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SURGICAL / MEDICAL PROCEDURE
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unoccupied

time feels longer than occupied time

solo

waits seem longer
than group waits

uncertain

waits seem longer than
known finite waits

anxiety

makes waits seem longer

How families cope with the surgical waiting room.
Kevin R. Campbell, MD 2012




THE HUFFINGTON POST

INFORM e INSPIRE « ENTERTAIN « EMPOWER

The Anatomy of the Waiting Room

..where awkward smiles cut through silence with surgical precision. A waiting room, foul
and filthy; cold and sterile like the operating suite. Every watch is broken in the waiting
room... time, it seems, appears to stand still..

Part jungle. Part jail cell.

S. Mitrevska-Schwartzbach, Oct 2015
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TRADITIONAL PATIENT EXPERIENCE

Poor Communication
Infrequent Updates
Dated Information
Inaccurate data

Paper Records




Transparency: A Patient’s Right to Know

Toby Cosgrove, MD, Cleveland Clinic*
May 17, 2013 T 7 Cleveland Clinic

“The era of transparency is upon us, and it’s redefining
the way hospitals deliver care to patients.”
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IPhone X

Say hello to the future.

120 million times faster
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US Time Spent By App Category

8% BROWSER Browser 8% | Facebook 19% 92% APP

5 HOURS

Sports 2%
News & Weather 3%
Productivity 9%

Lifestyle &
Shopping 5%

. o
Gaming 11% ”— Music, Media
& Entertainment 15%

/ — Snapchat 2%

Messaging/Social 12%
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EASE

APPLICATIONS™

Communication platform built to
: and
patients and families throughout the

hospital experience.
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ANDROID APP ON
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Avallable on the

App Store
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7:25 AM

REGISTRATION

0% .
@

4

Patient Information

Date of
Birth:

Procedure
Date:

a Register

256 bit encryption

REGISTER

7:25 AM

SELECT CONTENT

Please select your preferred
method of updates

Text, Pictures and
Videos

‘ Text and Pictures

‘ Text Only

Continue

g

2 CHOOSE

8:22 AM

{Back  SELECT CONTACTS (1) Invite

Maxwell
Smith

S Janice Doe
W (407) 555-5522

Jason Smith
d (407) 555-5512

Jane Smith
(407) 555-5533

Cancel

7:25 AM

SCAN CODE Cancel

Please have your medical
professional scan the below
code to connect to EASE.

INVITE

[m] 45 [m]
El-l:

HFEYP3T2XO

Continue

4 SCAN CODE
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) EASE

APPLICATIONS

Login

8 Login

o . 4 .
Ne Lerrms and

Forgot Password?

Mobile
Device

Scan EASE Code on Patient's Device

S
‘ 9 CONNECT

CONNECT Sign Out

Press button to scan QR code or

anter access code helow ta heain

User:
Patient:

Session

Mmadmax
John Doe

Compose

/\

UPDATE
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®

{ Back Compose

Surgery has begun, she is doing WeII.|

just like
texting..

Send =

Messages

163 characters remaining

Cancel
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pre-made phrases

o ' d N

e .

El procedimiento esta terminado.
Todo salid bien.

== English
Spanish
ortuguese — =]

e Messages
@ Ch|ﬂese " 151 characters remaining

e Creole
@ Arabic
Hindi
A 4
. (O :
“Just bark. The app automatically ' Russian
translates it into English.”

A

- e, _Japanese
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User : John Doe

' Patient: Jane Doe

L =

10:11

Jennifer is safely off to
sleep and doing well.

10:45

We are on bypass now. Here
is a picture of the heart-lung
machine.

1115
We are off bypass now and Jennifer

is doing very well.

11:45
Surgery is complete. Here

is a video message from
Dr. G.

User : Jane Smith

Patient: John Doe

Reminder

It has been 30 minutes since your |
last update. Please notify family of |
new patient status I

Continue

minute reminder
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SAMSU

UPDATES &

NOTHI“SAVED

@ EASE l

APPLICATIONS™

ALL MESSAGES o
DISAPPEAR g

Connected

AFTER 60 SECONDS
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© - > ' >

NEW UPDATE NEW UPDATE NEW UPDATE
09:05 AM ) 09:32 AM i 10:43 AM

An angiogram of the narrow
pulmonary artery.

Safely off to sleep. We have started the procedure.

Tap image to enlarge

¢ © X

APPLICATIONS™

Tap image ge
— P i
o \ i

APPLICATIONS™ APPLICATIONS™
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NEW UPDATE
7:15 AM

Good morning! Jennifer had a great
night and is feeling better.

APPLICATIONS™

O

NEW UPDATE
8:15 PM

Goodnight everyone. I will see you in
the morning. & .72

EASE

APPLICATIONS™




SURVEYS

customizable

measure satisfaction scores

Rate your overall EASE experience, (] = Extremely

Unsatisfied, 10 = Extremely Satisfied)

0 v

high response rate

2. How did the EASE experience affect you?

_ Made me more at ease

ease emotions

 No effect

3. The texts, photos, and videos were:

_ Unnecessary
_ Appropriate
~ Too graphic

 Hardto understand

oved one required future medical

_ lfyouoral
4.y <o the EASE program

procedures would you choo
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9 8 O/ O S-I:ARGORNE(I;ELY

Based on my experience with
EASE, | would recommend this

hospital to others?

O
9 6 /O STA RGORNE(I;E LY

- 'I:&:.":f-"'; S

My experience with EASE showed
a level of commitment to
transparency and better
communication by this hospital

, A @M

Would the availability of EASE influence
your choice of hospital should you, or
a loved one, require surgery?
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47%%  4.5%¢t

-
i 97 97

B 95.5 95.5 95.5

PRESS GEA DI " =
9 91 91

' ' : -;_% = Care given at this hospital Doctor informed with clear language Doctor’s concern for questions/worries

1.9% % 3%* 3%1*

95 o8 91
5

5 iiag:
A
.
94.25 96.5 90.25
. 935 9 89.5
92.75 93.5 88.75
92 92 88

Nurses explain in way you understand Recommend this hospital to others Staff addressed emotional needs

2.2%t _47%¢%

956.5
94

91
Staff attitude toward family and visitors Staff worked together

On average patients that
received EASE reported

KX

ARNOLD PALMER HOSPITAL
For Children

Supported by Arnold Palmer Medical Center Foundation




O

Hospitals with increased utilization of EASE
reported higher Press Ganey scores.

VO'F'RESS ANEY®

Hospitals that sent photos and videos
saw statistically significant higher
Press Ganey scores.

a O
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“CHANGE BEFORE YOU HAVE TO”

Jack Welsh, CEO
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~SHOW BUSINESS
ETWORK
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@ANSPARENCY

provides KNOWLEDGE
'%“ creates | RUST

relieves ANXIETY

(&) andimproves SATISFACTION....
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