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Patient Empowerment and
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Patient Empowerment Requires:
° Leadership Commitment
o Patient- and Family-Centered Care

e Opportunities for Involvement

Supporting the patient voice

Leadership Commitment
» Courage o create a culiure shift

 Decision to start small: patients and family
members can join existing commitiees
and working groups

e |t's the right thing to do

Patient- and Family-Centered Care

= Consider patient and family integration an
institutional priority

o Develop sustainable mechanisms to ensure
consistent patient and family involvement

° Learning from
patients and families will
lead to better clinical
programs in all respects

Opportunity for Involvement:
Patient and Family Advisory Councils
* 1996: Working groups (start small)
° 1998: Adult Council
° 1999: Pediatric Council

o Staff Leadership: commitment
io be visible but not dominant

Role of PFAC member

* Provide feedback at monthly meetings

» Serve on standing hospital committees
 Participate on working groups and projecis
* Generate priority initiatives

° Maintain confidentiality

= Continually provide
expertise of the patient
experience
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Leadership Role: Co-chair

o Two-year term

» Organize monthly meeting
agendas

 Facilitate meetings

o Interviews

o Trustee-level committees

o Dana-Farber Leader

° Voice and face of the Council

Organizational Initiatives

o Executive staff searches

< Tissue Banking informational video

» Maps and directions Al hangs

¢ Hand washing campaign
o Oral Chemotherapy
* Home Hydration

Organizational Committees

Inpatient Care Improvement Team
- Monthly meetings 1o review patient satisfaction
and operational data

— Multidisciplinary membership

— Issues addressed:
o Clutter
« Noise
* Privacy in semi-private rooms
* Discharge plans
= Emotional and spiritual support

Resuli: Improved patient satisfaction scores

Additional Committees

o Quality Improvemeni/Risk Management

* Patient Safety —

o Ethics Advisory Council

o MD/RN Operational Leadership

 Patient/Family Communications

» Process Flow: Reducing the
Wait Time

o Advanced Care and Code Planning

° New Building Design

* Infusion Expansion

Council Initiatives

« Legislative Advocacy Network
 Customer service training
 Side by Side Newsletier

o Improving patient wait time
 Closet for patient luggage
Lobby Makeover

-]

An Adult Council Initiative

DF/BWCC Handbook
— Patients and families unaware of resources
- Comprehensive guide needed

— Family member presented idea to
Council, Communications
Department

Resuit: Improved communication
about the Cancer Center
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A Pediatric Council Initiative

Emergency Department Fast Track
— Children’s Hospital
— Pediatric cancer patients with weakened
immune systems
- Concern: Risk of infection for patients in
emergency room

Result: Private rooms instituted
for pediatric cancer patients

Support the Patient Voice

Welcome differing points of view

Maintain healthy boundaries
~ Patients are not administrators
— Addressing concerning behavior

Be transparent

Be willing to listen
Manage group dynamics
Embrace creative tension
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