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El paciente es una persona...

E R E S U N A Y ALGUN DIA CONVIVIRAS
CON UNA ENFERMEDAD.

O QUE PIENSAS, ¢{QUE NO TE VA A TOCAR?

P E RSO NA ESTAS EQUIVOCADO. NOS PUEDE
e PASAR A TODOS. A Tl TAMBIEN.

SI PADECES UNA ENFERMEDAD, IMPLICATE: TU VIDA PUEDE
MEJORAR. SI CUIDAS DE ALGUIEN ENFERMO, NO TE OLVIDES DE TI
MISMO: ERESESENCIAL.SICONOCES AALGUIEN QUE PADECE UNA

ENFERMEDAD, NO CIERRES LOS OJOS: PUEDES AYUDAR, Y MUCHO.
CONTROLA &ssuiréone
PREGUNTA &5

« RESPUESTAS.

MANIFIESTA TU OPINION. , ES MUY VALIOSA.

1 COMPARTELO,
MUCHOS TE LO AGRADECERAN.

SI VES ALGO INAPROPIADO, DILO. SI TIENES IDEAS,
CUENTALAS. QUEDA MUCHO POR MEJORAR.

SI' TU ENFERMEDAD
TE APARTA DE LA SOCIEDAD, LU CHA.
LOS ESTIGMAS NO DEBERIAN EXISTIREN EL SIGLOXXI.

S| DESCONFIAS DE TU MEDICO, PIDE UNA SEGUNDA OPINION.
Sl SIGUES TENIENDO DUDAS, VUELVE A BUSCAR. NUNCA ASUMAS SU PAPEL. PUEDES
HACERTE DANO A TI Y A OTROS. SI CREES QUE LA ENFERMEDAD ES SOLO CUESTION
DE LOS MEDICOS Y HOSPITALES, ALLA TU. ELLOS TIENEN UN PAPEL, TU TIENES OTRO.

COMPROMETETE. IMPLICATE.

ACTUA VERR

Fuente: www.personasque.com/normas/manifiesto
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Blake Best-Friend

Close friend of diabetic patient Derek

“I wish I knew what I could do to help Derek, especially if something
urgent were to happen again while we were hanging out.”

Blake is an 18 year old freshman in college at a large state university. He’s really enjoying his
Age: 18 classes, the parties, and all the people he's meeting. He spends a lot of time with his friends,
whether it’s watching movies or going mountain biking. While he’s enjoying his newfound

Occupation: College freshman 2 2 5 - TN < :
= < independence, he’s learning that it requires more and more responsibility, which sometimes

Relationship with patient: Best friend conflicts with his desire to just have fun.
Interests: Movies, hiking, biking, rock climbing, 5 . i 2 . g -
hanging out with classmates Blake’s new roommate is Derek, who has been living with Type 1 Diabetes since he was a child.

They spend a lot of time together since they have the same major, and have quickly become
best-friends. Blake knows that Derek has diabetes, but the two never really talked about the
details; it's kind of an awkward conversation that neither of them has felt is necessary yet.

Preferred technology: Smartphone, tablet

Technological expertise

Two weeks ago, Blake and Derek met up with two other students for a university basketball

Closeness with patient game. About halfway through the game, Derek suddenly started acting confused, then left
| : x

the stadium. The three students had no idea what had happened or where Derek had gone
Mﬁd"a' knowledge to. He later learned that Derek nearly had a hypoglycemic episode because they had lost

track of time and hadn't eaten.
Experience in emergeny situations
Blake felt guilty and wants to learn more about what he can do to support his friend. In

Maturity level addition to knowing how to respond in case of another emergency like this, Blake also
wants to know what warning signs he should look out for to avoid the same scary situation.

Frustration/pain points Goals Needs

Fear of not knowing how to respond properly Learn more about his best friend’s condition Immediate and mobile access to appropriate
emergency contact information and protocol

Feeling of helplessness and guilt when Support Derek on a day-to-day basis

his friend needed his help Information about diabetes that he can understand
Respond appropriately in the event of an emergency and learn on his own

Lack of confidence in his level of responsibility
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Diseno de la experiencia
vivida: PATIENT JOURNEY
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fFEfLuan&s/Z" Patient Journey “Reemplazo de cadera” 1oL 1

PATIENT EXPERIENCE JOURNEY

Total Hip Replacement

Reinier de Graaf Groep
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Fuente: www.rei‘rsemo.nI/roeIond/grophics/redesign-boﬂenf-journey/
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LEUKEMIA & LAVIPHOMA PATIENT JOURNEY — |/eeamie o

kEMAsstN |
e

REMISSION, SECRET | o PLErTAL

« I cantt do the things I did before. |
have to be careful with my baby.
imemune system.

o) o :
TREATMENT: ey TN s oy
MARATHON o5 : —_p—

+ How do | design a treatment solution that fits al

Hordo ey st ok TREATMENT

5 J | « The side effects are going to
xnl-nm:mﬁ:w(mmlfw \ o be terrible,

« If 1 dorrt go through with chemo |
will die.

o nd
con's, 80 Ml make sure they are fully informed.

+ I was worried about how this was
affecting my family,
oo et : it o ed ot el e e
. distance i oy Vi \

g ottt s o protet N\

Py o
et « I neaded to get rid of It - [ wanted to
WATCH & WAITE ersariadt reaima i

« I was a little relieved that | didet have
t0 deal with it right away.

« | was refieved that the cause was
ily dentified.

e o snd vt remataros e shem. WINIGZZH IS 2

* Most aiternative health care’ is unproven.
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expect patients state { | < , « 1 only heard one thing - that
£ Jeio & Wank umd ots fany =

et RESUITS SHOCK

+ I wish GPa knew more about Hasmatology 20 o « 1 thought | was just 8 bit sick, and it
more extenehe tasting can be SOMETHINGS, % - 3 2 o vty pase, it e At
My focus s to confim my dlagnole and colct WRONG '&xwum:"nmwm
e e 4 ‘what was wrong.

Fuente: Strativity
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s West Tenn, Patient Code!_n_c_/ Rt
L= Patient Tracking Milestone Legenc

When this symbol appears, the patient is in
the Pre-Anesthesia Unit (PAU)

When this symbol appears, the patit
Operating Room

nt 1s In the preoperative area being prepared
rative area being prepared for surgery

5 !ﬂum.h Actwitios

ent has entered Surgical Day Care
Patient is in the preoperative area being prepared for surgery

When this symbol appears, the pati
Post-Anesthesia Care Unit (PACU) (22

complete and the patient is being prepared to leave the OR

; complete and the patient is being prepared to leave the OR ) Wh =
& en this symbol appears, the pat
==

Patinnt Cade } i 77"

in the preoperative area being prepared for surgery Peri—Operative Unit (POU)

is in the preoperative area being prepared for surgery
Patient is in the preoperative area being prepared for surgery
Patient is in the preoperative area being prepared for surgery
Patient has entered Surgical Day Care —

When this symbol appears, the pa
held in the Post-Anesthesia Unit (1

e is now in progr
_—
s entered the Recovery Unit, you will be notified when visitors are
Vitted

—'u':"l' ': entered the Recovery Unit, you will be notified when visitors are
r e

WS arrived in the procedure raam and nrenaration e TTe—" v
v -.

Humber River Hospital (HRH) de Canada West Tennessee Healthcare de EEUU
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Como escuchar lo que dicen:
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Recogida de feedback de los pacientes 101/ 1

‘Fbuljcm&
pc:r’rner/z’ . .
y sus familiares / amigos
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Encuestas online/escritas

-“.. h s Surveys and Tools to
'-:3 Advance Patient-Centered Care Encuestas telefénicas
NHS Inpatient Internet: Blog, redes sociales...
Survey 2015 " FECT . .
Spporing st dtver e s "CTUE Pulsadores en la salida del Hospital
Focus group
Feeogack °

Reclamaciones/Demandas

Tiempo para observar
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Hospital Universitario La Paz

Unclaimed

L g 7 reviews | i Details

Hospitals | 7 Edit

ital
) rsitario La Paz
Bego

1ap data 22017 Google, Inst. Geogr. Nacional
@ Paseo de la Castellana, 261 2 Edit

_ Juan D.
Madrid, Spain
v+ 52 friends
B 131 reviews
) 12 photos

28046 Madrid
Spain
Fuencarral Maria Dolores G.
© Get Directions Madrid, Spain
A ¢ v+ 3 friends
Q [ Begona and 1 more station Photo of Hospltal Unive B3 316 reviews
* +34917 277 000 J Paz - Madrid, Spain by Al (3 334 photos

[ hulp.es
{J Send to your Phone

1D (»)

Yelp: Recomendaciones de pacientes

Instituto para el Desarrollo
e Integracion de la Sanidad

Yy Write a Review Add Photo = [ Share  [{ Bookmark

B3 7/8/2013

Desde mi hospital de referencia (Cruz Roja) donde me
trataron estupendamente, me derivaron a La Paz para una
consulta cardiolégica muy especializada. Tanto las
consultas como el tratamiento médico que tuvieron que
hacerme fueron magnificos. Desde aqui mi agradecimiento
y reconocimiento a todo el equipo del hospital La Pazy a
la sanidad publica.

Was this review ...?

@ Useful 3 (& Funny © Cool 4

B3I 3/22/2011

¥ First to Review

Recomiendo a aquellas personas con familiares enfermos
de cancer que definitivamente consideren este hospital
como alternativa. Por supuesto siempre hay que mirar
todas las posibilidades...pero esta es una muy buena. Aqui
no solo prima la ciencia, de la cual ellos tienen
conocimientos de sobra, sino el trato humano, que tan
imprescindible se hace para este tipo de enfermos. En
oncologia de la Paz, a pesar del desmesurado volumen de
pacientes con los que cuentan, tantos médicos como
enfermeras saben tratar a sus pacientes de manera
personalizada...Trabajan muy duro.

En definitiva son unos profesionales como la copa de un
pino y grandes expertos en cuanto al estudio del cancer se
refiere. Es uno de los hospitales espanoles que esta a la
cabeza en cuanto a investigaciones y a ensayos clinicos



quer como los tratamos:
VINCULO EMOCIONAL
PACIENTE - EMPLEADO
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How person centred is NHS care? t

Despite a challenging cli and continuing
resource concerns, the NHS Adult Inpatient survey
2015 shows ging evid f impi

in people’s experiences of hospital care. Key findings
highlight significant increases on 2014 findings,
notably around patient's confidence and trustin
doctors and nurses. However there remains much
e t, particularly around discharg
planning and self-management - both factors that
arevital to supporting good patient outcomes and

@ @
28 & §a
felt doctors “always” answered questions

in a way they could understand

Confidence and trust

said they were nottold about medication side
effects to watch for when they wenthome

alhr‘ﬁ‘é ge

said they “always” had confidence and
trust in the nurses treating them

Involvement

said hospital staff “completely” took their
family or home situation into account
when planning their discharge

Self-management

wn @

jm 1 ]
said they received enough support from health or
social care professionals to help them

their condition after leaving hospital e

& Picker

said the right amount of information about their
condition and treatment was given to them
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© BrillianceAudo “In healthcare it's critical to recognize that if you're going to be successful

it -t in driving improvements, such as how you deliver safety, how you ensure
T e high quality outcomes, how you do that in a patient- and family-centered

environment...you have to recognize that it is about the people. And the
people need to be aligned around the mission of the organization.”

 Service
Fandlics)

“Doctors are a double-edged sword in healthcare, we can’t have
healthcare without doctors and you can’t improve healthcare without their
engagement. And sometimes they can be the biggest barrier to
improvement”

“Healthcare is no longer an individual sport. It is a team sport of highly
HOW TO BUILD SUPERIOR qualified professionals—some are doctors, some are nurses and other
PATIENT EXPERIENCE THE healthcare professionals—who come together to deliver what we calll

CLEVELAND CLINIC WAY healthcare today. And while doctors are very important, they are not the

James Merlino. MD most important—everyone's important. So people need to realize—and

Chief Experience Officer of Cleveland Clinic doctors need to realize—that it is a team sport.”
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La experiencia de paciente
dentro de la CALIDAD
ASISTENCIAL
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> Adaptacion de los indicadores de calidad con indicadores
de experiencia ("tfiempo de espera” vs “una espera
agradable”)

> Definicion del objetivo basado en la experiencia después de
asegurar la calidad asistencial

> Medicion de las emociones de los pacientes durante el
proceso asistencial
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Customer
Centric Management

Customer Customer Customer Customer
Centric Centric Centric Centric
Management Process Technology HR/Talent
Leadership Leadership Leadership Leadership

Customer Experience Management
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Conseguir que las cosas sean diferentes,
es personal.

Mercedes Mengibar
Directora-Gerente del Hospital Vithas Xanit Internacional
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iMUCHAS GRACIAS!

s.buljan@buljanandpartners.com



