ncresse n “medical istory” and Community st kot thefehonf ek mindcnd o, e, the
i » 26% percentile decrease in “listening” Engagement source of their frustrotions.
Gender ) .
*  Rating of Provider: Male score higher (815% difference in %tile rankings) Th Patient. now
* Malepatients score higher on all survey questions Culture and healthcare’s core differentiator.
« High and Low Tor Men: High: 96" %tle for “Ume” Low: 65 Stile for “respect” Leadership
1 « High and Low for Women: High: 38" Stile for “explained” Low: 16 Sl for Jason & Wolf PhD
“respect” The Beryi nstitute/ Potient Experience Journol
Day of the Week
* Monday looks ike a “specials” day - . "
+ Weonessay omye Humanizing Brand Experience: Health Care Edition
+ Thursday: busiest day and has lowest Reting %tle. 125 of responses are from Environment and s
L resident invalved visits. Only 5% are calculated into Dr. Publi's iata. (66.7%) Hospitality
hat we, 05 brand leaders, can bettr talr experiences t theirnezs.
Demographic
i « 79% of responses are from women
 20% “passives” Thisis a high percentage. Good news s that these patients can jump i
ealthcare i ients’ . "
o promorers Quality and 53 Understanding the Patients' Perspective of Emotional
II I 4564 age group: Largest percentage of responses for men and women. Giinical Support to Significantly Improve Overall Patient
et Excellence satisfaction.
« Last 3 months have been trending positive  80,80,79) Vol. 15 No. 4 2012 High Quolity Patient Care
I “I““I « Establisned PT OV 65%of responses
« Periodic ESTPT OV: 265% of responses.
l 1 l 1 Creating First Impression skills Project
Diagnosis " Giimical CLINICIAN | A  can be diffiutt
—_— = Persons encountering health services for examinations. 36% or responses. 22%are " EXPERIENCE | tounda. In the skill of creating firstimpressions we take you
|-—— passive. Excellence PROJECT you ond your is rig
= « Hypertension: high percentage of detractars. " Durotion: 15 minutes, 43 seconds. CME 0.25 ANA PRA
= * Great responses for Genersl symptoms and signs DX. 85% promaters. Cotegory 1 Credit
Correlation N The Mindset Project
= “Listen” and respect” are the twa highest correlating questions for the rating of providerand |
provider key metric staff EXPERIENGE y words of| i
= “medical history” had the ighest number of passives (11%) and the lowest Engagement | o JeoT Ieadership. Duration: 16 minutes, 8 secands. CME: 0.25 AMA
correation (53) i PRA Category 1 Credit
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= : 45 providers from 8

service lines

> 80% improved
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> 8.7% increase in

“Rating of Provider”
positive percent
score and an
increase of 15
percentile rankings
as a group.

nrc B8 Health Care
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The Ambulatory Project

Rolling Percentage Change from Baseline: Ratingof Provider

%tage change

May Jun Jul Aug Sep Oct
C—<25th 8 0 0 0 -8 o
[C—125th to 50th -3 3 5 o o -3
50th to 75th 0 2 3 2 2 o
[ >75th -12 -11 -10 -5 7 -7
—TOTAL ] 6 9 3 6
“o=PX 13 7 13 40 47 57

nrc B8 Health Care
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Affiliate Project

Family practice clinic affiliate

8 providers

Group consult in October 2018
Shadowing conducted in Nov/Dec 2018
Communication Composite: Increased
11 percentile rankings as a group.

> Rating of Provider: Increased 7
percentile rankings as a group.

N %

nrc B8 Health Care

Communication Composite

PROVIDER Jan-18 thru Sept-18 Post Consult (Oct thru 5/31/19)
N % SCORE | % TILE N_ [% SCORE [%TAGE +/-| % TILE | %TILE +/-|

a00| 939 | a9 [3as]| 972 81
24| 912 | 30 |28 sas a6 | 16
399 | sa2 | 52 |29 se2 21k | n 1
as1| 893 | 20 [as| 911 [[20% | » []s
ms| 897 | 22 [3e9| 906 [ hon | 27 || s
654 | 946 | 55 |as7| sas [Josn | s 3
4s0| 964 | 73 [3a7| 967 || 03n | 76 3
43| 968 | 77 |301| 968 | oom | 7 0

TOTAL [3460] 93.4 | 44 [2575] 946 | 1.3% | 55 11

Rating of Provider
PROVIDER Jan-18 thru Sept-18 Post Consult (Oct thru 5/31/19)
N % SCORE | % TILE N |2 SCORE [%TAGE +/-| % TILE |%TILE +/-|

214 673 | 2 | 269 /96 |(48.3% | 18
399 | 850 | 46 | 332 16 |178% | 87 1
400 | 245 | 42 | 333 | 865 |l|24% 5 |
491 | 745 | 7 |ao1| 758 [{17% 3 2
654 | 852 | 47 |43 | sss |lo7% | a8 2
43| 901 | 80 | 288 | 906 |l06% | 81 1
450 | ss2 | 75 | 335 | ez [f22% | 5o |B1e |
418 | 780 | 14 |3s2| 761 [f-24% | 10 | [

TOTAL [3460] 82.7 | 32 [2746] 840 | 16% | 39 7
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Developing Connected Relationships

> Creating an individualized experience

> Enhancing customization based on wants and needs
> Leveraging meta-data to enhance offering

> Becoming a trusted partner
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Challenges
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Storytelling With Data
> Begin with a question > Be honest and credible
- End with an insight ~> Be clear and concise
> Tell a compelling story > Know and cater to your
> Explain with visuals, narrate audience
with words > Provide context
an @Health Care NRC Health Symposium | A journey to understanding | #NRCSymp 39

Attention Density Shapes Identity
- N

Qo+ a

Exposure Repetition Application Change

Repeated, purposeful, and focused attention can
lead to long-lasting personal evolution.
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The Culture of Yes
Together we: Care, Deliver, Innovate and Serve

VALUES

Attention
Model

CARE DELIVER INNOVATE SERVE

NGe i Everything you need, i 5
o é E 10/5 Rule SayDoRatio 1:1 E{o¥Ig You 16ed: o Public Venting
O3:
S 82
< egzs I ;

R ) Warm Welcome 4 . Is there anything |
{53 2 AnticpateNecss °gmpactand fnnovaonfinds  can do for you?
o g o 3) Fond Farewell ' &y | have the time.

4
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B Health Care

Wellness Experience

THERAPY DOGS
BRING COMFORT

o Health Care
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BJ Health Care

nrc @ Health Care NRC Health Symposium | A journey to understanding | #NRCSymp 43

E
i
H
3
N
S
2
8
@
8

nrc @ Health Care NRC Health Symposium | A journey to understanding | #NRCSymp 44

PAGE 22
25t Annual NRC Health Symposium — Omni Nashville Hotel
Nashville, Tennessee
August 14—16, 2019



Questions
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