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Vision

Reinvent the healthcare industry so that 
hospitals, healthcare organizations and 
stakeholders continuously partner with 
empowered patients and families as a 
resource in the co-design of programs, 
policies, and quality improvement activities. 
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• Patient-Centered Outcomes 
Research Institute (PCORI)

• American Institute of Research 
(AIR)

• Institute for Healthcare 
Improvement (IHI)

• Coalition for Quality in Geriatric 
Surgery

• American College of Physicians 
(ACP)

• Geriatric Emergency Department       
Collaborative

• Los Angeles County, Children’s 
Medical Services

• Mammoth Hospital 
• Person Centered Care, HASC
National Quality Forum (NQF)

• Gateways to PFAC Learning 
Collaborative

• PFCC Work Plan
• PFASE Facilitator Training

• PFA Skills Exchange
• Quality Improvement Basics for 

PFAs
• PFANetwork

Telligen NCCHealthInsight HIIN

Sutter Health

Patient Priority Care Research AgendaOpenNotes
UCLA Health USC Keck Medical Center MemorialCare Health System

Quality Insights
California Quality Collaborative

PFCC Infrastructure Advisor Support

Patient Family Advisor Community 



Definitions

Noun
• Person Family Centered Care

Verb
• Patient Family Engagement 

Outcome

• Patient Safety Reduce Utilization
• Patient Experience Minimize Cost
• High Quality Care Improved Coordination of Care

©2015 PFCCpartners 4



What is the most 
underutilized resource in 
the healthcare 
environment for 
improvement?  
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Jeopardy Question



Engaging Patients & Families 

Clinical 
Relationship 

Organizational 
Improvement
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Active Strategy for Improvement

Strategic Goal 

Reduce 
Readmissions

Project/Initiative

Comparative 
Effectiveness Study 
on two Discharge 
Programs 

Patient Family Advisor

Informs the work 
from the patient 
perspective, pointing 
out challenges 
and/or gaps specific 
to that community.  
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Method Quality of Information Benefit Organizational Burden 
Patient Satisfaction 
Surveys

Somewhat diluted from delayed & 
diffusion of experience – unilateral 

Targeted information Financial, Dissemination 

Focus Groups Broader range of information 
received on a specifc topic –
bilateral 

Insights into patient family 
experience beyond what 
we might have assumed

Minimal effort for high 
return of information 

Patient Family 
Advisory Councils

Highly informative on a continuous 
basis, dependant on relationship of 
trust & relevance to the 
organization 
Reciprocal 

A resource hard wired into 
the hospital so that your 
patients and families 
continuously inform 
improvement

Moderate amount of staff 
time and financial resource 
required.  

Project 
Improvement
Teams (LEAN, A3, 
Quality, Safety 
Cmte) 

Highly relevant – Patient Family 
Advisors continuously inform 
improvement efforts across the 
organization
Dynamic 

360 degree understanding 
of improvement needs of 
the organization 

Moderate amount of staff 
time and financial resource 
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@theNAMedicine

From high level
Broad overview of the framework:

core elements of each transformational stage

Delineation of core elements of each transformational stage



@theNAMedicine

To a more detailed implementation plan



@theNAMedicine

NAM Perspectives discussion paper

• Annotated 
Evidence List 
directly connected 
to each component 

• Tools for 
Engagement

• Case Studies for 
Engagement



High Impact 
• Reciprocal
• Tied to the strategic goals of the 

organization 
• Proactive 
• Co Design 
• Integrated across areas of the organization 
• Vision & Mission as North Star
• Focus on the structure
• Reflective of the population served

Low Impact 
• Customer Service approach
• Lack anchor to organizational priorities
• Rubberstamp
• Facilitator Presents information for 

feedback
• Siloed into Pt Experience efforts or Quality 

or Safety
• North Star is the improvement goal
• Focused on the people
• Lack diversity 
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Elements of Impactful Advisor Efforts 
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• Organization
• Improvement 

Team
• Advisory Role 

• Purpose
• Expectations
• Advisor Preparation
• Concerns

Advisor Organization 

V
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Preparation is Key 



Starting Points….

Identify 
Priorities

Develop 
consistent 
messaging

Identify your 
population

Create the 
infrastructure 
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Libby Hoy,
libby@pfccpartners.com

Office: 562.961.1100
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