CUIDAR antes que TRATAR
GESTHIOMEeEMOCIONES en ENTORNOS HOSTILES










Todo sistema esta perfectamente
disenado para producir los
resultados que produce

— Donald Berwick —




Todo sistema esta
perfectamente
disenado para

producir los resultados
que produce




ROMPER LAS REGLAS.
SANAR EL SISTEMA.
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vow A PATIENTS JOURNEY

ATYPICAL OUTPATIENT
CLINICVISIT

E]
@ DOCTOR'S

REGISTRATIONAT ~ CONSULTATION

< REGISTRATION

SPECIALIST
OUTPATIENT REGISTRATION AT
CLINIC PROCEDURE
—ROOM

\/
ﬁ% RE)((':ISTRATION AT

RAY ROOM
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REGISTRATION AT
PHARMACY

COLLECTION OF
MEDICINE

PAYMENT i
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Varon, SCASEST tras un cuadro
de IRA por GEA. AP: DMAE, DM2,
HTA y DL. EF: normal, aunque
PPRB dudosa. ;Qué haria a
continuacion?

iCOMPRO VOCAL!




Fam Med. 2001 Jul-Aug;33(7):528-32.

Speaking and interruptions during primary care office visits.
Rhoades DR, McFarland KF, Finch WH, Johnson AQ.

i+ Author information

Abstract
BACKGROUND: Patients and physicians value effective communication and consider it an essential part of the medical encounter. This

study examined physician-patient communication patterns, and interruptions in communication, during gg&ent visits with family practice

and i medi nis.
METHO ata obt m ce i ti .
ber an f mil d all £ @
rom infgrn .
» after the resident entered the room. One fou of the time,

patients

from

RESULTS: Patients spoke, uninterrupted, an average of

residents interrupted patients before they finished speaking® dents averaged interrupting patients twice during a visit. The time

with patients averaged 11 minutes, with the patient speaking for about 4 minutes. Computer use during the office visit accounted for
more interruptions than beepers. Verbal interruptions, a knock on the door, beeper interruptions, and computer use all interfered with
communication, and increased frequency of interruptions are associated with less favorable patient perceptions of the office visit.
Female residents interrupted their patients less often than did male physicians. All residents interrupted female patients more often
than male patients. Early and increased interruptions were associated with patients' perception that they should have talked more.
Third-year residents interrupted patients less frequently than did first-year residents.
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Nadie podré pararlo, ni dioses ni hombres






Amémcos

-ENFERMEROS



= Experiencia de usuario |



e 71% “Que me escuchen”

comINITY EXPERIgy

* 67% “Que me hablen de forma que les
m@.‘t‘fﬂHCE E."-.'p-E;HE %
& - pueda entender”
*ﬁﬁaﬂq EXPE J:i"'r-'f"--1,.-

iy &

I'ha sum of all
Interactions shaped by

e ¢ 65% “Que me traten con respeto y
| cortesia”

continwurm ol cans

e 64% “Que me transmitan confianza en
sus habilidades como profesionales”



HCAHPS: Questions

RATE HOSPITAL 0-10 HOSPITAL ENVIRONMENT
Rating Scale: 9-10 Rating Scale: Always
Room and bathroom kept clean
RECOMMEND THIS HOSPITAL _
Rating Scale: Definitely yes Area around room quiet at night
i_(?i?ﬂMf::ION W/ NURSES Ratlog Scalés Abvays
e Al Need medicine for pain

Nurses treat with courtesy/fres pect
Nurses listen carefully to you
Nurses explained things in way you understand

Pain well controlled
Staff do everything help with pain

RESPONSIVENESS OF HOSP STAFF COMMUNICATION RE: MEDICINES
Rating Scale: Always Rating Scale: Always

Never pressed call button Given medicine had not taken before

Call button help soon as wanted it Tell you what new medicine was for

Need help with bathroonyusing bedpan Staff describe medicine side effect

Help toileting soon as you wanted

COMMUNICATION W/ DOCTORS i ':ng m‘wmff :W CRMATION

Rating Scale: Always

Doctors treat with courtesy/respect Left hospital- destination

Doctors listen carefully toyou Staff talk about help when you left

Doctors explained things in way you understand Info re: symptoms/problems to look for



Many factors matter to patients

Correlation: Derived importance of satisfaction [ Surveyed in HCAHPS
for inpatient providers I Not surveyed in HOAHPS
N=1,160

Nurse empathy

Keeping patient informed On-time appointments

Comfortable waiting areas _ 0.45

Pain management 0.45

Quality of food - 0.45

Connection with
other caregivers

Doctor empathy

Qutcome of
procedure/care

Cleanliness of room

Patient’s access to

Room appearance .
PP medical records 0.41
Quiet environment Amenities (e.g.,
Internet access)
Administrative simplicity Ease of scheduling 040

appointments

Single point of contact

I T

Facilities Online tools and resources 0.33

Value for money

Ease of understanding bill 0.48



Conocimiento y Tecnologia NO discriminan
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Eres Un Creador
De Experiencias




Experience is everything:
Here’s how to get it right

pwc pwc.com/future-of-cx

https://www.pwc.com/us/en/services/consu lting/library/consumer-intelligence -series/future -of-customer-experience.html
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He aprendido que la gente olvidara
lo que dijiste y olvidara lo que
hiciste. Pero nunca olvidara
lo que les hiciste sentir.

-Maya Angelou




HYPOTHALAMUS

PITUITARY GLAND

AMYGDALA

BRAIN STEM

N\

CEREBELLUM

HIPPOCAMPUS |
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“En los proximos 20 aiios, se
produciran cambios profundos en

la sanidad, aun considerando que
es un sector conservador, lento y
muy resistente al cambio.””

— Ray Hammond, Futurodlogo, Julio 2019



La CULTURA desayuna, comey
cena ESTRATEGIA

CULTURA ESTRATEGIA



es lo que
hace la gente cuando
el jefe no esta
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es lo que
hace la gente cuando
nadie la ve




vengo a
trabajar?

me pagan?



SOoY UN COORDINADOR DE
SINERGIA DE DATOS

PROP-TECH Y ANALISTA DE
BLOCKCHAIN DISTRIBUIDO

DESARROLLO Y MANTENGO)
FLUJOS DE TRABAJO
AUTOMATIZADOS PARA
TITULIZACION DE
HIPOTECAS
COMERCIALES
TRANSFRONTERIZAS

DE PENETRACION DE
MERCADO DIRIGIDAS POR
FRANQUICIADOS PARA

VISITAS VIRTUALES A

(OPTIMIZO ESTRATEGIAS |

|

.PROPIEDADES \ 3




TIENES UN
TRABAJO
DE M****A










Nuestra mision

Cuidar a cada paciente y a cada familiar, en cada momento y cada

lugar, de forma integral, con el maximo nivel técnico y de servicio, de

modo que ante cualquier necesidad de salud propia 0 ajena escojan
y recomienden HM Madrid Rio como su hospital de referencia.

M

HOSPITAL UNIVERSITARIO

hm madrid rio



Emphaty is...
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Compassion Goes Beyond
Sympathy and Empathy

MORE

Compassion

| am here
to help

Empathy

| feel
with you

Sympathy
| feel
far you

Willingness to act to support

Pity
| feel sorry
for you

LESS

LESS Understanding of the other’s experience MORE

DESEQ
AUTENTICO de
AYUDAR
ORIENTADO a
la ACCION

La palabra "compasion" viene del latin compassio y significa
"sentimiento de tristeza que se siente la ver el padecer de otro".
Sus componentes léxicos son: el prefijo con- (convergencia,
reunion), patior (padecer, sufrir), mads el sufijo -cion (accion y
efecto).



COMPASSION OMICS

Foreword by SENATOR CORY BOOKER

https://www.compassionomics.com/



https://www.compassionomics.com/

sTrabajar la PX tiene impacto en la
percepcion de la salud?

A medida que el paciente
Vive una mejor experiencia
la percepcion que tiene
sobre el estado de su salud

PERCEPCION DE SALUD

Pacientes con experiencias superiores

también mejora al 80% de cumplimiento WOW 7 9
@ Pacientes con experiencias entre
el 60-80% de cumplimiento WOW

S

Pacientes con experienciaspor debajo 6 1
¥

‘ del 60% de cumplimiento WOW




7 Scientifically-Proven
Ways That Serving Others
Is the Best Medicine
for Yourself

WONDER

D

Stephen
Trzeciak, M.D.

Anthony
Mazzarelli, M.D.




THE ORGANIZATION FUNCTION

[ "SERVICES !
&

AINTENANCE
SERVICES

LOGISTICS &

EGAL & STATULOR
SUPPLIES

RESPONSIBILITY

ETHICS &
ODE OF CONDUCT

»UBLIC RELATION)

HOSPITAL
SAFETY

MARKETING
ANAGEMENT

MANAGEMENT QUALITY

A

FINANCE &
BUDGETTING

INFORMATION
SYSTEM

ANAGEMENT

STAFF
MANAGEMENT

PLANNING &
DECISION MAKING







ACCOUNTABLE



Te CUIDAMOS P
Trabajamos EN EQUIPO £
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El anico ingrediente necesario para la
es la



0 haces sc

cuando te res
~ convenier
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Aprende a ESCUCHAR
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Nos tomamos las cosas con
pero no a

...porque lo hacemos es muy



"Dame 6 horas para
talar un arbol y
pasare las cuatro
primeras afilando
el hacha".
Abraham Lincoln




La vida es demasiado corta como
para no a los demas



La vida es demasiado corta como
para no a los demas
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