(EE)

£
u;h
% Fo % PR
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Total Patient
Experience
The Next Frontier In
Healthcare
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HKSH School of Nursing (1927)

School’s First Three Graduates (1930) Nursing Students Attending Lecture (1959-60)

A Tradition of Service
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Advances in
Medical Science and Technology

= I N h § e
] o . Py
e '( X €. 2
ff = = 4
4 =

) ==

l’:; k
C .

™, Scienc

7

e -

] | s
N

= Hong Kong Sanatorium & Hospital Limdted. AN rights reserved.



Practice of Medicine

 Evidence-based Medicine
* Diagnosis-based
* Treatment Protocol

* Clinical Outcome




Healthcare Management

e Staff Management
* System Management

* Operational Management




Patient’s
Demands and Expectations

* Quality

* Quantity
* Cost




Reality of Mortality and Morbidity




The Patient Journey




Professional Ideals
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Professional Reality

* Psychological Barriers
e Service Environment
e Career Ladder

e Service Culture




HKSH’s Journey

Catering to Total Patient Experience —
A Shared Mission




Support for the Frontline

“A Battle can be Won or

Lost at the Frontline”




Professional Reality

Psychological Barriers




Professional Proficiency and Support

 Orientation
* Hospitality Training

* Clinical Psychology
Course and Support

* Nurse Residency

Programme with UCLA

* Frontline Support
- Patient Ambassadors
- Team Leaders

* In-house Legal
Support
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Professional Reality

Service Environment
- Manpower
Workload
Surviving the Day

Surviving the

System
Division of
Responsibility
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Managing the Service Environment

* Hospital Accreditation -
Patient Safety and
International Healthcare
Standards

* Managers
 Coordinators
 Team Leadership

* System Improvement —
Lean Six Sigma

 Communication Skills

* Patient Ambassadors ﬁ‘

* Collective Responsibility i‘%

Management Support
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Togetherness
Happy Environment

* Lean Six Sigma
e 3Ts: Teaching, Teamwork, Trust

* Be Nice Programme
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Career Ladder of Nurses in HKSH

Skills Level I: Basic Nursing Skills
Knowledge Level II: Establishing Personal Relationship
. _ Level llI: Filling in the Service Gaps
Xperience »
P , Level IV: Managing Service Environment
Leadership

L Level V: Representation in Hospital
Responsibility Management & Policy-Making

Total Patient Experience
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Patient’s Trust

* Professional Relationship I ‘
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- Partnership with

Doctors
* Personal Relationship
- Nurse-Patient
Relationship:

Named Nurse
- Patient Ambassador
B 3Ts
- Teaching, Teamwork, Trust
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Understanding the Patients

Psychological Wellbeing Nursing Care Course
* Understanding the Psychology of Patients

* A Methodology to Approach and Communicate
with Patients and Their Families

e Counselling Principles

e Conflicts and Stress

 Workshops: Role Plays and Scenarios

e Sharing Sessions and Group Support
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Understanding HKSH's
Corporate Culture and Values

Know the HKSH Management




Leadership Development Programme

* Understanding HKSH Management and System at a Higher
Level: Exposure to Management, Legal, Auditing, IT Aspects,
etc.

Leadership Devel
_______ Programm
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HKSH Management
Hospital Management Committee

Dr. Tsao Yen Chow
HMC Chairman
(Paediatrics)

3 | |
.!:,- Dr. Chow Shew Ping

= Deputy Chairman . .
Clinical |_ ' ! (Orthopaedics) | Non-Clinical

Dr. Walton Li Mr. Wyman Li
Medical Superintendent Manager (Administration)
1 (Education & Training,
Dr. Joseph Chan Community Services, Mr. William Tang (Finance)
Obstetrics & Gynaecology Publicity & Media, Doctors’ (CFO)
Human Resources) I_
MS'( g\g”rgtr;r:)e L (Legal & Administration)
Dr. Raymond Yung
Microblology I_ Ms. Connie Chu (Admission)
(Clinical Audit, Infection Control, Lab) |_ (Housekeeping)
Dr. William I. Wei
(External Liaison, Professional Development) Otorhinolaryngology I_ Mr.B.Y.Lee (Supplies)

(Supplies)
| Dr. Liang H. S., Raymond |

Haematology &

> In teg rated Haematological Oncology Mr. K. S. Huie (Finance)
Q MUIt|'D|SC|pI|nary | Dr. Lai Kar Neng I_ -
° S| n g I e_ti er (Auditing, ICU, Clinical Services) Nephrology Mr. Vincent Poon
» Single Directive | Dr. Ryan Li

C ” t (Human Resources, Catering) Dentistry
e Collective

DeC | S | on &_ Ms. Manbo Man ‘?

Surveyor, MBA, Registered Nurse

Ms. Cynthia Huie
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(Nursing Administration, Accreditation)

Responsibility




Rapid Response System
at the FRONTLINE

One-Step,4-Dimensional Link-Up

HMC
P — I = ~a

/ \
SIS / Doctors, Coordinators \ s
Supporting <—> 4—> Clinical

& Team Leaders !
Services \\ / / Teams

Frontline

Response Time




Patient Surveys
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US Model

Hospital Consumer Assessment
of Healthcare Providers

and Systems (HCAHPS)

Federal Centre for Medicare and
Medicaid Services (CMS)

24-Question Surveys
(Patient Satisfaction)

Reimbursement Incentives
Patient Experience Officer

HCAHPS Survey |
SURVEY INSTRUCTIONS
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3. During this hospital stay, how
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Total Staff Experience

* Annual Staff Surveys

 Annual Hospital Retreat

3T Workshops

* Lunch with Medical Superintendents
* Charity and Community Services

Walk for aV|S|on Walkathon Lunch with Medical Superintendents

Operation Santa Claus HKSH Health Buddies Hospital Retreat
Fund-Raising
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Recruitment and Staff Development
Committee

* Transparency
e Support and Guidance

* On-the-Job Development Programme




On-the-Job Professional Development Programme

International Outlook:

A Global Vision

* Collaboration with UCLA

e Clinical Attachments (UCSF)
* International Conferences

e Sharing Sessions
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Lady Lau Ip Sok Wun
Memorial Scholarship

ZARABL T RRESS
Lady Lau Ip Sok Wun
Memorial Scholarship




HKSH’s Journey

* Concerted Effort

e Catering to Total Patient Experience
* Personal Relationship

* Personal Touch

e Attention to Details

* Little Things Mean a Lot
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Patient Journey & Staff Journey

You will never have to walk alone
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