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“Insanity is doing things the way we've always done them and expecting different results.”
Albert Einstein

Patient Experience with Care Coordinators and Senice Providers [http:/indicatorlibrary.hqontario.ca/Indicator/Summary/Percentage-home-care-
satisfied-care-senice-providers/EN] is a priority indicator for the QIP. This indicator provides information on the overall experience of home care
patients. It reports the percentage of home care patients who responded "good", "very good", or "excellent" on a five-point scale to three suney
questions about whether they were satisfied with: the senices provided by the Community Care Access Centres (CCACs); the handling of their
care by the care coordinators and the senices they received from the senice providers. A higher percentage on this indicator is better. In
Ontario [http://www.hqontario.ca/System-Performance/Home-Care-Performance/Patient-Experience] 91.8% of home care patients are satisfied

with their overall experience of care.

Below are best /practices for maintaining and increasing patient experience in the home care sector. They are graded according to Type of

Evidence [http://qualitycompass.hgontario.ca/Documents/EN/QualityCompassLevelsofEvidence.pdf]. Evidence-informed best practices are based

on quality evidence, they can optimize outcomes and should be implemented into practice where possible.

To help you move from best evidence to best practice refer to one of Health Quality Ontario’s relevant reports

e Engaging with Patients: Stories and Successes from the 2015/2016 Quality Improvement Plans

http://www.hgontario.ca/Portals/0/documents/qi/qip/engaging-with-patients-en.

e Patient Engagement Framework [http://www.hgontario.ca/Portals/0/documents/pe/ontario-patient-engagement-framework-en. pdf]

e Engaging with Patient and Caregivers about Quality Improvement [http://www.hgontario.ca/portals/0/documents/qi/gip/patient-

engagement-guide-1611-en. pdf]

e A guide to improving complaints processes in the home and community care sector. (Coming Soon)

Or tt)rowse the interactive table below for a quick summary of how to improve and maintain high quality patient experience in the home care
sector.

EVIDENCE-INFORMED BEST PRACTICES

Working Together for Improvement
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Change Ideas

Toolbox

Engage clients/patients and
caregivers in Ql initiatives
and work together with them
for improvement

Creating client/patient councils and/or
client/patient leaming circles

Creating flexible care plans so the
client/patient has better adherence to
the care plan and higher satisfaction
with the plan and the care.
Communicate in plain language and take
the time to reassure yourself that the
patient/client and caregivers understand
Use telemedicine technologies where
appropriate

Health Quality Ontario’s Report on
Engaging With Patients and
Caregivers about Quality
Improvement
http://www.hgontario.ca/portals/0/d
ocuments/qi/qip/patient-
engagement-guide-1611-en. pdf]
Health Quality Ontario’s Tools for
Communicating Using Plain
Language
http://www.hgontario.ca/Engaging-

Patients/Patient-Engagement-
Tools-and-Resources/Resources-

for-Health-Care-
Providers/Communicate-in-Plain-

Language

Ontario’s Patient Engagement
Framework
http://www.hgontario.ca/Portals/0/
documents/pe/ontario-patient-
engagement-framework-en. pdf]
Engaging Patients to Support High
Quality Healthcare

Health Quality Ontario’s Tools for
Starting to Engage with Patients
and Working with Patient Advisors
http://www.hgontario.ca/Engaging-

Patients/Patient-Engagement-
Tools-and-Resources/Resources-

for-Health-Care-Providers/Get-
Started-Working-with-Patient-
Advisors

Ontario Telemedicine Network

(OTN)_[https://otn.ca/] for
Connected Care

Creating a Culture of Learning and Openness

i

Change Ideas

Toolbox

Patient/client experience and
staff experience are
inextricably linked.

Improved staff experience
created better patient/client
outcomes and satisfaction

Relationship building with the
client/patient and caregivers

Staff education using audit and feedback
techniques

Patient/Client and caregiver education
about their condition, self-management
and care plan

The Home Care Bill of Rights available
to all patients/clients and caregivers
(online and offline)

Use techniques such as “Teach Back” to
ensure patients/clients and caregivers
can recall and restate in their own words
their care instructions.

AHRQ's Health Literacy Uniersal
Precautions Toolkit
https://www.ahrg.gov/sites/default/f
iles/publications/files/healthlittoolkit
2 4.pdf] The Toolkit has 21 tools
addressing 4 domains important
for promoting health literacy

The Home Care Bill of Rights
https://www.ontario.ca/laws/statut
€/94126#BK4]and the CLEO
Summary
http://www.cleo.on.ca/en/publicatio
ns/hc-bor] (Community Legal
Education Ontario)

The Teach Back Toolkit
http://www.teachbacktraining.org/’
combines health literacy principles
of plain language and teach-back
to confim patient and caregiver
understanding.
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Providing a Clear and Timely Process for Complaints

Evi ggfﬁgf {:nged Change Ideas Toolbox

Creating a transparent and = Consistently review complaints to leam * Health Quality Ontario’s Guide to

timely process for handling . . . . . .

client/patient and caregiver from and improve care and senices improving complaints processes in

complaints. « Havng a consistent, systematic the home aqd community care
complaints follow up process that sector (Coming Soon)

acknowledges the issues and aims to
resolve the problem(s).

* Reducing the number of days it takes to
solve complaints
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Measurement
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“While all changes do not lead to improvement, all improvement requires change”
Institute for Healthcare Improvement

How do we know if a change is an imf)rovement? Measurement is a critical step in QI to assess the impact of a change. Quality indicators are
used in the QIPs to measure how well something is performing. There are three types of quality indicators used to measure QI efforts:

= Outcome Indicators. capture clinical outcomes and or system performance,
* Process Indicators. track the processes that measure whether the system is working as planned, and
* Balancing Indicators. ensure that changing one part of the system does not cause new problems in another.

Patient Experience with Care Coordinators and Senice Providers

Indicator http://indicatorlibrary. hgontario.ca/Indicator/Summary/Percentage-home-care-satisfied-care-
senice-providers/EN|
Topic Patient Reported Measures

Quality Dimension

Type of Indicator

Measure

Data Source

Data Collection Instrument

How to Calculate

Target

Range

HQO Reporting Tool

Patient-Centred

Qutcome

Percentage (%)

Client and Caregiver Experience Evaluation (CCEE) Suney

Collected by Health Shared Senices Ontario (formerly the Ontario Association of Community
Care Access Centres (OACCAC))

The percentage is calculated as: (Numerator/Denominator) x 100

Numerator: The sum of the number of positive resgonses ("good", "very good", or "excellent")
registered to each of the three questions on the CCEE suney.

Denominator: # of total responses to the three questions on the CCEE suney minus the total
number of responses not applicable to these questions.

Higher is better
0 - 100%

Public reporting, Quality Improvement Plans (QIPs)

To read more about general measurement in QI_/refer to Measurement for Quality Improvement

it
or the QI Getting Started Section
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Tools & Resources

Created on October 03, 2017

Health Quality Ontario’s Tools and Resources

. Canadlan Patlent Safety Institute’s Engaging Patients in Patlent Safety Ovemew A Canadian Gwd
fe titute.ca/en/

atlent-SafeLy-GmdelDocumentlengaglng“[ngpatlenls"égOas‘ZgOgartnerspd_fl
o Chapter 2: Partners at the Point of Care [http://www.patientsafetyinstitute.ca/en/toolsResources/Patient-
Engagement-in-Patient-Safety-Guide/Documents/Partners”0at%20the %20point¥200f%20care. pdf]
o Chapter 3: Partnering at the Organizational and System Levels
[http://www.patientsafetyinstitute.ca/en/toolsRe sources/Patient-Engagement-in-Patient-Safety-
GwdelDocumentsIPartners"/o‘ZOat"/oZOorganlzatlonaI"/&Oand"/m "/ﬂOIeveIs.pdﬂ

Engagement-ln-PatlentSafeg-Gulde/ DocumentlevaIuatl ng%20patient%20engagement.pdf]

e Health Quality Ontario’s Provider Resources [http://www.hqontario.ca/Engaging-Patients/Patient-Engagement-Tools-and-

Resources/Resources-for-Health-Care-ProviderstcollapseSix]

o Health Quality Ontario’'s Report on Patient Engagement [http://www.hqontario.ca/Portals/0/documents/pe/ontario-patient-
engagement-framework-en.pdf]

e Health Quality Ontario’s Engaging with Patient and Caregivers about Quality Improvement
[http://www.hgontario.ca/portals/0/documents/qi/gip/patient-engagement-guide-1611-en. pdf]

e Health Quality Ontario’s Report A guide to improving complaints processes in the home and community care sector. (Coming Soon)

Other Tools and Resources

e Canadian Institutes of Health Research: Patient Engagement [http://www.cihr-irsc.gc.ca/e/45851.html

e Canadian Foundation for Healthcare Improvement: Patient and Family Engagement [http://www.cfhi-
fcass.ca/WhatWeDo/PatientEngagement]

e Cancer Care Ontario — Patient and Family Advisory Toolkit [https://www.cancercare.on.ca/toolbox/pfac/.

e HealthWise — Informed Medical Decisions Foundation: Demonstration sites [http://www.healthwise.org/home/default_ca.aspx

e The Change Foundation — Patient Engagement Reports [http://www.changefoundation.ca/patient-engagement/reports-patient-
engagement/
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Issue

In 2015, the province paid for about 6.9 million nursing \isits and 28.7 million hours of personal support and homemaking senices to
approximately 650,000 home care patients — 60% of whom were aged 65 or older (CIHI, 2016). Asking home care patients about their
e)L(I{)erlence with the senices .the¥ receive is wital to improving quallg/ of care. Patients who have positive experiences often have better health
outcomes (Home Care Ontario, 2014; OACCAC, 2015; Tipper, 2010). Patients across Ontario can participate in a phone surwey which asks
them to rate the home care senices they receive/received. Response options are “Excellent,” “Very Good,” “Good,” “Fair,” or “Poor.”

Overall, for Ontario as a whole, the percentage of positive patient experiences has remained stable at 92% since 2013/14 (Figure 1).

FIGURE 1: Percentage of home care patients satisfied with their overall
experience of care, in Ontario, 2013/14 to 2015/16
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Data source: Client and Caregiver Evaluation Survey, provided by the Ontario Association of Community Care Access Centres.

Among those who had a positive experience —rating it as “Excellent,” “Very Good” or “Good” — over half rated their care as “Excellent.” The total
Rﬂercentage of /posmve responses ranged from 90% In the Central West LHIN region to 94% in the South East and Erie St. Clair LHIN regions.
ore than 90% of the responses were positive for 98% of Ontario’s 182 home care senice providers with reportable data (Figure 2).



FIGURE 2: Percentage of home care patients satisfied with their overall

experience of care, in Ontario, 2013/14 to 2015/16
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Data source: Client and Caregiver Evaluation Survey, provided by the Ontario Association of Community Care Access Centres.

Call to Action

The Patients First Act, 2016 was passed in December 2016. It aims to mowe Ontario’s health system toward a more local and integrated
system that will provide higher-qualitY care, improve access to health care senices, and improve the owerall patient experience (Patients First
Act FAQs, 2017). One focus of this legislation was the transition of home and community care senices from the CCACs to the LHINs. With
this transition now complete, the continuity of patient senices has been presened and all senices have been maintained in the same form
under the LHINs as each CCAC has transferred over its responsibilities.

Health Quality Ontario was given new responsibilities related to patient satisfaction and relations as a result of the passing of Bill 8, the Public
Sector and MPP Accountability and Transparency Act, 2014 (which includes amendments to the Excellent Care for All Act, 2010). This includes
supporting continuous quality improvement by providing patient relations assistance to the home and community care sector, developing patient
relations performance indicators and experience benchmarks and using these to monitor and report on quality of performance.
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