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INntroduction

This white paper from Midmark is the first in a series that defines the
outpatient point of care ecosystem and examines how the key components
that comprise it — such as interpersonal communication, patient education,
patient and family conveyance, vitals acquisition, wait times, patient-
caregiver interaction, and even data collection and documentation — have

an impact on the patient experience.

Midmark’s Point of Care Ecosystem Series will explain how new
technology and connectivity promises to help organizations improve
clinical standardization across a network of sites, realize greater
efficiencies to contribute to better outcomes, enhance patient-caregiver
interaction, and design flexible care environments that can adapt

to meet changing demands.
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Today’s Disconnected Ecosystem

As healthcare continues to undergo significant change, healthcare organizations are looking for innovative
solutions, new approaches, proven processes and best practices that mirror their increasing focus on the
patient-caregiver experience. There is growing interest on anything that can enhance the patient and caregiver

experience and improve the quality of ambulatory medical care.

Most healthcare organizations understand the interaction between the patient and caregiver at the point
of care is a foundational element of effective healthcare. However, many organizations fail to fully recognize
how the entire point of care ecosystem, which goes beyond the interaction between patient and caregiver,

has an effect on improving the overall experience, including clinical outcomes.

Traditionally, caregivers viewed a patient visit as everything that happened during the direct patient-caregiver
interaction. While the interaction in the exam room is a focal point, the point of care ecosystem should be
considered as everything that happens within the practice or clinic, as well as a growing number of experiences
that occur outside of the immediate physical environment. For example, each communication point between
a health system and a patient has an impact on quality of care and outcomes. Figure 1 illustrates some of the

processes, actions and factors that comprise this “rethought” point of care ecosystem.

FIGURE 1: Patient caregiver interactions, products and technologies in the exam room are all part of the point of care ecosystem.
This image shows just a few of the elements that comprise this complex system.
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As engaged healthcare organizations work to better understand the point of care ecosystem through the
lens of a complex integrated system, they quickly realize just how disconnected some of these processes and

components truly are.

Today’s disconnected processes are barriers that prevent a well-coordinated patient experience and lead
to inefficiencies, breakdowns and human error. This can have a significant impact on the diagnosis and

treatment of a patient.

Seamless Patient Experience

By creating a fully connected ecosystem where processes, equipment and caregivers are integrated, healthcare
organizations help ensure a seamless patient experience. It will also provide a platform where organizations

can consider and leverage new technologies, incorporating best practices to meet changing demands.
Following are four benefits that can be realized by having a fully connected ecosystem at the point of care.

GREATER VISIBILITY
Today’s medical practices are complex organisms, often featuring many disparate parts and processes.
Most healthcare organizations find it difficult to determine exactly how its practices are performing

and where opportunities exist for improvements or efficiency gains.

However, new technologies and tools are helping bring visibility to existing work processes, giving organiza-
tions the insight they need to make data-driven business decisions that will ultimately enhance patient care.
As organizations gain a greater awareness of the entire ecosystem, they are in a better position to make

additional optimizations.

For instance, real-time locating systems (RTLS), which have been used in hospitals for many years,
are quickly becoming a key component of a connected point of care ecosystem in outpatient facilities.
Forward-thinking healthcare organizations are using the technology in combination with patient flow
software to gain valuable insight into how a practice is performing, including patient wait times,

patient-caregiver interaction times, and the utilization of equipment and rooms.

This data-driven understanding of workflows provides in-the-moment situational awareness of the ecosystem,
allowing healthcare professionals to proactively escalate responses to problem areas and monitor key
performance indicators in real time (see Figure 2). Performance data can also be viewed historically for

trending insights within a practice or to compare processes between multiple practices.
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FIGURE 2: Real-time locating systems (RTLS), when paired with patient flow software, can provide in-the-moment situational
awareness, helping to keep the patient visit on-time and on-track through automated communication.

STANDARDIZED APPROACH

The continuing consolidation of medical practices is occurring at such a pace that many organizations
are finding it difficult to establish network-wide operational and clinical standards. While none of these
organizations will discount the benefits of standardization, many health systems simply tolerate the
variability in outpatient environments, not realizing the costs associated with having little to no key

performance metrics in place.

Standardization can help organizations develop clinical protocols that drive better outcomes. It can

also create efficiencies and cost savings, as well as help eliminate the human variables that often increase
the likelihood of errors and contribute to inaccurate diagnoses. One area where this is most evident is
blood pressure measurement, which continues to be one of the most inconsistently performed tests in

a clinical environment.

In 2005, the American Heart Association (AHA) published new guidelines for in-clinic blood pressure
measurement.' Based on Midmark’s experience, many caregivers are not able to follow these guidelines due
to process inconsistencies. This can result in data inaccuracies that make it challenging to properly diagnose
and manage diseases such as hypertension and diabetes, where it is increasingly important to manage a

patient and population’s blood pressure.

"Pickering T, Hall J, Appel L, Falkner B, Graves J, Hill M, Jones D, Kurtz T, Sheps S, Roccella E. Recommendations for blood pressure
measurement in humans and experimental animals. Journal of Hypertension (2005) 45:142-161.
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A fully connected point of care ecosystem can help facilitate and ensure a level of standardization to minimize
human variables and maximize consistency and data accuracy. Connected diagnostic devices used in conjunction
with a connected exam table that automatically positions the patient to achieve an accurate reading allow
caregivers to measure blood pressure more consistently through established electronic checklists. It can also
directly import patient data into electronic medical records (EMR) and help facilitate the adherence to a

health system’s clinical guidelines for proper technique in achieving a blood pressure reading.

GREATER EFFICIENCY
A fully connected point of care ecosystem would allow caregivers to not only identify opportunities to
realize efficiencies, but to also more easily take advantage of opportunities to accurately measure progress

and success.

For example, one area where efficiency gains can be realized is vital signs acquisition. As the beginning of
most patient-caregiver interactions, the vital signs process hasn’t changed significantly in the last 30 years.
Typical processes still include multiple stations to capture base vital signs (height, weight, pulse, temperature
and blood pressure), with some stations being semi-public spaces. These disconnected processes result in

significant inefficiencies and lost patient and caregiver time.

A Midmark study examined potential workflow efficiencies during the acquisition of vital signs, as well

as the interaction between patients and caregivers, in an effort to identify near-and long-term implications
for efficiency. Care interaction was observed from the time the patient was called from the waiting room,
through vital signs acquisition, to the time the patient was ready to see the physician. The average time was

5 minutes, 7 seconds.

Traditional Vital Signs EMR Safe Patient Handling
(Workflow 1) (Workflow 4)
In Hallway or Triage In Exam Room In Hallway or Triage In Exam Room
HW P T BP HWPTBP
Conveyance 42 Conveyance 20
Time
Savings
V\‘tal 69 Vital Signs
Signs %8
145
Total Time: 187 Seconds Total Time: 118 Seconds
The traditional workflow requires an average of 187 seconds from the time the The EMR safe patient handling workflow, when compared with the traditional
patient is called through vitals acquisition. vital signs, saves 69 seconds by taking the weight, temperature, pulse and blood

pressure on the exam table.

FIGURE 3: By moving vitals acquisition, such as patient height, weight, temperature, pulse and blood pressure, into the exam
room, caregivers can save 69 seconds per patient.

Results of the Midmark study indicated that minor changes in workflow and design, such as collecting vital
signs in the exam room and implementing automated vital signs connected directly to an EMR, could reduce

conveyance and acquisition time by as much as 36 percent per patient (Figure 3).
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ENHANCED PATIENT-CAREGIVER INTERACTION

Patient-caregiver interaction in the exam space is a foundational element in the continuum of care. Tradition-
ally, the face-to-face exam was seen as the only significant interaction between the patient and the primary
care provider. However, growing focus on population health is encouraging healthcare organizations to think
in broader terms. With the advent of the patient-centered medical home, care is often delivered by care teams

that can include providers, nurses, ancillary staff and care coordinators.

When viewed from the lens of a point of care ecosystem, the patient-caregiver interaction becomes every
touch point that the patient has with the healthcare organization, including, but not limited to, face-to-face
time in the exam room. For instance, consider the waiting room. While traditionally not viewed as part of
the patient-caregiver interaction, it could potentially have a negative impact on patient experience — especially

if the patient wait time is perceived to be too long or the room is not seen as being comfortable or inviting.

As workflow software continues to advance, healthcare organizations are gaining a better understanding of
how rooms and equipment are being utilized and the amount of time patients and staff spend with specific
processes. New technologies, such as RTLS, can tell healthcare organizations how much time a patient spent
in the waiting room before being called to an examination. It can also provide visibility into the patient
experience when they leave the waiting room and are taken to the exam room. Armed with this type of
information, healthcare organizations can make decisions based on historical data to shorten wait times, or
even eliminate the waiting room altogether. With RTLS, the status of exam rooms is always known, and
patients can be immediately directed to an available room. This self-rooming workflow eliminates one of the

most frustrating aspects of the patient experience while also freeing staff to focus on value-added activities.

The situational awareness brought about by RTLS enables the staff to collectively deliver a true patient-
centered experience at every encounter. Care teams can align their efforts to ensure that the appropriate
staff persons are serving the needs of the patient at every turn. With RTLS, team members, including

care coordinators, can align their efforts in real time.
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Conclusion

As health systems continue to focus on outpatient locations, a deeper
understanding of the point of care ecosystem is needed. Using new
technology and data, clinical standardization across a network of sites
will result in more efficient, effective and positive patient experiences.
This will enable healthcare organizations to focus on the quality of care

and outcomes, rather than simply the quantity of patients seen.

Additional white papers in Midmark’s Point of Care Ecosystem Series
will focus more closely on specific benefits and key areas of the ecosystem,
as well as specific technology that is helping to make the connected point

of care ecosystem a reality.
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