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Activities to improve the explanation of ‘patient condition’
to the guardians of inpatients

YN Noh, TH Kim, YS Kwon, KR Kim
National Health Insurance Service llsan Hospital, Goyang-si, Republic of Korea

I ntr()d UCtiOn (2) Establish “communication windows” for the explanation of patient condition

(D Production and distribution of information for nurses

Status of grievance consultation related to (2) Creating guidance banners for patients and guardians

patient condition explanation Guardians' lack of understanding of the patient's

condition due to restrictions on visitation of
caregivers after the COVID-19 pandemic planpfor inquirpies - Sraildle mfor_ma’glon - Create and install banners
how to communicate COm?]WUnnAC?t'O” - Place them in the elevator halls of
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The importance of the management of patient medical team e w &, cmsmsz § s
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experience assessment conducted by Health Commmmenmn. -
Insurance Review and Assessment Service in @ : . :
nstructions on how to make outgoing calls to medical staff
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Utilize #8400 (number dedicated to outgoing calls)

s Need to p|ace basic guide“nes and processes for "patient status é@Tglephone contact t.O medic.al.residen'gs ® Outpatient interview
(@ Direct call to attending physician @ Direct questions after discharge to the respective

nurse's office or during an outpatient visit

explanation" at the hospital level

** Need to improvement activities so that the inpatient caregivers can resolve (3) Establish criteria for the periodic explanation of patient condition

(1 Send patient condition explanation notices on a regular basis,
once a week T

grievance consultation related to the explanation (2) Every Monday is a day to explain the patients' condition to ﬂ
guardians

the lack of explanation on patients' condition in cases of receiving a
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Indicators and Goals

(4) Establish outpatient interview criteria

: , , . , , , L (D Explain without delay when a patient's condition changes
Indicator 1. Rate of complaints about insufficient explanation of inpatient conditions o
Xp

ain without delay before and after operations/procedures and invasive
(Number of complaints about insufficient explanation of inpatient conditions /

. . . . rocedures
Number of inpatient grievance consultation) P

(3 Periodically explain once a week

. O
> Target : 5% decrease (4) When consultation of a physician is necessary

Indicator 2. Guardian satisfaction
Composite scores of responses in the guardian survey (5-point scale)

= Target : 5% increase ReSUItS

Indicator 1. Rate of complaints about insufficient explanation of inpatient conditions

Unit : %) 13.04
( ) 47.1% Decrease
Target achieved
l Problem Analysis
[Cause-and-Effect Diagram] -
Poli (Preliminary Investigation) (Follow-up Investigation)
Process OliCy July - September, 2021 July - September, 2022
Unable to reach ward nurses or Guardian access control Dedicated COVID-19 hospitals
resident physicians by phone R:strict;(.)ns on visitation Reinforced distancing policies Indicator 2. Guardian Sat|5faCt|On
e : : of guardians
Ditficulty consulting the attending Inteerated nursine and * Investigation period: (before) Jun3 2-17, 2022 (after) September 26-30, 2022 1.2% Increase
physician through the nursing station or g g ) . _ _ .
resident physician care services ward * Source: Inpatient Caregiver Survey (4 questions on a 5-point scale) Target achieved
p— - Complaints * Target: 71 wards, 82 wards, 131
enaing resiaen
physician busy Insufficent patient Guardians do not have time (%) B before W after
understanding ' i
Wards without guardians Nurses' passive response 88.94
Increased telephone  Many elderly No explanation of patient condition 86.38 34.78 85.56
calls in wards patients
Insufficient explanation from the 82.13
Environment Human resident or attending physician 78.18 . 78.79 .
o e e 1. Explanation before 2. Explanation after 3. Was the communication 4. Explanation when Mean
. Im pr0vement ACtIVItIES operations/procedures, operations/procedures,  window free when one changing patient status or
tests, and treatments test, and treatments enquired about patient treatment plan
(1) Create videos on the correct interview attitudes and techniques and train status?

medical staff
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Conclusion

Continuous cooperation and attention of treatment and nursing departments are necessary
to ensure sufficient explanation of patient conditions to guardians
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There are cases in which it takes much time from requesting an interview with the

attending physician to receiving feedback due to many steps in communication

\ |/ .
Produced with frequent case videos to deliver training content to - Itis necessary to

employees more easily conduct activities (a system in which nurses directly contact the attending physician and

receive answers) that shorten this delivery system at the hospital level

ISQus’a 39th International Conference

1ISQuaeg®e3



