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Improving Health Outcomes
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Learning Objectives

 The participant will be able to: 
• Communicate with patients about their gaps in care and 

outcomes.
• Impact patient health outcomes
• Discuss challenges/carriers to accessing care to meet patient 

needs.
• Describe how HEDIS, HOS and CAHPS measures impact patient 

health outcomes.



HEDIS, HOS and CAHPS
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Presenter
Presentation Notes
Who knows what HEDIS is? 
Who knows what HOS is? 
Who knows what CAHPS is? 
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What Is 5-Star?

Set of quality 
measures used by 
Medicare 

Based on 
encounters, chart 
reviews, surveys 
and administrative 
data from 
providers and 
health plans 

Fifty-three measures 
that cover the following 
categories:
•Staying healthy screening 
tests

•Managing chronic conditions
•Member satisfaction with the 
health plan and providers

•Member complaints and 
Medicare problems

•Health plan handling of 
customer appeals

These ratings 
help beneficiaries 
compare plans 
based on quality 
and performance

Presenter
Presentation Notes
Review this slide
Patients perception of quality
How patients engage with their care; screening, tests
Scopes of admin
But today, we are focusing on how patients feel about their care and how they it is being delivered
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Defining the Healthcare Effectiveness Data and 
Information Set (HEDIS)

5

HEDIS is a data set that “grades” and compares health plans’ 
quality outcomes

Definition

Measures performance on important areas of consumer care and 
service, rating health plans for quality and service

What it does

Identifies the effectiveness of healthcare interventions across a 
wide range of performance measures

What’s the connection to patient health outcomes?

Presenter
Presentation Notes
Review this slide
The Healthcare Effectiveness Data and Information Set – HEDIS — was created by the National Committee for Quality Assurance (NCQA) to measure the clinical quality performance of health plans.�
For health plans and medical groups, HEDIS ratings can be very important. The scores on measures can help them understand quality of care being delivered to their patients in some of the most common chronic and acute illnesses.
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Defining Consumer Assessment of Healthcare Providers 
and Systems (CAHPS)

6

Survey that asks consumers and patients to report on and evaluate 
their healthcare experiences

Definition

Assesses patient experience in a specific healthcare setting

What it does

Good communication between providers and patients is key to 
positive healthcare processes and outcomes. 
• Improved patient adherence to treatment plan
• Improved clinical outcomes, patient safety practices

What’s the connection to patient health outcomes?

Presenter
Presentation Notes
Review this slide

CAHPS stands for Consumer Assessment of Healthcare Providers and Systems.
CAHPS surveys ask consumers and patients to report on and evaluate their health care experiences in different settings. 
Surveys cover topics important to consumers and focus on those aspects of quality that consumers are best qualified to assess.
Its purpose is to advance our understanding of patient experience with health care.
To simplify, the survey is a standardized tool to measure patients' perception of care provided by physicians in an office setting.
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Defining Health Outcomes Survey (HOS)

7

Survey that asks consumers and patients to report on and evaluate 
their healthcare experiences

Definition

Assesses patient experience in a specific healthcare setting

What it does

Good communication between providers and patients is key to 
positive healthcare processes and outcomes. 
• Improved patient adherence to treatment plan
• Improved clinical outcomes, patient safety practices

What’s the connection to patient health outcomes?

Presenter
Presentation Notes
Review this slide

What is key to consider when looking at the HOS measures is how inter-related they all are. For example, chronic pain which is included in the physical health measure has an enormous impact on patient mental health.  Of if someone has a fall, we need to consider impacts on all aspects of health.  And maintaining physical strength through physically activity as we age positively impacts nearly all areas of patient health. 
Perception is really important.  Patient physical health, Patient mental health and perception all matter. 
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Meet Beth

Presenter
Presentation Notes
Introduce your patient.  Recommend choosing patient profiles or case studies from patient demographics of each office be more impactful and appropriate for each office.  

Beth is your patient
She is a 73 year old retired librarian
A recent widow, who relied on her husband for transportation.  
She is coming in to your office today for her annual wellness visit
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Functional 
Status

Mental 
Health

Physical 
Health

Access to 
Care

Provider 
Relationship

Patient 
Activation

Cross Walking Patients’ Health 

9

1. Screen
2. Assess
3. Intervene
4. Follow up

Presenter
Presentation Notes
TTT Notes: This slide is important: These are the points that are critical to make to drive the points home for your patients. 

Functional Status: 
Basic activities of daily living (BADL) – the ability to perform basic self-care tasks – Examples: eating, dressing, bathing, toileting 
Instrumental (intermediate) activities of daily living (IADL) – the ability to live independently – Examples: housework, laundry, transportation 
Advanced activities of daily living (AADL) – the ability to fulfill societal, community, and family roles, and participate in recreational or occupational tasks

In older adults, functional status predicts mortality, health care costs, nursing home placement and other outcomes.  Our ability to perform daily tasks greatly impacts the perception of our health.  

Now, keeping functional status in mind, let’s look at what may impact Beth’s overall health, and her perception of her health.  

Mental Health: 
Beth lost her husband, which could lead to mental health issues, such as depression, fear, anxiety, and withdrawing socially. 
Physical Health: 
When people are emotional distraught negative perceptions are amplified, and they rate their health as poorer than their peers.  These negative perceptions can lead to further functional decline.  
Not being able to do the activities that we used to do, such as running or skiing can further impact the patients negative perception of their health. 
Lack of physical ability or motivation to engage in physical activities can further impact depression. 

Addressing patient health involves considering multiple areas covering both physical and mental aspects of health.  

We introduced several different acronyms to you today (HEDIS, HOS, CAHPS),by talking to Beth about the important HOS measures (Falls, bladder control, physical activity and mental health), we not only positively impacting Beth's overall health, we impact patient satisfaction, patient experience, and overall health plan and medical group ratings.  HOS measures represent important aspects of patient health. They drive patient physical and mental health so we can’t really separate them.  Someone who is socially isolated due to concerns about bladder leakage may be more depressed, more likely to think his or her health is poor, is probably less likely to exercise and may be at increased risk for falling if trying to hurry to the toilet. 

Access to Care: 
In addition, the social determinants of health add another layer that can impact patients health and make assess to care more challenging.  Different patients are going to need different levels of assistance to gain access.  Once size does not fit all.  For example, with Beth, she is grieving.  Looking at her access due to depression may be different than a patient who does not have  permanent address.  Access for each patient varies, and our care and attention needs to vary as well.  (it may be appropriate for you to use an example of a patient in your office or demographics).

Provider Relationship: 
When a provider pays attention and listens to their patient, positive outcomes are much more likely to occur.  Having a relationship with you, the provider is essential for Beth to manager her health.  With that positive relationship, she gains trust in your office, your staff, and your care plan.  She will listen and follow what you say, which will give her confidence in her treatment plan, and her ability to follow it.

Patient Activation: 
Patient activation is ensuring that patients have the knowledge, skills and confidence in managing their own health care.  Bear in mind, many factors influence patients level, or ability to manage their care.  With Beth, the loss of her husband could impact her level of activation into her own care.


Now let’s think about Beth… 
…. Discuss how topics impact her access, health, and outcomes  
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Beth’s Office Visit - Activity

Presenter
Presentation Notes
Facilitator-We are going to begin Beth’s office visit, and as a part of this visit, we are going to “model” an office visit that you can use in your offices to help your staff practice “role play” good customer care, and how to use language that mirrors language in the HOS survey.  
Choose someone to play the role of “Beth” and others to play the roles of Front Office Staff, Medical Assistant and Physician.
Walk Beth over to front office Staff member (use participant or training staff member to play the part of the front office staff)
 
Script (Front Office Staff) - (Model communication and check in best practices)	 
Good morning Beth.  It’s good to see you again. 
We are going to start your appointment now with some of the usual paper work.  Please make sure your contact information is correct, and sign in the two areas I highlighted in pink.   
Also, if you have any specific questions or concerns you would like to talk with Dr. Who about, please write them down on this paper. 
There are 2 patients in front of you, “Debbie”, our Medical Assistant will come get you when the doctor is ready

Action (Front Office Staff): Escort Beth to a seat to fill out the paperwork




Monitoring Physical Activity
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Presenter
Presentation Notes
Facilitator- - Review HOS Questions�Overall Health: People who rate their health as frail or poor are more likely to be hospitalized. It is all about the patient’s perception.
Setting expectations…. Your health for your age.  We want our patients to understand what excellent and very good are for their age.  The higher the health score is, it correlates to a higher 5 star score, which correlates to better reimbursement rates which allows us more money to provide better benefits.
We want our patients to understand that excellent health in their 80s is different than excellent health in their 60s.
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Monitoring Physical Activity

Measure Description
Percent of senior health plan 
patients who discussed 
exercise with their doctor and 
were advised to start, 
increase or maintain their 
physical activity during the 
year

Metric
The percentage of sampled 
Medicare patients 65 years of 
age or older (denominator) who 
had a doctor’s visit in the past 
12 months and who received 
advice to start, increase or 
maintain their level exercise or 
physical activity (numerator)

Presenter
Presentation Notes
Facilitator- 
Review measure description and metric.  
The purpose is to encourage discussion of exercise, activity and frequency with health care provider.   
Audience Discussion Questions: 
Do seniors ever come into your office and you're afraid to talk about physical exercise because the patient that has entered your office is disabled or frail? 

Reference the resources we have on our Train The Trainer website (sitting and standing exercises) 
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HOS Survey Questions

In the past 12 months, did you talk with a doctor or other 
health provider about your level of exercise or physical 
activity? For example, a doctor or other health provider 
may ask if you exercise regularly or take part in physical 
exercise.

In the past 12 months, did a doctor or other health 
provider advise you to start, increase or maintain your 
level of exercise or physical activity? For example, in order 
to improve your health, your doctor or other health 
provider may advise you to start taking the stairs, increase 
walking from 10 to 20 minutes every day or to maintain 
your current exercise program.

Presenter
Presentation Notes
Facilitator- Review questions.  
You are all the “other healthcare provider”… Anyone in your office can ask these questions, and share the responses with the doctor.  
How do we make it memorable for Beth, so that she actually follows through with the interventions we offer?  
Compared to last year… 
Script (PCP) 
Beth, tell me some of the things you like to do for physical activity 
Based on “Beth’s” response, encourage her to continue or start physical activity.  Talk about things she might already be doing such as gardening or housework.  
 
Facilitator- – 
Audience Discussion question:
What are some of the concerns you may have for Beth regarding her physical activity?
Discuss with your team on how to talk with your patients using similar language that is asked in the survey questionnaire.
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Presenter
Presentation Notes
Facilitator– 
Play video clip and afterwards, speak to what the audience saw. � 
What are their feeling towards the idea that seniors can find a way to exercise at any age?  �
Reiterate the fact that physical activity is important at any age, and all ability levels.




15 SCAN Health Plan confidential and proprietary information. © 2018 SCAN Health Plan. All rights reserved.

Importance of Physical Activity

Improves general 
health and quality 

of life

Maintain the ability to 
live independently

Reduces the risk of 
falling and fracturing 

bones

Maintain flexibility 
and prevent muscle 
wasting/shortening

Can improve mood, 
reduce stress and 

the impact of 
depression

Presenter
Presentation Notes
Facilitator- Address slide 
Audience question: 
When seniors come in to your office, do you ever feel that it is inappropriate to suggest physical activity because they are older, frailer or disabled?  
Think about our video of the 93 year old.  Remember, we are all capable of activity at some level based on what is appropriate.
Discuss importance of physical activity.  Use personal stories or examples to illustrate the impact of physical activity. 
 
Please note: Physical activity and good mental health are interwoven.  
Anyone in the office can discuss this with the patient and impact patient outcomes.
Activity and good mental health are interwoven. Anyone in the office can discuss this with the patient and impact patient outcomes.
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Physical Activities for Seniors

Start easy - 10 to 20 minutes a day, and then slowly do more

Walking

Gardening

Chair exercises

Senior exercise classes

Falls prevention classes

Tai Chi

Presenter
Presentation Notes
Action (PCP) 
Address slide by recommending the activities on the slide as possible things Beth could do.
Discuss types of physical activities that you see seniors doing that you might recommend to your patients.
Talk about different levels of activity to meet the needs of patients’ at various stages of health and age.
Give Beth Physical Activity Age Page and escort Beth to her chair
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Best Practices

 Talk with your patients about: 
• Current level of physical health and regular exercise or physical 

activity
• Maintaining or increasing physical activity (taking the stairs, 

increase walking)
• Resources/educational materials related to physical activity

Presenter
Presentation Notes
Facilitator- Discuss best practices we just modeled
Current levels: 
Discuss how your staff are currently assessing patient’s level of activity.  Ask patients what they like to do, what they wish they could do, what they may be capable of doing.
Assessing Gait: (walking ability)
Use of any DME (durable medical equipment)�Canes, Walkers, Wheelchairs, Environment only�Do I need physical therapy?
Home exercises that could make me stronger
Education and Resources: 
Are there senior centers near by, walking groups, etc.  
Are there pictures of different exercises that you can provide to your patients so that they can envision activities they are capable and willing to do on their own or with groups. 
Print out Age Page on Physical Activity for your patients. https://order.nia.nih.gov/sites/default/files/2017-11/exercise-and-physical-activity.pdf  




Improving and Maintaining 
Physical Health
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Presenter
Presentation Notes
Facilitator - Introduce the topic�
Audience Discussion Question:�How often PCP asks about overall health?
One of the key HOS measures is improve and maintaining physical health
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Improving and Maintaining Physical Health

Measure Description
Percent of all senior health 
patients whose physical 
health was the same or better 
than expected after two years

Metric
The percentage of sampled 
Medicare patients 65 years of 
age or older (denominator) 
whose physical health status 
was the same or better than 
expected (numerator)

Presenter
Presentation Notes
Facilitator – Review this slide
Briefly review measure description and metric.
The purpose is to encourage discussion of exercise, activity and frequency with health care provider.
One of our challenges is that CMS looks at the scores from 2 years ago and compares it to current scores.
This is how we are measured!  The only way to ensure our patients health stays the same or improves is to engage with the patient and help activate them in to their own care.  We can’t change how they responded 2 years ago, but we can influence their perceptions moving forward.�
Audience discussion questions: 
You can refer back to the 93 year old example… do your physicians recognize that seniors who are frail can participate in physical exercise? 
Are your patients getting their screenings? Tests?
CMS looks at the correct and appropriate action based on the patient's medical history/ conditions
How are we keeping our patients healthy? How do we ensure our patients are maintaining/ improving their health? 
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HOS Survey Questions

In general, would you say your health is: Excellent? Very good? Good? 
Fair? Poor?

Does your health now limit you in activities you might do during a typical 
day, such as moving a table, pushing a vacuum cleaner, playing golf or 
climbing a flight of stairs? If so, how much?

During the past four weeks, have you accomplished less than you would 
like or been limited in your work or other regular daily activities as a result 
of your physical health?

During the past four weeks, how much did pain interfere with your normal 
work (outside the home and housework)?

Presenter
Presentation Notes
Facilitator - Review HOS Questions 
Overall Health:
People who rate their health as frail or poor are more likely to be hospitalized. It is all about the patients’ perception.  Setting expectations…. Your health for your age.  
We want our patients to understand what excellent and very good are for their age.  The higher the health score is, it correlates to a higher 5 star score, which correlates to better reimbursement rates which allows us more money to provide better benefits.  
We want our patients to understand that excellent health in their 80s is different than excellent health in their 60s.
Activity: 5 minutes to discuss – 5 – 10 minutes for – 2 – 3 groups to report out
Remember, it is all about setting expectations … changing a patient’s perspective, we also have to change how people think about their health. 
Review 4 HOS questions on the slide
Break into groups (develop, think, brainstorm teaching techniques, methods and/or activities to address this with staff)
Level set the patients’ expectations on where their health should be at their age – appropriate age perspective
Make the experience memorable for the patient 
Share with group
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Best Practices

 Talk with your patients about: 
• How they feel about their overall health
• If and how their health interferes with their daily activities
• Levels of pain and if and how the pain affects the things they 

enjoy doing
• Resources/educational materials related to physical activity

Presenter
Presentation Notes
Facilitator- Discuss best practices
Current levels: Discuss how your staff are currently assessing patients’ level of activity.  Ask patients what they like to do, what they wish they could do, what they may be capable of doing.  
Assessing Gait: (walking ability)
Use of any DME (durable medical equipment)
Canes, Walkers, Wheelchairs, Environment only
Do I need physical therapy?
Home exercises that could make the person stronger
Education and Resources: 
Are there senior centers nearby, walking groups, etc.  Are there pictures of different exercises that you can provide to your patients so that they can envision activities they are capable and willing to do on their own or with groups? 
Print out Age Page on Physical Activity for your patients. https://order.nia.nih.gov/sites/default/files/2017-11/exercise-and-physical-activity.pdf  




Reducing the Risk of Falls

22 SCAN Health Plan confidential and proprietary information. © 2018 SCAN Health Plan. All rights reserved.

Presenter
Presentation Notes
Facilitator - Introduce reducing the risk of falls�
Audience Question:  
How many of you believe we can actually prevent falls? 
How many of you believe that seniors fall and that you can’t do anything about it?



23 SCAN Health Plan confidential and proprietary information. © 2018 SCAN Health Plan. All rights reserved.

Reducing the Risk of Falls

Measure Description

Percent of senior health plan 
patients with a problem falling, 
walking or balancing, who 
discussed it with their doctor 
and got treatment for it during 
the year

Metric
The percentage of Medicare 
patients 65 years of age or 
older who had a fall or had 
problems with balance or 
walking in the past 12 months 
(denominator), who were seen 
by a practitioner in the past 12 
months and who received fall 
risk intervention from their 
current practitioner (numerator)

Presenter
Presentation Notes
Facilitator 
Briefly review Measure and Metric with staff. 
Talk about the fact that all seniors should have a gait (walking) assessment and a review of any falls, or near falls they may have had. 
Interventions include how to make your home and environment safe to help reduce the risk of falls.  
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HOS Survey Questions

A fall is when your body goes to the ground without being pushed. 
In the past 12 months, did you talk with your doctor or other health 
provider about falling or problems with balance or walking?

In the past 12 months have you had a problem with balance or 
walking?

Has your doctor or other health provider done anything to help 
prevent falls or treat problems with balance or walking?

Presenter
Presentation Notes
Skit: white “post it note” on the floor.  Someone falls… 

Facilitator
Review HOS questions.  
Discuss with your team on how to talk with your patients using similar language that is asked in the survey questionnaire.

Audience Question: 
How would you have staff ask these questions to Beth where it sounds more like “natural” or “Livingroom Language” 
Why might we be concerned about Beth’s fall risk?
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Importance of Reducing Fall Risk

Fear of Falling

Leading cause of 
injury in people 

aged 65 +

Every second an 
older adult falls

Increased cost to 
the patient and 

healthcare

Many are unable 
to live 

independently

Presenter
Presentation Notes
Facilitator
It’s important to realize that Falls can also cause injuries that are not visible to others.
Some people who experience a fall become fearful of falling again
May not report falls for fear of losing independence
Leads to a cascade of eventual isolation
Ask patients about their fears or worries about falling
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Cycle of Falls

Fall

Fear of 
Falling

Less 
Activity

Decreased 
Muscle/ 
Strength 

and 
Balance

Increased 
Risk of 
Falls 

Presenter
Presentation Notes
Facilitator
Falls often cause more than just physical injury
Discuss the shame concept around falling and the elderly - importance of breaking the stigma and encouraging use of walking aids. 
Become fearful of falling again
May not report falls for fear of losing independence
Are unable to live independently as a result of falling
Leads to a cascade of isolation
Fractures also decrease long-term quality of life just as much as chronic diseases such as diabetes or chronic lung disease
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Importance of Reducing Fall Risk

Fear of Falling

Leading cause of 
injury in people 

aged 65 +

Every second an 
older adult falls

Increased cost to 
the patient and 

healthcare

Many are unable 
to live 

independently

Presenter
Presentation Notes
Facilitator - review slide
20% falls cause serious injury�
Falls are the number one injury older people get hospitalized. And hip fractures are dangerous, the mortality risk within one year increases regardless of which study you read, and people are 2 or 3x more likely to die within a year post fracture than the general population. (Panula et al, 2011, Hillier et al, Archives of Internal Medicine, Sep 26)�
And one year after a hip fracture, only approximately 40% of surviving patients regain their previous level of mobility and only approximately 25% regain their former functional status (Koot VC, 2000). 
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Importance of Reducing Fall Risk

Fear of Falling

Leading cause 
of injury in 

people aged 65 
+

Every second, 
an older adult 

falls

Increased cost 
to the patient 

and healthcare

Many are 
unable to live 
independently

Presenter
Presentation Notes
Facilitator
review slide up to the third point on the wheel�
At the third point in the circle; “Every second an older adult falls”, do 5 second countdown… explain that in that amount of time, 5 older adults just fell.
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Importance of Reducing Fall Risk

Fear of Falling

Leading cause 
of injury in 

people aged 65 
+

Every second 
an older adult 

falls

Increased cost 
to the patient 

and healthcare

Many are 
unable to live 
independently

Presenter
Presentation Notes
Facilitator
Review fourth point on the slide
1/2 of older adults will require home health care in the 6 months following a fracture
Many will have long-term functional decline. 
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Importance of Reducing Fall Risk

Fear of Falling

Leading cause 
of injury in 

people aged 65 
+

Every second 
an older adult 

falls

Increased cost 
to the patient 

and healthcare

Many are 
unable to live 
independently

Presenter
Presentation Notes
Facilitator
Review fifth point on the slide
Many are unable to live independently after a fall, which directly impacts quality of life…. 
Impacts access to care and both directly and indirectly impacts providers office – increased office visits, possible hospitalization and increased utilization�
Audience question: 
Ask the audience if they know of someone (family, friend, even patient) who has fallen and they had some loss of independence after? How this changed the person’s life, or daily routine. 
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Biological

• Muscle weakness 
or balance

• Medication side 
effects and/or 
interactions

• Chronic health 
conditions

• Vision changes 
and loss

• Loss of sensation 
in feet

Behavioral

• Inactivity
• Risky behaviors
• Alcohol/ 

substance use 

Environmental

• Clutter, tripping 
hazards, cords, 
small animals

• Poor lighting 
• Lack of stair 

railings 
• Lack of grab bars 

inside and outside 
the tub or shower 

• Poorly designed 
public spaces

Risk Factors

Barefoot or socks indoors increases the risk of falls 13x!!

Presenter
Presentation Notes
Facilitator
Most falls are caused by a combination of risk factors. The more risk factors a person has, the greater their chances �of falling.
Factors can be modified to improve /decrease risk
Show Home Safety Checklist, Falls Age Page, and remind participants of resources available.  

Demonstration: How do we make our interventions memorable?  Show 4 Step Balance test. 

Audience discussion question:  
What types of factors have you personally seen that have led to falls in your patients or other persons you may know?  




32 SCAN Health Plan confidential and proprietary information. © 2018 SCAN Health Plan. All rights reserved.

Best Practices

 Talk with your patients about: 
• If they have had a problem with balance or walking. Reference 

gait as they walked in
• Prescribing, educating and demonstrating the use of DME to 

improve mobility and balance
• Recent falls or near falls – refer to PT and provide information on 

falls prevention classes
• Medications – review all medication. Discuss hearing and vision 

concerns or changes
• Home Safety – thorough inspection of home

Presenter
Presentation Notes
Facilitator
Discuss best practices we just modeled
Recent Falls
Identifying falls or near falls and reasons for the falls will help determine how best to help them reduce the risk of falls in the future.
PT or OT
Referrals 
Medications
Review and reconcile patients current medications and dosage.  Have patients bring a list of all medications, including over the counter and alternatives.   
Determine that patients are actually taking their medications as prescribed, at the correct doses and times (do they ever forget)
Ask about side effects
Hearing/Vision 
Annual hearing and vision checks to identify any changes
Home safety 
Provide the patient or caregiver with a Home Safety Checklist to help identify potential hazards in the home.  
Is a referral to an occupational therapist for home safety evaluation and modification needed?
Exercise
Discuss exercise options that the patient can do to increase strength and balance




Improving Bladder Control

Presenter
Presentation Notes
Facilitator- Introduce improving bladder control 
Audience Question: 
How many of you feel comfortable talking about UI?
Okay… looks like we need to address this 
Activity Part 1: 
Ask people as a table to decide on the top 3 reasons whey they are not comfortable talking about UI.  
Have them write them down on a Post It or a Large Post It on the side of the room. 
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Improving Bladder Control  

Measure Description

Percent of senior health plan 
patients with a urine leakage 
problem in the past six 
months who discussed 
treatment options with a 
provider

Metric
The percentage of Medicare 
patients 65 years of age or 
older who reported having any 
urine leakage in the past six 
months (denominator) and who 
discussed treatment options for 
their urinary incontinence with 
a provider (numerator) 

Presenter
Presentation Notes
Facilitator 
Briefly describe Measure and Metric
Loss of bladder control
Unintentional loss of urine
Has to be a pattern or happen fairly regularly
Severity ranges from occasionally leaking urine when you cough or sneeze to having an urge to urinate that's so sudden and strong you don't get to a toilet in time
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HOS Survey Questions

Many people experience leakage of urine, also called urinary incontinence. In the 
past six months, have you experienced leaking of urine?

During the past six months, how much did leaking urine make you change your 
daily activities or interfere with your sleep? 

Have you ever talked with a doctor, nurse or other health care provider about 
leaking of urine? 

There are many ways to control or manage the leaking of urine, including bladder 
training, exercises, medication and surgery. Have you ever talked with a doctor, 
nurse or other health care provider about any of these approaches?

Presenter
Presentation Notes
Facilitator 
Review questions. 
Discuss with your team on how to talk with your patients using similar language that is asked in the survey questionnaire.
This is a sensitive and embarrassing topic.  Normalize the conversation. 
There are other questions you can ask to support these questions: 
Do you wear protective underwear
Do you ever leak when you sneeze
Have you altered the amount of liquids you drink so that you do not have to worry about going to the restroom too often
We want our patients to remember the interventions we provide.  

Audience Questions:  How do we make our encounters and the questions we ask memorable. 
�
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Importance of Discussing Urinary Incontinence 

Impacts patients’ 
quality of life

Reduces stigma

It is a treatable 
problem

Reduce social 
isolation

Reduces risk
of fall 

Reduces risk of 
institutionalization

Presenter
Presentation Notes
Audience Question:
Why don’t people want to talk about UI (Stigma)?
Normalize the UI conversation (50% of all older adults have UI)
Connect the dots (mental health, physical health, falls)
 
Facilitator 
Discuss what audience brings up, relate back to slide points when appropriate.
 
Recommend Additional Activity: Possible Break out Session and Audience Questions: 
What parts of your patients life could be effected by UI?
How do you think Falls and UI are connected, and what can we do about it?
Why do you think people with unmanaged UI end up being institutionalized? 
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Types of Incontinence

Stress 
incontinence

Urge 
incontinence

Overflow 
incontinence

Functional 
incontinence

Presenter
Presentation Notes
Facilitator 
Explain the different types of UI
Stress incontinence
Urine leaks when you exert pressure on your bladder by coughing, sneezing, laughing, exercising or lifting something heavy
Urge incontinence
Sudden, intense urge to urinate followed by an involuntary loss of urine.  May need to urinate often, including throughout the night. Urge incontinence may be caused by a minor condition, such as infection, or a more severe condition such as neurologic disorder or diabetes.
Overflow incontinence
Experience frequent or constant dribbling of urine due to a bladder that doesn't empty completely
Functional incontinence
Physical or mental impairment keeps you from making it to the toilet in time (Arthritis – can’t undo pants quickly)

Activity Part 2:  Break out – 5 – 10 minutes discussion – 1 or 2 report back
We are now going to complete part 2 of the activity we started earlier. Take the top 3 reasons you don’t want to talk about UI, and identify ways you can train your staff to break down and address these barriers.  Write them down and prepare to share best practices with the group. 
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Best Practices

 Talk with your patients about: 
• Urine leakage – Normalize UI
• Patients’ perception of the problem
• Interfering with daily activities or sleep
• Ways to control or manage leakage. Bladder training exercises, 

medication and surgery
• Educate and encourage

Presenter
Presentation Notes
Facilitator
Perception of problem: 
Symptoms: What are their symptoms? Do you leak when you cough, sneeze or laugh?
Barriers: Do you use any pads or adult underwear? Cost a problem?
Treatments: personal hygiene products, medications, exercises, surgery…if necessary.
Quality of Life: Does it affect their quality of life, outside activities? Are they denying it is a problem?  
Normalize Urinary Incontinence: “We ask all our patients this question”
Educate You have an important role in educating patients and making them feel comfortable in bringing up the bladder problems.
Screen each patient with screening questions 
Had a problem with urinary incontinence (or your bladder) that is bothersome enough that you would like to know more about how it could be treated?
Encourage
Most important, ENCOURAGE them to bring the problem to PCP’s attention!
Incontinence can be embarrassing, isolating 
Can affect individual’s quality of life
It is a common problem of aging, but not necessarily part of normal aging
Affects both women and men
Reassure them that there are things that can be done– exercises, medications, pads…do not have to handle the issue alone.
Statistics 
50% of all older adults have UI
Affects one in ten adults
Not bound by race/ income
Leading cause of institutionalization 
Other Audience Questions/Activity: 
How many of you feel more comfortable talking about urinary incontinence UI
Consider breakout sessions to roleplay conversations with patients on UI
 Audience Question: NOW… Raise your hand if you feel comfortable talking about UI?







Improving or Maintaining 
Mental Health 

Presenter
Presentation Notes
Facilitator
Transitions Slide - introduce improving and maintaining Mental Health 
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Improving or Maintaining Mental Health

Measure Description

Percent of all senior health 
plan patients whose mental 
health was the same or better 
than expected after two years.

Metric
The percentage of sampled 
Medicare patients 65 years of 
age or older (denominator) 
whose mental health status 
was the same or better than 
expected (numerator).

Presenter
Presentation Notes
Facilitator
Briefly review Measure and Metric with staff.
People can feel differently as they get older.  They can experience loss, loneliness, depression and anxiety.  
We need to level-set expectations for our patients. 
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HOS Survey Questions

During the past four weeks, have you had any of the following problems with your work 
or other regular daily activities as a result of any emotional problems (such as feeling 
depressed or anxious)? 

a. Accomplished less than you would like as a result of any emotional problems 
b. Didn't do work or other activities as carefully as usual as a result of any     

emotional problems

During the past four weeks, how much of the time has your physical health or 
emotional problems interfered with your social activities (like visiting with friends, 
relatives, etc.)?

Presenter
Presentation Notes
Facilitator
Keeping Beth’s recent loss in mind, remember that grief is different from depression.  
Review questions.  
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Importance of Mental Health

Improves 
general 
health

Improves 
quality of life

Improves 
ability to 
function

Maintains the 
ability to live 

independently

Presenter
Presentation Notes
Facilitator-
Symptoms of depression in older adults are often overlooked and untreated because they coincide with other problems encountered by older adults:
A chemical imbalance in the brain
Genetics - depression can run in families 
Life events (loss of friends, family, independence) 
Side effects (medications, illicit drugs, alcohol)
Chronic illnesses
Other medical conditions (pain, hormone changes, catastrophic illnesses or accidents)
Older adults with depressive symptoms have:
Poorer functioning compared to those with chronic medical conditions such as lung disease, hypertension or diabetes
Increases the perception of poor health
Increases in utilization of medical services and health care costs�
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What Can Staff Do…. 

Presenter
Presentation Notes
Audience Questions
Do we talk with our patients about if or how their emotions impact their health and quality of life? 
If you do, what is the response when patients say “yes”?
Show empathy and compassions
Ask other questions to share with doctor
Would you like to discuss this with your doctor today? 
Do you have someone you can share your feelings with?
Show Video
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What Depression Looks Like

Sadness (more than two weeks)
Feeling hopeless/helpless
Losing interest in hobbies or pastimes
Loss of self worth
Memory/concentration problems
Slow movement or speech
Irritable/restless
Fatigue
Lack of motivation or energy
Sleep disturbances
Weight loss/gain
Neglecting personal care
Excessive anxiety and worries
Fixation on death or suicidal thoughts

Presenter
Presentation Notes
Facilitator
These are a few examples of what depression looks like. 
Bring up 3 – 5 points on the slide
No two people are the same, so no two patients symptoms look the same. 
Providing the patient with a list of emotions (above) and having them circle any that represent how they have felt in the past month could open the opportunity for further discussion
Possible breakout activity:  
Discuss types of symptoms you have seen with some of your patients
How did you address the patients needs?
Discuss what a patient with certain symptoms may respond to your questions
Discuss different resources available for different depressive symptoms
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Best Practices – Easing Depression

 Talk with your patients about:
• Emotions affecting their work or daily activities
• Emotions affecting their social interactions or enjoyment
• Review medications (e.g. antidepressants) and assess mental 

health (PHQ2/PHQ9)
• Manage lifestyle – staying connected to friends, family, doctors 

and therapists
• Alternative therapies (acupuncture, meditation, massage therapy, 

yoga)

Presenter
Presentation Notes
Facilitator to review best practice modeled by PCP
Emotions effecting their work or daily activities
Have emotions effected sleep (sleeping too much or too little)
Is it difficult to perform daily activities
Ability to focus
Lack of motivation
Emotions effecting their social interactions or enjoyment
Isolation
Little interest in activities they enjoyed in the past
Review Medications and Assess Mental Health 
Have patients bring all medication in for review at least once a year
Anti-depressants
Medications take a couple weeks to take effect.
If you stop your medication you may never feel the full benefit of them, it can also be dangerous to stop medications abruptly and without the knowledge of your physician.    
If you want to stop taking your antidepressants because you do not feel like they are working or you don’t like the side-effects talk to your health care provider
Manage Lifestyle 
Keep in touch with friends and family
Call someone if you are feeling sad or thinking about suicide
Find a support group
Spend time with others
Senior Center, Community Center, religious affiliated groups
When you feel depressed don’t be alone 
It is the most difficulty thing to do, but very important
Exercise most days and eat a healthy diet
Sleep 7-9 hours a night (adults)
Do not self-medicate with the use drugs or alcohol to escape or feel numb
Alternate Therapies 
PT or OT for pain
Yoga
Acupuncture 
Meditation
Massage
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PCP Best Practices - Improving or Maintaining Physical/Mental Health

• Prepare realistic treatment 
plans

• Educate and encourage to 
self-manage

• Consider patient activation 
level treatment plans

• Assess PT/DME needs
• Rx for exercise
• Exercise buddy/peer
• Follow-up

• Use PHQ9 for screening at 
least annually

• Medication and therapy
• Address social isolation

• Engage in pain discussion
• Encourage non-

pharmacologic 
interventions

• Refer to specialist if 
uncontrolled

Chronic 
Pain

Mental 
Health

Chronic 
Conditions

Physical 
Activity

Presenter
Presentation Notes
Facilitator- remember the crosswalk we did at the beginning of the our presentation
Pain 
Pain is the main driver in the scoring of this measure so  a really good place to start is there.
Our own data inform us that people in pain are more likely to use services
Mental Health
Greatly impacts ability to succeed in other areas
Treating depression early can help improve success in other areas like adherence to treatment or exercise plans.  Not to mention improving mood and function
The most effective treatment combines talk therapy and medications
Physical Activity
As we all know exercise is magic…if we could put its qualities in a pill we could improve health a lot
Chronic Conditions
Fully assess, prepare treatment plans that reflect member needs including social determinants of health and member engagement
Chronic condition self-management workshops are a great way to address many educational goals.
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Visit Summary- Example

RX for 
Physical 
Activity

RX for Falls RX for UI RX for 
Depression

Presenter
Presentation Notes
Facilitator
This is an example of what we can add to our patients’ discharge forms.  Depending on what was discussed with the doctor, different RX (prescriptions) for health can be added to the discharge form. 
Group activity – create discharge instructions for Beth

Possible Activity: 
Break into groups.  
Assuming your patient has 1 or more of these issues, what are some examples of discharge instructions your office could provide to your patients
How would you tailor the instructions to your individual patients?
Each group shares their ideas and discussion
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Visit Summary - Example

RX for 
Physical 
Activity

Walk 3x a week

Walk around the 
block once a day 

(say “hi” to 
neighbors)

Stand up during 
commercials

RX for Falls

Use your cane 
inside and your 

walker outside of 
the house

Have family or 
friend do a safety 

check on your 
home

Be aware of 
tripping hazards, 

especially in 
unfamiliar places

RX for UI

Always use the 
restroom before 

leaving the 
house

Locate 
restrooms when 

you arrive at 
your destination

Use restroom 
every 2 hours, 

even if you think 
don’t have to go

RX for 
Depression

Reach out to 
your son once a 

week

Call your PCP to 
talk about 

managing your 
feelings

Go outside once 
a day

Presenter
Presentation Notes
Facilitator
This slide is an example of some ideas that may be shared with the audience with regard to a discharge or visit summary form with things a patient might be able to do after their visit 
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Visit Summary - Example

RX for 
Physical 
Activity

Walk three times 
a week

Walk around the 
block once a day 

(say “hi” to 
neighbors)

Stand up during 
commercials

RX for Falls

Use your cane 
inside and your 

walker outside of 
the house

Have family or 
friend do a safety 

check on your 
home

Be aware of 
tripping hazards, 

especially in 
unfamiliar places

RX for UI

Always use the 
restroom before 

leaving the 
house

Locate 
restrooms when 

you arrive at 
your destination

Use restroom 
every two hours, 
even if you think 
don’t have to go

RX for 
Depression

Reach out to 
your son once a 

week

Call your PCP to 
talk about 

managing your 
feelings

Go outside once 
a day

Presenter
Presentation Notes
Facilitator
This slide is an example of some ideas that may be shared with the audience with regard to a discharge or visit summary form with things a patient might be able to do after their visit 
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Final Notes

Measures are 
interrelated 

Use language 
similar to HOS 
and CAHPS 

survey 
questions

Consider 
culture, 

language, and 
gender identity 

when 
recommending 
treatment and 
interventions

Provide visit 
summaries / 
discharge 

instructions for 
each office visit

Presenter
Presentation Notes
Facilitator Key takeaway 
All of these measures are interrelated and should be discussed with each and every one of your senior patients at least annually.  
Consider the patients’ culture/ethnicity, primary language spoken and understood, and gender identity.
Patients often prefer to speak with someone of a similar gender, language, or ethnicity when discussing sensitive health needs like UI, Mental Health, and chronic condition management.
How do we get our patients to retain the information we give them?  Providing written instructions, and asking our patients to “teach back” the information we provided them will help them retain more information, and lead to better health outcomes.
What we need to think about is the level of patient activation, knowledge, confidence, skills, in how we continue to engage them for a positive relationship with their provider and medical group.  When a patient feels engaged and connected there is an associated higher outcome for that patient and a greater likelihood that they will be satisfied. 
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Questions?
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