Patient survey items and clinician skills for impressive patient experience
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Make a warm connection

When greeting the patient, make eye contact, smile, shake hands, position height to align your eyes with same level as patient’s, remove barriers, greet patients companion and learn their name and role.

Engage the patient as a person

At each visit, invite the patient to tell you about something non-medical in her life.  Do not ask about weather or parking. Make a note in your record of the visit. Review the previous visit note before seeing the patient.  Mention that personal item at the next visit.  “I recall you were taking your grandchildren for a holiday at the shore.  How did that go?”

Invite all of the patient’s concerns

Acknowledge the reason for visit given to staff, “What were you hoping to accomplish at this visit today?” “And what else?”, and summarize patient’s concern.

Discover patient’s priority

 “What is the one thing you want to make sure happens before you leave here today?”
Discover patient’s explanations and expectations

When discussing symptoms, invite the patient to tell you what they think might be causing it; Ask about other people in patient’s life.  “When you go home tonight, who will ask you, ‘What did the doctor say?’  What are they concerned about?”  Ask patients what they think should be done to diagnose or treat the problem.

Express empathy

Identify feeling, label it, express concern

Reflective listening

Paraphrase what you heard the patient say to let them know you are listening and to check your understanding.

Use empathic bridge to re-focus agenda

When patient digresses from the agenda for the visit, empathize with the concern, and then bridge back to the patient’s priority items on the agenda you previously set.

Ask-before-advise

Before giving information or advice, ask the patient what they know, have already tried, and want to know

Funnel questions

Move from broad, open-ended questions (e.g., “how has your asthma been?”) to focused, open-ended questions (e.g., “how do your symptoms affect your sleep?”), to closed-ended questions (e.g., do you get wheezing when you exercise?”).

Invite patient contemplation of self-care
Ask the patient to rate the importance of a self-care behavior on a 0 – 10 scale.  Then invite consideration of pros and cons by asking, for example “why 3 rather than 0 or 1?”  Then invite contemplation of change by asking, for example, “what would it take for your importance to move from 3 to a 4 or 5?”
Check patient understanding

Learn what the patient has taken from your discussion of their health and care plan.  “When you go home today, who will ask, ‘what did the doctor say/’  What will you tell them?”  “What are they key things you understand that are important for managing your heart condition?”
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