6

~
~
B
w
~
~
~
o
N
S
)
()

0T

i

[=]
> a]

B

LEADERSHIP « CROSS-COLLABORATION « WINNING PRACTICES

@¢ HealthManagement.org

The Journal

oIlver
Tsunami

PERSPECTIVE, E. HUCHET

ABDELLATIF & S. SEDEJ

TURNING THE SILVER TSUNAMI INTO A SILVER LINING, A. LOURENCO
MANAGING THE WHOLE HEALTH OF THE AGEING POPULATION, C. BUCKLEY
OPPORTUNITIES AND RISKS OF DIGITAL HEALTH: OLDER PEOPLE’S

» AGEISM IN HEALTHCARE: WHY IT HAS TO STOP, L. AYALON
o SECRETS OF LONGEVITY - THE IKARIA STUDY, P. PIETRI
o FRAILSAFE SYSTEM: AN INNOVATIVE APPROACH ON FRAILTY, S. MOZA ET AL.

SINGAPORE: TRANSFORM-
ATIVE SHIFTS IN HEALTHCARE
MANAGEMENT, E. F. SOH

EUSOBI 2019, G. FORRAI

VENDOR-DRIVEN STANDARDS FOR
INTEROPERABILITY, D. HANCOCK

BREXIT: WREAKING HAVOC IN
HEALTHCARE?, M. DAYAN ET AL.

LEADING CHANGE AS A PHYSICIAN,
X. CORBELLA & E. O' SULLIVAN

INNOVATION AND INSPIRATION
FOR HEALTHCARE - HOW TO
CHANGE FERTILITY CARE WITH
VALUE-BASED HEALTHCARE, M.
CURFS

INNOVATIVE HEALTHCARE STRA-
TEGIES, P. FACON

GAME-CHANGING MEETING OF
MINDS: RADIOLOGY AND IMAGING
INFORMATICS, E. RANSCHAERT

IMAGE INFORMATION DELIVERY
IN THE Al ERA: TWO LIKELY
SCENARIQS, S. R. BAKER.

ANTI-AGEING THERAPIES: FROM BASIC SCIENCE TO HUMAN APPLICATION, M.

THE SEX AND GENDER INFLUENCE
ON HYPERTENSION, S. SHAH
PARESH ET AL.

HOW THE BRAIN WORKS: LOOKING
INSIDE TO TARGET TREATMENTS,
S. MULDOON

NEW MANAGEMENT PATHWAYS IN
CARDIOVASCULAR RISK FACTORS,
R. VIDAL PEREZ

TACKLING THE FIVE ESSENTIAL
LEVERS OF THEATRE EFFICIENCY,
D. THORPE




©OFor personal and private use only. Reproduction must be permitted by the copyright holder. Email to copyright@mindbyte.eu.

/" POINT OF VIEW

Zisis Sotiriou
SVP Operational Excellence
Affidea Group

Improving Patient Experience
in the Era Of Digitisation

An overview of Affidea’s journey embedding digital tools
across its network to orchestrate patient care and improve

patient experience.

ago that through digitisation, airports could

become more efficient and safer. Airports intro-
duced the air traffic control technology which
allowed them to swiftly transition from schedul-
ing few hundreds of flights a day to managing
millions of passengers every day. Thus, digitisa-
tion and automation have made them more effi-
cient and safer for their customers.

Healthcare is now transforming to a more
data-driven industry, where data can be used
to continuously improve our daily operations,
enhancing patient safety and delivering faster,
better and more efficient care every step of the
patient’s pathway.

The possibilities for digitising healthcare are
endless - from access to throughput to quality
care across the patient pathway.

At Affidea, we see 7 million patients every year,
and every one of them is equally important to us.
We understand their expectations about acces-
sible, high-quality medical care and that’s why,
we want to make sure they have the best possi-
ble care, delivered quickly, effectively and safely.

With the use of digital tools, we are monitor-
ing the patient pathway from the first contact
inside our centres. We have introduced KPI dash-
boards which are meant to offer our teams better
insight around our operations, resulting in con-
stant actions of quality improvement and overall
improved patient experience.

| t was the airline industry which proved 60 years

Patient Experience Starts From the
First Contact

We understand that the first contact with our
centres is often the most important. We are
establishing national call-centres across our
network to ensure there is always an Affidea car-
egiver to answer any patient questions and help
them with information when they need it most.
We have managed to reduce lost calls from
40% to less than 5% in the countries where we
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operate national call-centres. This directly trans-
lates into increased access for our patients and
higher patient satisfaction.

We have also started to digitise our patient
consent forms which ensure the protection of
our patient data and the strictest compliance to
privacy regulations, while allowing our patients
to manage their consent anytime, anywhere, in
a secure, GDPR compliant way. This gives them
convenience, and less time spent with paperwork
in the centre, and allows them to go home faster.

Diagnostic Imaging Services With
the Patient in the Centre of Every-
thing We Do

Together with our clinical teams across the coun-
tries, we ensure that the examination is deliv-
ered at the highest quality in the shortest possi-
ble time. We connected our MRI scanners through
a cross-border digital platform giving access
to unified protocols and allowing us to monitor
image quality as well as scan time and idle time.
Continuously improving the way we do things, we
kicked off a project in 24 clinics, providing better
access for patients to MRI examinations, increas-
ing by 14% the number of exams performed every
month.

Reducing unnecessary procedures from the
patient pathway, and eliminating waiting time is
our focus when improving the patient experience.
Data is analysed at different stages of the patient
pathway inside our centres. However, the typical
patient won't even realise that these digital tools
even exist, but they will experience less waiting
time and faster and better care.

The potential to make a positive impact on
patient and doctor experience is truly tremen-
dous. This is the beginning of Affidea’s journey
embedding digital tools across our network as
a new way of orchestrating patient care and
improving patient experience because we believe
that nothing is more important than health. m



