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Human touch for a phenomenal patient experience

JY CHOI, MS YOON, YN Kim
National Health Insurance Service Ilsan Hospital, Goyang, Republic of Korea

Introduction

Strategy and Activities

| _ B Improvement Activities: 8 Stages
Patient Experience Assessment

Conduct for the purpose of spreading (Stage 1: OT) Understanding Patient Experience Assessment
patient-centered medical culture - utilize foam boards and educational materials
(Stage 2: Promotion) Create and publish posters and distribute screen savers
i Improve the | (Stage 3: Study) Read "Patient Experience Assessment" items before handover
quality of . (Stage 4: Action) Produce and utilize Rounding Action Card
e patient- (Stage 5: HN Action) Patient experience-focused rounding o
centered | (Stage 6: Host Department Action) Patient experience best practices video training
’ medlcal care < Any point in time of the patient experience, > (Stage 7: Promotion 2) Conduct campaigns to inform patients and guardians of
from hospitalization to discharge “rounds in the absence of guardians” and “mask stickers”

(Stage 8: Other actions) Improve the homepage and hospital life guidance
(Stage 9: Other actions) Promote participation in the treatment process and
improve awareness

rights | Understand patients, empathlze ) |
Improvement of patient-centered healthcare quality

guarantee
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Indicators and Goals

B Effects

Indicator 1. Nursing area scores of the Patient Experience Assessment

Indlcator 1. Nursmg area

Indicator 2. Patient rights guarantee

] ] : .. : : : 81 54
) Goal: 90 points or higher (86.68 points at the preliminary investigation) 90.61 area g
nvestigation perio ril- June 86 68
investlgatlon I?nethgd AJloul)ll SJepterzn%Zelr 2021 n '
Indicator 2. Patient rights area scores of the Patient Experience Assessment e o Prehmmary Follow-uo
reliminary Follow-up u
. . . . . ) . . Investigation Investigation Investigation Investigation
) Goal: 80 points or higher (77.85 points at the preliminary investigation) J247 56 20 A
89.10 90-05 86.06 80.58 8438 __
89.60 90.80 89 13 ' 2027
88.14 73.20
70.71
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Problem Analysis L a1
y . Expl ti Abl||ty to . ase o Oppt ortu attyt Considefration
life requeStS process exposure

[l Preliminary Investigation
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Indicator 1. Nursing area

94.89 94.1

Highest score of other 93,3 93.68 o
hospitals 87 93

36.97 86.33
8543
Preliminary survey m ' Indicator 2. Patient rights
score of the present
hospital guarantee
Respectful courtesy Active Explanation Ability to | 90 61
listening of hospital life handle help requests 86.68
Indicator 2. Patient rights guarantee '
91 61 94.1 Preliminary  Follow-up Preliminary Follow-up
Highest score of ' gt 3t Investigation Investigation Investigation Investigation
other hospitals .\33.82 '
85.95
79.88
75.79
Preliminary survey 69.77
score of the present C l - & S St'
- onclusion & Suggestions
Fair Ease of filing complaints Oppc?rtuni’Fy to Consideration of
treatment participate in the embarrassment .
treatment e o B Conclusion

decision-making
process

in body exposure

Contribute to providing patient-centered health services and improving
staff, patient, and caregiver awareness of the patient experience
through QI activities

[l Cause Analysis

Insufficient Insufficient
guidance

on hospital

Inadequate

Insufficient respect and

understanding of

Request
processing

Courtesy
toward patients

Processing urgent . SuggeStions

tasks due to
excessive
workload

life No explanation t  1ZERdl=igid S del=igl=iqlel=

o the patient Assessment
after processing

Insufficient

Active Habitual
listening attitude

Insufficient awarenes

Delay due to of the importance Busy Lack of knowledge
other tasks of assessment employees rz&%jardirjg Stanéiafdilfd _\——Not using
. addressing and greeting onorifics due to . . . . .
naufficent 2\ 2k of aclie il Low scores () Continuous indicator management necessary to diffuse patient-
active promotion on the Patient .« . . . .
Experience centered culture and positive patient experiences in the future
Lack of understanding Insufficient explanation Assessment

due to the use of
technical terms and
fast explanations

of active
tening and
sregardingco ——
mplaints

Passive participat and consent regarding

Different treatment nion of patients body exposure

and care depending —
on pateint severity

— Considering body
Insufficient exposure for

() Continuous education and management necessary to ensure good
opportunities treatments and - - - . .
S - procedures as natura practice of respectful greetings, considerations, understanding, and

in the treatment Insufficient . .
decision-making proces consideration eXp ression Of em pathy towa rd pat IS ntS
of embarrassment
such as

Difficulty in Misunderstandings

filing complaints Regarding

fair treatment

in body exposure
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