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Patient and Family Centered Care  

— Institute for Healthcare Improvement 

“ Patients and their families are the single most 
underutilized resource in the healthcare 
environment.”  

Kerry Litman MD, CPPS 
San Bernardino Service Area Physician Director for Quality, Risk and Regulatory Affairs 
KPSC Regional Physician Lead, Patient and Family Centered Care 
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Patient Involvement Improves Outcomes 

•  ↑  Patient Satisfaction  
•  ↑  Financial Performance : reduced Length of Stay,       

increased market share, improved bed capacity 
•  ↑  Regulatory Performance: required by The Joint 

Commission and other regulators 
•  ↓  Malpractice Claims 
•  ↑  Staff Satisfaction – reduced turnover, increased 

physician and nurse satisfaction 
 
Agency for Healthcare Research and Quality,  
Guide	
  to	
  Patient	
  and	
  Family	
  Engagement,	
  	
  
Information	
  to	
  Help	
  Hospitals	
  Get	
  Started,	
  	
  
June	
  2013 
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KP SCAL Regional Patient Advisory Council 

RPAC has been advising KP Southern California leaders since 2014, sharing 
informed patient perspectives on a wide variety of topics, including… 
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A Major Request from Our Patient Advisors 

!! “Now, after reading the chart notes, I feel 
like my Doctor cares about me!” 

!! “I noticed the chart said I did NOT have a 
POLST [advance directive] form on file, 
when I had brought it in!”  

!! “ My doctor wrote that the spot was on my 
right eye, but it was actually on my left eye!” 

KP Patient reactions to OpenNotes: 

Our Patient Advisors requested KP SoCal leaders bring 
OpenNotes to the entire region: Leadership is listening! 

© 
 



Kaiser Permanente: 8 Regions 

Northern California: 4,134,194 
Southern California: 4,390,653 
Colorado: 671,500 
Georgia: 306,806 
Hawaii: 250,221 
Mid-Atlantic States 
(Va., Md., D.C.): 702,516 

Northwest (Ore./
Wash.): 575,688 

Washington: 677,050 
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Founded in 1945, Kaiser Permanente is one of the nation’s largest not-for-profit 
health plans, serving 11.8 million members. It comprises: 

• Kaiser Foundation Hospitals 
• Kaiser Foundation Health Plan, Inc. 
• The Permanente Medical Groups 

At Kaiser Permanente, physicians are responsible for medical decisions.  



OpenNotes in Kaiser Permanente                   
San Bernardino County:  

A Tool to Engage Our Members 

 



The World Is Changing… 

7 |     © 2011 Kaiser Foundation Health Plan, Inc. For internal use only. October 17, 2017 

Is Kaiser Permanente Changing? 

Give me choice & 
Control! 

Keep it simple & 
Personalized! 

Provide me what I 
don’t know I want! 

Empower & Engage 
Me Respectfully! 



: a Simple Idea* 

!! An initiative that invites patients to review their visit 
progress notes. 

!! Patients have the right to read the notes their doctor or 
clinician writes.  

!! Evidence suggests that opening up visit notes to patients 
can make care more efficient, improve communication and 
help patients become more involved with their health. 

*from myopennotes.org 

8 September 
10, 2015 
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Concerns: (AKA “This is a bad idea!”)  
 

!!Increase workload: 
–!Documentation of note 
–!More time during and after visit 
–!Requests to change notes 
–!Queries or messaging 

!!Increase in anxiety/ confusion by patients 
!!Worry of offending patients 
!!‘Just one more thing!’; low value  

Concerns: (AKA “This is a bad idea!”)
Progress Notes Online 



KP	
  Northwest	
  OpenNotes	
  Experience	
  	
  

•  1100	
  physicians	
  
•  Only	
  10%	
  of	
  physicians	
  regularly	
  opt	
  out	
  their	
  
notes.	
  

•  Ini>ally	
  excluded	
  Behavioral	
  Health,	
  Addic>on,	
  
Occupa>onal	
  Med,	
  Pain	
  and	
  Adolescents	
  (12-­‐17)	
  

•  Every	
  chief	
  validated:	
  No	
  complaints	
  from	
  
OpenNotes	
  

•  No	
  appreciable	
  increase	
  in	
  workload	
  
	
  



"  70-72% of patients reported taking better care of themselves 

"  77-85% reported better understanding of their health/medical conditions  

"  76-84% reported remembering the plan for their care better 

"  69-80% felt better prepared for visits 

"  60-78% of patients taking medications reported “doing better with taking 

my medications as prescribed.”   

Patients Reported Improved Self-Care  

 
 
 

— OpenNotes research published in Annals of Internal Medicine 
  Ann Intern Med. 2012;157(7):461-470 

 
 

11 September 
10, 2015 
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Majority Of Patients Found Notes Accurate and Easy to Understand 
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Respondents Derive Value from Reading the Notes 
KP North West Data 2014 
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"I am more likely to take my medications." 

"My overall opinion of my doctor has 

"I think my relationship with my doctor will 

"I feel more in control of my health care." 

"I know what to do to take better care of 

"I understand my health conditions better." 

As a Result of Reading the Notes: 

Strongly disagree Somewhat disagree Neutral Somewhat agree Strongly agree 

September 
10, 2015 

|     © 2015 Kaiser Foundation Health Plan, Inc. . 13 

KP Northwest Data 2014 



KPNW Provider Observations Summary 
!  Fears Associated With Open Notes Did Not Materialize 

–  Despite trepidation “It was no big deal”. 
–  Docs occasionally rephrase a note but overall no big changes  
–  Minimal contact from patients about their notes 

!  It’s the Right Thing To Do 
–  KP implementation adds to overwhelming and growing body 

of evidence about the many positive benefits of sharing notes 
–  Sharing notes is a competitive edge for KP-we should be early 

adopters 

!  The Progress Note is Special  
–  Note gives insights not found on kp.org portal; makes medical 

record more transparent 
!  Valuable Extra Set of Eyes 

–  Patients sometimes point out errors --might change treatment 
–  Makes chart more accurate 
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“Ultimately it's all about 
the patient. [These 
notes] are keeping the 
patient healthier, helps 
them manage chronic 
conditions.” 

“There's a lot going on 
in an exam room…  
Anything we can do to 
reinforce the message 
is important. That 
should be the reason 
for doing this.” 

“Honestly, I couldn’t 
believe how few 
problems we had when 
we started OpenNotes.” 

September 
10, 2015 
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Insights from KPNW for Spread to Other Regions  

!  Providers Maintain Control 
—   Use good, common medical terminology 
—   Having option to hide notes maintains ability to 

control process 

!  Tools to Make Note Sharing Easier 
—  Set up Autocorrect for key acronyms, 

abbreviations, jargon 
—  Look at your note to see if confusing or easily 

misunderstood words (no ‘Funny Looking Kid’) 
—  Also consider making “Dot phrases” and  

SmartLinks jargonless  
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“A very, very small 
number of times 
have I hidden a note 
considering how 
many notes I write.” 

“For us, in general, 
I think it's been a 
non event” 

“Don’t change way 
you write the 
language; it should 
always be clear in 
medical 
terminology.” 

September 
10, 2015 
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Progress Notes Online FAQs 
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Progress Notes Online Can Be Hidden 



Online Information BEFORE OpenNotes 
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Online Information AFTER OpenNotes (part 1) 
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Online Information AFTER OpenNotes (part 2) 
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Online Information AFTER OpenNotes (part 3) 
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OpenNotes is Like A Medicine 
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!! It aims to make people better, has some minor side effects, 
and often causes unnecessary anxiety 

!! Doctors and patients use it to improve care 
!! It is quickly becoming the standard of care (with allowance 

for some exceptions at the physician’s discretion) 

 Progress Notes Online started in San 
Bernardino County Family Medicine June 2017  

It will be in entire SBC Medical Center:      
Winter 2017 
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