Lakeland Regional Health System
“Designing the Patient Experience”

Executive Summary
Designing the Patient Experience
Future Search team members voted the following trends as having the greatest impact on patient care in the future.  The top vote-getters (collecting the most dots):


Over 30 votes 

· Holistic Healing

· Demand for qualified health care workers


Over 20 votes

· Increased customer expectations


Over 15 votes

· Increased life expectancy

· Growth of aging population

· Increased government regulations

· Consumer choice increasing

· Better informed customers

· Healing environments


Over 10 Votes

· Increased use of the internet

· High Tech/High Touch health care

· Increase of uninsured patients

· Increase in patient diversity

· Increase in right to die

· Research in power of prayer in healing 

· Increasing genetic testing

Common Ground: Major themes for the future of improved patient experiences in the LRHS system
1. Culture Change

A. Shared Vision

B. Healing Environment / Atmosphere

C. Increased sensitivity to the patient and the environment

D. Religious presence

E. Ease of access (physical access and access to information)

· Greeters

· Smart cards

· Central data bank

· No admitting

· PAT outside the institution

F. Quality employees (attract, develop, empower and retain)

· Team approach / collaboration

· Sharing

· Increase holistic / spiritual capabilities

2. Customers at the Center

A. Customer advocacy

B. High customer service / high touch

C. Patient convenience

· PAT, one-stop shopping, internet

D. Individualized patient / customer care

E. No waiting for anything

F. Food options

G. Anticipate and exceed expectations

H. Increase in timely and responsive service

I. Focus on patient comfort

· Physical, social, spiritual, emotional and technological

J. Patient empowerment

K. Family involvement

L. No pain for patients

M. Privacy respected / private room

3. Balance high-technology with high-touch

A. Technology:  Everyone has access

B. High Tech: People friendly

C. Internet access to the system

D. Home diagnosis treatment and monitoring

E. Seamless communication technology

F. Computer for everyone in the system

4. Education

A. Patient education and information

B. Increase patient education at all levels

5. Financial Stewardship

A. Management of resources in the system

· Money is available

Future Search “Improves the Patient Experience”

FS can be an excellent tool for healthcare organizations that want to envision and create a better environment for patient care.

In December of 1999, a large group of physicians, nurses, patients, hospital administrators and community leaders, assembled for the purpose of improving “the patient experience” in their local healthcare organization.  Lakeland Regional Health System (LRHS) is a recently integrated system of hospitals, nursing homes and outpatient facilities, located in Southwest Michigan.  As part of a new strategic and facility planning effort, Lakeland hoped to use a Future Search conference as the foundation for improving patient satisfaction through the delivery of more convenient and effective, patient-centered care.

Conference Facts 

· Conference Title: “Designing the Patient Experience.”

· Steering Committee: With a clear understanding of the FS process and planning steps, the LRHS Steering Committee organized and implemented this FS in a very brief period of just 8 weeks. 

· FS Participants: A total of 65 healthcare providers, hospital administrators, patient advocates and community leaders.

· FS Facilitators: Ray Gordezky and Don McKahan

Lessons Learned

1. Hospitals and Health Systems can be ideal candidates for Future Search Conferences because:

· Their stakeholder groups are extremely diverse and committed to their lifework in patient care.

· Hospitals relate well to FS goals and techniques. Many are not-for-profit organizations challenged to reinvent themselves in response to recent changes in the healthcare industry.

2. Mind-Mapping of the LRHS system showed that patient care is impacted by an enormous variety of personal, technological, cultural and environmental issues.  The FS methodology can help identify and link these many issues into a coherent set of “common themes.”

3. The LRHS conference benefited by inviting patients and family members who had had negative hospital experiences, challenging stakeholders to reexamine the existing patient care system.  Like opposite poles in a battery, the differing opinions of patients and providers provided an “energy source”, driving the FS conference forward.

Common Ground: 

Major themes for improving “the patient experience”
6. Culture Change for LRHS Healthcare Providers

G. Shared Vision and improved Teamwork

H. Recruit and retain “top quality” associates and care providers

I. Health Facilities become “Healing Environments” 

J. Increased sensitivity to the patient experience

K. Open to Integrative patient care models and religious presence

7. Customers at the Center
N. Individualized patient / customer care

O. Anticipate and exceed expectations

P. Patient empowerment

Q. Family involvement

R. Privacy respected 

8. Balance high-technology with high-touch healthcare
G. High Tech and People friendly

H. Internet access to LRHS systems

I. Home diagnosis,  treatment and monitoring

J. Seamless communications technology

9. Education
C. Increase patient education at all levels
10. Financial Stewardship

B. Responsible management of resources in the system

Action Groups and Conference Follow-up

The FS conference gave birth to five different action groups including Patient Advocacy, Implementing new Technologies, Healing Environments, Integrative Care, (  )

In addition LRHS is planning to produce  a complete Future Search Report and Conference Video.

For more information on the Lakeland Future Search contact:

Ray Gordezky: Ray-G@home.com
or Don McKahan: dmckahan@adnc.com

