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PATIENT AND FAMILY CENTERED CARE
Patient and Family Centered Care is a partnership between patients, their families, doctors, nurses and the entire team of St. Bernards employees, students, and volunteers who care for and interact with them.  
These relationships are based on dignity and respect, communication, participation, and collaboration. 

CORE CONCEPTS
DIGNITY AND RESPECT
We listen to patients and families and honor their choices.
INFORMATION SHARING
We communicate openly and honestly and share information in ways that are useful and empowering.
PARTICIPATION
We create opportunities for patients and families to participate in decisions about their care at the level they choose. 
COLLABORATION
We work with patients and families to develop policies, programs, facility design, educational materials, and processes for delivery of care.
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Selecting, Preparing, and Supporting Patient and Family Advisors
Developing partnerships with patients and families is a key component of the St. Bernards Patient and Family Centered Care Program.  Increased patient/family involvement is seen through policy/program development, patient safety, quality improvement, health care redesign, and professional education, facility design planning and research development.  Patients and families serve on advisory councils and on committees, task forces and project teams.  Appropriate selection, preparation, and support of advisors is key. 
Selecting Patient and Family Advisors
A patient and family advisor is an individual or family member who has experienced care at St. Bernards.  In identifying patient and family advisors, we recruit individuals who have demonstrated an interest in partnering with us in their care or the care of their family member, can offer constructive ideas for change and employ a special ability to help staff and physicians better understand the patient/family perspective.  
We will partner with individuals who are able to:
· Share insights and information about their experiences in ways for others to learn
· See beyond their personal experience
· Show concern for more than one issue
· Listen well
· Respect the view of others
· Speak comfortably in a group
· Be honest, work in partnerships with others
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To find people with these qualities and skills, we will:
· Seek advice from our health care staff
· Review feedback from patients/families that have provided constructive feedback
· Include information about patient and family advisors in informational materials on the St. Bernards website and in other promotional materials
· Contact community groups for interests and participation


A smile is the light in your window that tells others that there is a caring, sharing person inside.


.
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PATIENT AND FAMILY ADVISORY COUNCILS
Patient and family-centered care is a partnership between patients, their families, doctors, nurses and the entire team of St. Bernards employees, students and volunteers who care for and interact with them.  These relationships are based on dignity and respect, communication, participation, and collaboration.

ST. BERNARDS PATIENT AND FAMILY ADVISORY MEMBERS
· Work in partnership with St. Bernards leadership and staff.
· Have direct input and influence on the policies, programs, and practices that effect the care and services that individuals and families receive.
· Promote improved relationships and better communication between patients, families, and staff.
· Provide input into policy and program development and facility design.
· Review recommendations referred to the council by staff or administration.
· Actively help implement change.
· Help establish priorities related to patient and family needs.
· Channel information, ideas, needs, and concerns to St. Bernards Leadership.
· Evaluate and offer suggestions regarding education and other materials provided to patients.
· Provide opportunities for leadership and staff to listen to their customers. 
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Why do we need Patient and Family Advisory Councils?
Patients and families have an important role participating in planning and program development for St. Bernards.  Beyond healthcare professionals working with patients and families to enhance and support patient care, there is a broader partnership of involving patients and families in helping us make decisions.  St. Bernards Advisory Council members are a resource to support program priorities and planning. 
What do St. Bernards Patient and Family Advisory Council Members do?
The Councils offer a formal way in which patients and families can contribute to the mission of St. Bernards.  The Councils work with administration and health care teams on patient and family needs and program priorities-from a patient and family perspective.  In addition, Council members also participate in the strategic planning for St. Bernards.
Who is on St. Bernards Patient and Family Advisory Councils?
The Councils typically have anywhere from 10-20 members consisting of patients, families and staff at St. Bernards.  Membership is open to any St. Bernards patient or their family member.  Members will serve either a one or two-year term.  
What’s the time commitment for St. Bernards Patient and Family Advisory Council?
St. Bernards Advisory Council members make a commitment to serve for a one or two-year term.  If they wish to renew their commitment for another term, they may do so by requesting a renewal and discussing this with Council Leadership.  The Councils meet monthly for approximately 2 hours.  There may be occasion to complete work between Council meetings.  Council members may be asked to represent St. Bernards at meetings and/or conferences.  
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What skills does a Council member need?
Council members should be confident, reflective, and insightful.  They should be able to communicate their own experiences and hear those of others.  They should be committed to enhancing the healthcare experience at St. Bernards. 
What kind of training and support will St. Bernards Advisory Council members get?
Council member orientation includes training about the St. Bernards mission and vision, program priorities, council development and operation and strategies for the future.  Peer/staff support and coaching/mentoring are also provided for members new to committee operations. 
The Benefits of Patient and Family Advisory Councils
· Provides an effective way to receive and respond to patient/family input
· Results in more efficient planning to ensure that services really meet patient/family needs and priorities
· Leads to increased understanding and cooperation between patients and families and staff
· Promotes respectful, effective partnerships between patients and families and professionals
· Brings fresh perspectives, creative solutions, limitless creativity
· Offers a forum for developing creative, cost-effective solutions to problems and challenges at St. Bernards
· Supplies a link between St. Bernards and our patients/families and the surrounding community
· Provides increased emotional support and access to information for patients and families. 
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Patient and Family Advisor Position Description
Position Summary
Patient and Family Advisors work voluntarily with St. Bernards to improve the care experience by helping us understand the patient and family point of view.  Advisors serve as a resource on committees, projects, and Advisory Councils.  Advisors foster better communication between staff, patients and families and provide input in the development, implementation and evaluation or programs, policies, and services.
Responsibilities
· Demonstrates a commitment to the St. Bernards Patient/family Advisory Council.
· Reaches out broadly and listens to patients/families/staff and community members.
· Shares opinions in forums and research studies about experience as a patient/family advisor.
· Commits to improving the care experience for all patients and family members.
· Respects the group process and is willing to listen to different views.
· Shares personal experiences and viewpoints in order to aid staff in the development and evaluation of programs, services, and policies.
· Remains compassionate, objective and constructive when sharing thoughts and opinions, understanding that each person’s experience is different.
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Orientation
Advisors will be required to participate and attend an orientation session prior to service.

Time Commitment
The time commitment required is dependent on the specific project.  Advisor opportunities include projects that range from attending only one meeting to ongoing Advisory Council membership which requires a one or two year commitment. 

Skills/Abilities
· Ability to communicate well in a group setting
· Ability to share insights and information in constructive ways
· Shows concern for more than one issue or agenda
· Ability to work in partnership with others and collaborate on solutions
· Have passion for enhancing the health care experience
· Ability to think beyond own experience
Our mission is to provide Christ-like healing to the community through education, treatment and health services.
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PFCC SPONSORS AND STAFF LIAISONS
Sponsors and staff liaisons are individuals whose role is to enable council members to have influence on and input into patient care policies, programs, and practices.  They provide a link between the council and organizational leadership.  The sponsors and the liaisons should be familiar with the organizational culture, know how decisions are made in the organization, and be alert for strategic opportunities to introduce family-centered concepts or to integrate them in new and ongoing initiatives.  
Key attitudes and qualities for sponsors and staff liaisons to a patient and family advisory council include patience, perseverance, flexibility, listening skills, openness to new ideas, a willingness to learn and to teach, the ability to work positively and proactively, the ability to see strengths in all people and situations and to build on these strengths, and a sense of humor. 

Sponsors and staff liaisons’ responsibilities are to:
· Help provide guidance for determining council structure, size, meeting frequency, operating procedures, and bylaws.
· Help define the role of a council, its place in the organization, and the reporting relationships.
· Help determine the St. Bernards leadership’s expectations for council activities and reports and share those expectations with the council.
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[bookmark: _GoBack]Help develop strategies for recruiting patient and family members:
· Identify patients, families, staff, and community organizations that can recommend potential members.
· Seek patients and families who reflect the diversity of those served by St. Bernards-in terms of race, ethnicity, religion, educational background, age, economic status, and family structure.
· Seek patients and families who represent a variety of clinical experiences, such as type of illness, facilities and programs used.  
· Participate in the process to select council members, helping staff, patients and families discuss applicants and what they bring to the council.
Help ensure that new council members are oriented to their roles and given appropriate support.
Support staff representatives on the council in developing an understanding of the value of patients and families serving as advisors.
Encourage patients and families to actively own the council:
· Ensure patient/family chair or co-chair lead meetings and establish meeting agendas.
· Have council members take responsibility for minutes with support from hospital staff.
· Support council members in recruiting new members-they should identify appropriate potential members, involve them in a variety of activities, and develop their skills and interest in council membership.
· Assist staff in understanding the importance of patient and family member “ownership” of the council.
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