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“TARGETING THE PATIENT EXPERIENCE”
1. The current CMS & universal healthcare goal, “The Triple Aim”, focuses on improving healthcare performance of 3 goals simultaneously. The 3 goals are to improve the patient experience,  lower per capita cost and improve the health of a population, 
1. The patient experience includes all interactions of the patient in the healthcare system. 
1. The patient experience is measured by CAHPS (Consumer Assessment of Healthcare Providers & Systems) survey, specific for the specialty & practice-type, sent directly to patients. 
1. CMS and other health plans use the CAHPS survey results to rate hospitals, physicians, PAs and NPs for performance-based payments. The CAHPS results are transparent & posted on-line.
1. The clinician, (includes physician, PA and NP), is “The Chief Patient Experience Officer” since the patient experience & CAHPS ratings are driven by factors within their control. 
1. The patient experience & CAHPS ratings directly affect payment to all clinicians and hospitals. 
1. Excellent patient experience, better patient outcomes, lower readmissions, and lower cost per capita are related to more effective communication. 
1. Poor communications skills increase medical liability, clinician frustration & burn-out. 
1. Patient experience starts before the actual visit as patients check with social media.  Patients rate clinicians, hospitals and services after visits on websites and by surveys. 
1. Communication is the most common procedure clinicians perform during their medical career. 
1. Most messages are communicated by words 7%, voice tone 38% and body language 55%. 
1. The H.E.L.P. mnemonic is an easy method to use for optimizing communication at all healthcare levels:  
11. H = Hello; your introduction & greeting including non-verbal body language.
11. E = Empathy; use open-ended questions like Tell me more…
11. L = Language; look; non-verbal language; health literacy & actively listening!
11. P = Plan; shared-decision making with patient; plan closure with hope & support
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Outline the importance of effective communication skills









ON TARGET

Today, we will define the Patient Experience & the importance in today’s Healthcare world. I will give you tips and HELP you  improve your clinician-patient communication –where HELP stands for:  Hello, Engage with Empathy, Look, Listen & Language and Plan with Patient. 
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