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Very

How was the doctor at

Poor  Fair Good Good Excellent

Does
Not

Apply

1. Making you feel at ease...... O
(being friendly and warm towards you,
treating you with respect; not cold or abrupt)

2. Letting you tell your “ story”...... O O O O O
(giving you time to fully describe your illness in
your own words; not interrupting or diverting you)

3. Really listening ...... O 0 O O 0
(paying close attention to what you were sayings; not
looking at the notes or computer _as you were talking)

4. Being interested in you as a whole person ... [J O 0 O O
(asking/knowing relevant details about your life,
your situation; not_treating you as “just a number”)

5. Fully understanding your concerns...... O O
(communicating that he/she had accurately understood
your concerns; not overlooking or dismissing anything)

6. Showing care and compassion.... O O O O O
(seeming genuinely concerned, connecting with you on a
human_level; not being indifferent or “detached”)

7 . Being Positive...... 0 0 0 O O
(having a positive approach and a positive attitude;
being honest but not negative about your problems)

8. Explaining things clearly........ O 0 0
(fully answering your questions, explaining clearly,
giving you adequate information; not being vague

9. Helping you to take control...... O O O O O
(exploring with you what you can do to improve your
health yourself; encouraging rather than “lecturing” you)

10. Making a plan of action with you ... 0 O 0 0 O
(discussing the options, involving you in decisions as
much as vou want to be involved; not ignoring your views)

4, http://www.gla.ac.uk/media/media_65352_en.pdf
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5. https://www.medicare.gov/hospitalcompare/search.html
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Ann Intern Med. 2017;166(5):341-352. doi:10.7326/M16-1881

Table 3. Strength of the Evidence

Outcome Study Design Study < gth 5 ry of Findings
Type Limitations Evidence
Ambulatory
Process 1RCT Medium Inconsistent  Low Much of the evidence for positive effects comes
7 ITS studies from the QOF program. Little evidence of
23 controlled before-aher studies leng-term effects; biggest improvements
13 uncontrolled before-after studies seen in areas with poor baseline
perdormance.
Health B controlled before-after studies High Inconsistent Insufficient Most of the controlled studies have significant
2 uncontrofled before-after studies selection bias, and the 2 uncontrolled studies
do not provide sufficient information to draw
conclusions
Uilization 11 controlled before-after studies Medium Inconsistent  Low Stronger study designs showed no effect.
1 uncontrolled before-after study
Intermediate 2 RCTs Medium Inconsistent Low No consistently large effects; stronger
2 ITS studies observational studies showed no effect;

1 controlled before-after study 2 trials produced conflicting results,
T uncontrolled before-after studies

Hospital
Process 4 controlled before-after studies High Inconsistent  Low Stronger study designs showed little 1o no
4 uncontrofled before-after studies effect
Health 53 controlled before-after studies Medium Inconsistent  Low The strongest studies showed no effect.
Utilization 1175 study Medium - Low 1 national U.S. study showed a significant

reduction in readmissions after introduction
of a hospital-level financial penalty program.

intermediate 1 contralled belore-after study High insufficient 1 study with short-term follow-up assessing
patient experience

ITS = interrupted time series; QOF = Quality and Outcomes Framework: RCT = randomized, controlled trial
Date of download: 8/8/2017 Copyright © American College o
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Based on a MIPS

Composite Performance Score, clinicians will receive +/- or neutral adjustments up to
the percentages below.

0‘6—
+7%
+4%+5%

+/-

Maximum -4% -5% ;

Adjustments

=9 Yo — The potential maximum
adjustment % will
increase each year from
2019 to 2022

2019 2020 2021 2022 onward

Merit-Based Incentive Payment System
(MIPS)
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Under this view the patient is more or less helpless.

This attitude is all too prevalent today, in that the passive patient is not
seen as having useful knowledge or capacity, and so must wait patiently
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for the doctors’ orders...

With people-centered care comes a new, fresher attitude and...
perspective, which highlight the patients’ capabilities, knowledge and own
....value-setting

Seeing the patient as an active person encourages professionals...
working in the health care sector to create a partnership. Professionals
will become more like consultants, and pedagogical skills will be needed.”
Olivia Wigzell Director General, National Board of Health and Welfare,
Sweden.
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Habit Skills Techniques & Pay-off
Examples
Invest in the |Create Introduce self to Establishes a welcoming
beginning rapport everyone in the room atmosphere
quickly - | Acknowledge wait - | Allows faster access to
real reason for visit
Convey knowledge Increases diagnostic
of patient's history by accuracy
commenting on prior
visit or problem
- | Attend to patient's Requires less work
comfort
Make a social comment Minimizes "Oh, by the
or ask a non-medical way..." at the end of the
question to put patient visit
at ease
- | Adapt own language, Facilitates negotiating
pace, and posture in an agenda
response to patient
Elicit the Start with open-ended
patient's questions:
concerns

"What would you like
help with today?" or,

"l understand you're
here for... Could you tell
me more about that?"
of,

"What else?"

Speak directly with the
patient when using an
interpreter

©1996, 1999, 2003 by The Permanente Medical Group, Inc., Physician Education and
Development Rao et al. BMC Health Services Research 2010, 10:97 doi:10.1186/1472-6963-10-97
Rao et al. BMC Health Services Research 2010, 10:97
http://www.biomedcentral.com/1472-6963/10/97
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Habit

Skills

Techniques &
Examples

Pay-off

Plan the
visit with
the patient

Repeat concerns back
to check understanding

Let patient know what
to expect: "How about
if we start with talking
more about...then, I'll
do an exam, and then
we'll go over possible
tests/ways to treat this?
Sound OK?"

Prioritize when
necessary: "Let's make
sure we talk about X and
Y. It sounds like you also
want to make sure we
cover Z. If we can't get
to the other concerns,
lets..."

Elicit the
patient's

Ask for
patient's
ideas

- | Assess patient's point

of view:

Respects diversity

"What do you think
is causing your
symptoms?"

- | Allows patient to provide

important diagnostic
clues

perspective

"What worries you most
about this problem?"

Uncovers hidden
concerns

- | Ask about ideas from

significant others

Reveals use of
alternative treatments or
requests for tests

Improves diagnosis
depression and anxiety
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Habit Skills Techniques & Pay-off
Examples
Elicit Determine patient's goal
specific in seeking care: "When
requests you've been thinking
about this visit, how were
you hoping | could help?"
Explore Check context: "How
the impact has the iliness affected
on the your daily activities,
patient's life | | work, or family?"
Demonstrate |Be open to |- | Assess changes in body |- | Adds depth and
empathy patient's language and voice tone meaning to the visit
emotions
Look for opportunities Builds trust, leading
to use brief empathic to better diagnostic
comments or gestures information, adherence,
and outcomes
Make at Name a likely emotion: Makes limit-setting or
least one "That sounds really saying "no" easier
empathic upsetting."
statement
Compliment patients
on efforts to address
problem
Be aware Use own emotional
of your response as a clue to
own what patient might be
reactions feeling
- | Take a brief break if
necessary
Invest in the |Deliver Frame diagnosis in Increases potential for
end diagnostic terms of patient's collaboration
information original concerns

Influences health
outcomes

- | Test patient's

comprehension

Improves adherence

Improves adherence

Reduces return calls
and visits
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Habit

Skills

Techniques &
Examples

Pay-off

Provide
education

Explain rationale for
tests and treatments

Encourages self care

Review possible side
effects and expected

course of recovery

Recommend lifestyle
changes

Provide written materials
and refer to other
sources

Involve
patient in
decision
making

Discuss treatment goals

Explore options,
listening for the patient's
preferences

- | Set limits respectfully:

"l can understand how
getting that test makes
sense to you. From my
point of view, since the
results won't help us
diagnose or treat your
symptoms, | suggest we
consider this instead."

- | Assess patient's ability

and motivation to carry
out plan

Complete
the visit

- | Ask for additional

questions: "What
questions do you
have?"

- | Assess satisfaction:

"Did you get what you
needed?"

Reassure patient of
ongoing care
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