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Rules for the 21%  |Provide Patient- Employ Apply Quality [Work in Inter- Utilize
Century Health System | Centered Care |Evidence-Based| Improvement | disciplinary | Informatics

1. Care is based on X X X X X
continuous healing

2. Care is customized XX X X X X

according to patient

3. The patient is the X X X
source of control.

4, Knowledge is shared, X X X X X
and information flows

5. Decision making is X X X X X

evidence-based.
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6. Safety is a system X X X X
property.

7. Transparency is x X X ' X
necessary.

8. Needs are anticipated. X X X X X

9. Waste is continuously| X X X X X
decreased.

10. Cooperation among X X X X

clinicians is a priority.

RAD £ L\ F1) A (Mrs. Johnson )

Problematic Scenario: Mrs. Johnson

Mrs. Linda Johnson is a married first-year graduate student in her early forties with two children in
high school. She made an appointment with her primary care physician, Dr. Grady, because she was
always thirsty, increasingly losing weight, irritable, and fatigued.

At the end of her visit, Dr. Grady informed Mrs. Johnson that she needed to have laboratory work
done to rule out the possibility of thyroid problems, anemia, or diabetes.
He explained that he would call her if the results were abnormal; otherwise, she would receive a letter in

the mail.

After 2 weeks of no correspondence from Dr. Grady, Mrs. Johnson called his office nurse to inquire
about her test results. He returned her call the next day and apologized because her lab results had been
filed in her chart instead of routed to his attention. He informed her that the test results revealed she had
Type 1I diabetes, and she needed to make an appointment with him. Until their next visit, he advised her to

watch her dict.

Twenty minutes after the scheduled time for Mrs. Johnson’s next appointment, Dr. Grady entered the
exam room, apologizing for the delay. During the office visit, he did not elicit additional information
regarding her family history. He quickly described the long-term complications of Type II diabetes, such as
cardiovascular disease, eye disease, and kidney disease. He told Mrs. Johnson to Buy a glucometer Lo
monitor her blood sugar levels, which he explained can be controlled through dietary changes. He made an
appointment for her with a dietician in 1 month. Mrs. Johnson had many questions related to how diabetes
would impact her roles as a wife, mother, and graduate student, but her discussion with Dr. Grady focused
on physical symptoms and he did not address her feelings or include referral to a counselor. Mrs. Johnson

left the appointment feeling very frustrated and unsure of how to manage her condition.

After the visit, Dr. Grady dictated his physician notes and documented the necessary information for
the diabetes registry. Because of budget constraints and workload, the updating of the diabetes registry was
a month behind schedule. As a result, information from the doctor’s visit and the lab values were not
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available for the dietician’s review before she met with Mrs. Johnson.

Because of Mrs. Johnson’s hectic schedule, the family diet frequently consisted of fast foods. When
conducting the dietary evaluation, the dietician informed Mrs. Johnson that fast foods do not fit into a
diabetic’s diet. She stated that Mrs. Johnson should make it a priority to prepare well-balanced meals for
her family. The dietician informed her about both good foods and bad foods that should be avoided. Her
assessment was that Mrs. Johnson was overwhelmed by all the information and would not understand the
concept of carbohydrates, so she did not expand on this aspect. The dietician simply encouraged her to
snack on fruits and vegetables between meals. She told Mrs. Johnson that before her next visit, she wanted
her to work on the changes that needed to be made in her diet. The dietician rescheduled an appointment

with Mrs. Johnson in 3 months.

Mrs. Johnson purchased a glucometer from a local discount store. Not having received instructions,
she was not sure that she was using the monitor properly even after calling the 1-800 number in the user
manual. She brought the monitor to her local pharmacist for instructions. During this visit, the pharmacist
reviewed the long-term complications of diabetes and explained the types of medications used to treat the

disease, including insulin.

After visiting with the pharmacist, Mrs. Johnson read extensively about the complications of diabetes
and became acutely anxious about the possibility of daily insulin injections. As a result, she drastically
reduced her food intake because she thought doing so would control her blood sugar levels and prevent
complications. Soon Mrs. Johnson developed sleeping difficulties and ongoing anxiety, and missed many
of her graduate classes and family activities. As a result, she sought the services of a counselor at the

student mental health clinic.

After her appointments with her physician, dietician, and pharmacist, Mrs. Johnson continued to have
many questions about diabetes and the effect it would have on her life. Her unanswered questions included
whether she should start exercising, whether she could continue to meet her responsibilities to her family,
whether her diabetes would have an impact on her graduate studies, and whether she could prevent acute

and long-term complications.
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FIKDH1)FA (Mrs. Johnson)

Future Scenarto: Mrs. Johnson

Mrs. Linda Johnson is a married first-year graduate student in her early forties with two children in
high school. She made an appointment with her primary care physician, Dr. Grady, because she was always
thirsty, losing weight, irritable, and extremely fatigued.

After having her history taken and undergoing a physical exam, as well as thorough laboratory testing,
Mrs. Johnson was diagnosed with Type II diabetes. Dr. Grady elicited a family history of diabetes and
learned Mrs. Johnson had an uncle with Type I diabetes who suffered severe complications from this
chronic disease. Dr. Grady explained the physiology of diabetes, the differences between Type I and Type
I, acute and chronic complications, necessary laboratory tests, and normal values. He advised Mrs.

Johnson to purchase a glucometer for daily blood sugar monitoring.

Dr. Grady explained that the treatment of her diabetes would require a partnership between Mrs.
Johnson and an interdisciplinary team of health care providers. He stated that the ultimate goal of the team
would be to help her manage her diabetes and minimize the progression of complications. Appointments
were made with the diabetes educator and dietician during the same week. Dr. Grady informed Mrs.
Johnson that in the future, he would like her to make an appointment with an ophthalmologist for a dilated
eye exam, a podiatrist for foot care, and a counselor to discuss her feelings related to diagnosis of a chronic
disease and her concerns related to her graduate studies. Dr. Grady provided Mrs. Johnson with his e-mail
address and encouraged her to use it if she had questions related to the treatment of her diabetes. A

follow-up appointment was made for 3 months later
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Dr. Grady informed Mrs. Johnson that he was ordering a baseline electrocardiogram (EKG);
laboratory values for total cholesterol, LDL, HDL, and triglycerides; and a Hemoglobin A1C. He instructed
her on how to dial into the 24-hour automatic recorded information system to obtain her Jaboratory results.

After the visit, Dr. Grady entered his physician notes into the medical record on his personal digital
assistant (PDA). He downloaded the medical record into the diabetes registry, which allowed team
members access 1o current data so they were able to individualize the treatment and education plan for Mrs.

Johnson before her next visit,

During her visit with Mrs. Johnson, the diabetes educator reviewed the physiology of diabetes and
taught her how to use the glucometer. She had the patient complete a return demonstration so she could
answer questions related to the use of the monitor. The diabetes educator assisted Mrs. Johnson in setting a
self-management goal of documenting her daily blood sugar levels. She provided Mrs. Johnson with a
patient diary to document her meals and blood sugar levels and encouraged her to bring it on return
medical visits. She elicited questions from Mrs. Johnson and was able to address the patients concerns
related to her roles as wife and mother. She encouraged Mrs. Johnson to bring her husband to the next visit
50 his questions and concerns could be addressed. She directed Mrs. Johnson to a website that provided
online interactive diabetes classes. In addition, the diabetes educator referred Mrs. Johnson to a chat room
that would allow her to communicate with other individuals with diabetes. She provided Mrs. Johnson with
her e-mail address for questions and scheduled a follow-up appointment for 1 month later. A team meeting
was also scheduled to review Mrs. Johnson’s treatment plan and address family members’ educational

needs and concerns.

The dietician conducted a dietary evaluation and provided nutritional education. She discussed the
relationship between food intake and blood sugar levels. When the dietician discussed the importance of
exercise, Mrs. Johnson said she wanted to start an exercise program. The dietician assisted her with the
development of a self-management goal in which she exercised three times a week for 30 minutes. The
dietician also provided Mrs. Johnson with her e-mail address and referred her to a website that provided
information on how to make lifestyle changes. A follow-up appointment was scheduled for Mrs. Johnson
for 1 month later. The dietician encouraged her to have family members attend future appointments so their

questions or concerns could be addressed.
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