Reviewing patient contact points for shared decision-making: A reflective tool for cardiology teams.
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[bookmark: _Toc239691564]Purpose of this resource
· To help cardiology teams review when, where, and how patients receive information and decision support in their care pathway. 
· To identify opportunities to provide information and decision support at the points where patients are most likely to need it.  







*This resource does not guide clinical decisions or patient management. Content is based on the principles of Process Mapping, an approach commonly used in quality improvement initiatives in healthcare1.

[bookmark: _Toc239691565]4 steps to reviewing patient contact points
Step 1: Define the scope
Identify the patient population and care pathway to review.
Consult with key members of the multidisciplinary team involved directly, and indirectly, in the patient pathway.

schedulers and secretaries
Where possible, involve patients, carers, or patient representatives in the review. Their experiences may identify important contacts, information needs, and decision-support opportunities not visible to staff.












Step 2: Map the patient pathway
‘Walk’ through the patient journey to identify each point of contact with your service. Include both clinical and non-clinical contacts such as written and digital correspondence (e.g. text message, results letters, telephone calls). Record each contact point in the table provided in the template below.










Step 3: Reflect on each contact
For each patient contact, identify the purpose of the contact, and what information or decision support is provided, by who, and in what format.
Identify which patient contacts are decision-support opportunities. A decision-support opportunity is any is any point in the care pathway where a patient can be supported to understand their treatment options, consider what matters to them, and join in with decision-making about their care.










Step 4: Review the pathway
Review the completed pathway and identify what is working well, where gaps may exist, and opportunities to strengthen information provision or decision support. Use the prompts in the template provided below for support.
Identify changes that could be made to improve patients’ ability to prepare for, consider, and join in decision-making about their care.
Confirm what change will be made and how it will be evaluated.











[bookmark: _Toc239691566]Template worksheet to support reflection
1. Which patient pathway is under review? Add details about the start and end points under consideration.

…
2. Who needs to be involved? Do you have the resources/ capacity to involve patients?

…









3. Modify the table below to map and review each patient contact with the department across the care pathway.
For each contact, consider the following questions:
· What is the aim/purpose of the contact?
· What information is given to the patient? (e.g. written leaflet, signpost to website, paper decision aid, verbal discussion; Information about diagnosis)
· What is the format and timing of the information or decision support? (e.g. written, verbal; before, during, after consultation) 
· Who is the contact with or from?
· Is this a decision support opportunity? (i.e. Is this a contact where a patient is or could be supported to understand their options, consider what matters to them, and participate in decisions about their care?)
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Instructions for completing the table: Modify the table below to record the patient contact points within your care pathway.
	Patient 
Contact
	Rapid Access Chest Pain Clinic
	Imaging tests- CT coronary angiography
	Telephone call with cardiologist
	Letter with imaging results
	Text/patient portal message with appointment details
	Pre-assessment appointment

	
	
	
	
	
	
	

	Purpose of contact
	Assessment of patient symptoms to determine cardiac or non-cardiac cause and further tests and treatment
	
	
	
	
	

	Information or decision support currently provided
	Likely cause of symptoms. Plan for the further management of condition.
	
	
	
	
	

	Format and timing of information or decision support and name of role responsible.
	Verbal during in-person appointment with cardiac specialist nurse.
	
	
	
	
	

	Decision support opportunity
	☐ Yes
☒ Possibly
☐ No
	☐ Yes
☐ Possibly
☐ No
	☐ Yes
☐ Possibly
☐ No
	☐ Yes
☐ Possibly
☐ No
	☐ Yes
☐ Possibly
☐ No
	☐ Yes
☐ Possibly
☐ No


Example contact points shown in the first row are illustrative only and should be adapted to reflect your local pathway. An example of how to complete a column has also been provided. 

4. Use the prompts below for each patient contact point to identify what is working well and what could be improved
· What decision, if any, is the patient preparing for at this point?
· Is information or decision support provided early enough to allow the patient to prepare for discussions and decisions?
· Does the patient have sufficient time to reflect on options and discuss them with family, carers, or others if they wish?
· Is the format appropriate, accessible, easy to understand? Could another format work better?
· Can the information be revisited outside of a consultation? Can it be shared with family, friends, others involved in supporting the patient?
· Is there an opportunity within this contact point to explore what matters to the patient and their treatment expectations and preferences?
· Are there any important gaps between contact points where decision support could be provided?
· Are any decisions being made before patients have received all the information they need?

 















 
5. Identify contact points where a change could make the greatest difference to the information or decision support available to patients.





Contact point: ___________________________________
What works well?
_________________________________________________________________________________________
What could be improved?
_________________________________________________________________________________________
What change could we explore?
_________________________________________________________________________________________
How will the change be evaluated to determine success? Consider using patient surveys, staff feedback, uptake of new decision support resources.
_________________________________________________________________________________________



