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Understanding Family Centered Care - The Patient and Beyond
A Phonak Audiology Initiative
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Learning Outcomes \u"w

* Participants will be able to explain the benefits of adopting a Family Centered Care
approach in their practice.

* Participants will be able to demonstrate how to adopt a Family Centered Care best-
practices in their office culture, staff knowledge and training.

* Participants will be able to explain how to evaluate conversations with patients and
family members according to Family Centered Care best practices.
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Family Centered Expert Circle est. 2016
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Family Centered Expert Circle

* Louise Hickson
+ Kris English

+ Joe Montano

* Gurjit Singh

+ Sigrid Scherpiet
* Ora Buerki
* Ulrike Lemke

* Barbra Timmer
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 Gabrielle Saunders
+ Jill Preminger

« Stef Launer

* Nerina Scarinci

» Mary Beth Jennings « Christopher Lind

+ Patricia McCarthy
+ Christine Jones

* Bettina Turnbull

» Jana Besser
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What is Family Centered Care?
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Evolution of FCC

Family as the
unit of
attention

Family
outcomes

Family choice

Family Centered
Care

Individualized
family
services

Family
strengths

Family-
professional
relationship
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Starting with a definition

any individual who plays
a significant role
in an individual’s life
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Two or more persons
who are related in any way, be it
through a continuing biological,
legal or emotional relationship

PHONAK

lifeison

Presented in partnership with

conTinuEy)




7/2/2018

g

THE UNIVERSITY
OF QUEENSLAND
AUSTRALIA

Is there sufficient evidence to support FCC?

“Yes, and while most of it is currently coming out of audiology, there is
a great amount of research in other areas of healthcare reporting the
positive benefits and importance of including families. Benefits
revolve around the fact that:

* Patients likely to be more satisfied with any treatment they
receive, more likely to be more compliant with the treatment
recommended to them, and more likely to have ongoing
improvements in quality of life

Recent work in FCC has shown you can improve the uptake and

outcomes of hearing rehab if you have positive support from family

and reduce the negative consequences of hearing loss for the family
member if you engage them in the process of hearing healthcare “

-Louise Hickson, PhD
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What is current research telling us about the concept of FCC?

Family support is a key reason why adults seek
help for hearing impairment

Positive family support is associated with improved
outcomes

1 Family experience third party disability because of
the hearing loss as well as the patient and will
benefit from audiologic care as well

J
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Benefits of FCC T?"u"w
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The impact of hearing loss on the family T}UJW
QIS
Psychosocial Stress Communication challenges
Embarrassment . Changes in relationships
-
Quality of life v Emotional reactions

Avoidance of social activities Changes in roles & responsibilities
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How much impact does hearing loss really have on family?

-Nerina Scarinci, PhD
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“It’s been acknowledge for a long time that family members
experience the effects of hearing loss on their own life as a result of
their SO hearing loss.

Recent studies we’ve conducted in Germany and Australia with
spouses of older adults with typical mild to moderate hearing loss
suggest that impacts of hearing loss on family is only mild — however
family members have consistently reported that they experience
effects across numerous aspects of their life.

We found that following participation in family centered rehabilitation
program, the family members reported that this impact of hearing
loss on their life had lessened.

PHONAK
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Third party disability

Impairments, activity
limitations, and
participation
restrictions
experienced by the
family due to the
health condition of
their significant
other”
—-World Health
Organization
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FCC in real life: The current status in clinical practice g@'
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* Audiologists report attendance rates of family members to appointments to
be relatively low, ranging from 10% to 50% with the majority of
audiologists speculating attendance to be lower than 30%

* Observational studies indicate that attendance by family is even less than
30% at initial assessment appointments

PHONAK
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FCC in real life: The current status in clinical practice
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Family members did not know they could attend
appointments

Family members only observed and were not included in
the conversation

Family members self selected to speak, self initiated
additional information and questions

Audiologist typically shifted the conversation back to the
patient
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Impact of involving the family member r@
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A retrospective study completed in the UK explored the )
impact of whether or not hearing aid adoption is associated HA Adoption Rate
with significant other (SO) attendance at audiology 0.70
appointmentS 0.60 /‘
0.50
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PHONAK
17 Phonak Family Centered Care |11k ison
Impact of involving the family member rg@
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Singh, G. & Launer, S. (2016) Social context and hearing aid adoption
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Impact of involving the family member

Mean # of Hearing Aids Purchased Return Rate
140 0.70
1.20 0.60
/23
1.00 0.50
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Singh, G. & Launer, S. (2016) Social context and hearing aid adoption PH‘)N AK
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What is the impact of involving the family member?

“Hearing aid adoption is significantly higher when family members
attend and participate in audiology appointments.

The effect is not small and upwards of 15% greater adoption of
hearing aids when family attends versus by themselves. Also,
ey return rates are slightly lower than when family members attend

% audiology appointments.

3 Family members are helping people to overcome that final hurdle
as they decide to move on with amplification as a component of
their hearing rehabilitation.”

-Gurjit Singh, PhD
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Involving the family member in hearing rehabilitation \g
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* Family can
—Encourage seeking help
—Advocate for the adoption of hearing aids

* Family can

—Act as cheerleaders and provide motivation
during rehab

* Family can

—Reduce hearing aid difficulties for the
person with hearing impairment

PHONAK
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Family involvement: What do audiologists think? \U/
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IMPROVED OUTCOMES
“to get the best possible
outcomes, arguably it's
best if family members
are also involved”
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Bridging the research - practice gap

* Lapses in
communication

» Service delivery issues,
lack of public
awareness

* Lack of scalable
implementation

* Interventions too
narrowly focused,
complex or difficult

PHONAK
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Why should audiologists care about FCC?

TE—

“It's a matter of trust. Research has shown that the more trust
patients have in their healthcare providers, the more likely they will
follow our recommendations.

When we, from the beginning, let patients know that a family
member is welcomed and valued, the patient hopefully gets a
positive impression that we are open, transparent, and interested
in their lives — all trustworthy characteristics.

If the patient and family member both trust the audiologist, we are
more likely to count on a team approach to rehabilitation but only if
the family member has been included from the beginning.

Bottom line: FCC gives us the opportunity to create patient trust,
which is strongly correlated to patient success.”

-Kris English, PhD
PHONAK
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Implementation — First steps

PHONAK

25 Phonak Family Centered Care lifeison

Implementing FCC \g
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Get a family member (or important conversation partner) in the
room

Set up the room

Start the conversation differently

Measure outcomes for patient and family

QOO

PHONAK
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The real “first step” \u/
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Step 1

Get a family member or
important communication
partner in the room
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Step 1: Get a family member in the room Tgw
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Step 1: Reflection \u/
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Get a family member (or important conversation partner) in the
room

Set up the room

. PHONAK
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Step 2
Setting up the room

Set up the room \u/
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Step 2: Reflection

Get a family member (or important conversation partner) in the
room

Set up the room

Start the conversation differently

PHONAK
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Step 3: Starting the conversation \g
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* The aim is to set up from the start of the appointment a
collaborative approach, promoting shared power and
developing a team mindset.

* The clinician lets the patient and family know that both will be
included and listened too with the understanding of a goal to
attain an integrated understanding of the patient's needs and
the family's needs.

— PHONAK
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Step 3: Starting the conversation \g
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» Third party
disability
Shared goals

« Set boundaries

» Asked for permission
* OK with “dead air”
* Waited & listened

Inclusive physical setup

— PHONAK
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Step 3: Practical Application \.u/
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* When starting the conversation:

» "We are going to do a lot today. For the
next 10 minutes, | want to find out about
your hearing and then | want to find out
about this from your perspective.”

» "Tell me about your hearing and why
you've come here today?”

* "How do you see things (family member)?"

" N— PHYNAK
37 Phonak Family Centered Care lifeison
Step 3: Reflection \u/
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Get a family member (or important conversation partner) in the
room

@ Set up the room "
( : ) Start the conversation differently

Measure outcomes for patient and family
- PHONAK
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Step 4
Measure outcomes

Step 4: Measure outcomes ré@
* Measure outcomes of the treatment plan
agreed upon by the patient and the family : @
o 0N
member @WERS ! FlND|
* Has the treatment and rehabilitation \(_ah_— RESULTS

process effected the goals? : , .
< SOLUTIONS  OUTCOMES)
* FOCAS

* I0I-HA & IOI-HA-SO
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FOCAS - Family Oriented Communication Assessment and Solutions
A vl

* Family Oriented Communication
Assessment and Solutions

T merag st o canin e
- O

» Developed to address efficiency and - R B e e
efficacy of family involvement

» Goal oriented, benefit measurements e

[ e p— Fam 'y gt o0 4m Cravt s wopmaean oot = poct

» Goals are rated on the importance they
play in the patient & SO life

* Helps patients express themselves i —
* Helps patients gain self-awareness . ' '
about the impact on QOL

PHONAK
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IOI-HA @
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International Outcome Inventory - Hearing Aids

* 7 item questionnaire
(101-HA)

* Applicable in evaluating the
effectiveness of hearing aid
treatment

» Simple, easy to use
* Available in many languages

* Includes question about the
effect of hearing aids on the
SO

PHONAK
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IOI-HA-SO

* Designed to be answered by
the family member (SO)

* 7 item questionnaire

* Applicable in evaluating the
effectiveness of hearing aid
treatment

* Simple, easy to use
* Available in many languages

g

THE UNIVERSITY
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International Outcome Inventory - Hearing Aids -
Significant Other (101-HA-SO)

1. Think about how much your partner used thelr present hearing aid(s) over the past two woeks. On an average day

how many hours Gid your partner use the hearing aidls)?

none ess than 1 w4 408 more than 8
Our 3 0¥y hours a cay ho aCw Ours 3 Oy
_— =] — -
|- o - |-

2 Thirk 250yt the Situation where you MOSt wanted your partner o hear better, before getting th
3 Over the past two weeks, how much has [have) the hearing sidls] helped in th
heiped Peioed heiped hepes heiped
not at s wightly moceratey Quite 3 ot very much
(=) o a Q o

3. Think 3g3in 3bout the SRLSTION Where yOu MOSt wanted yOuT pIrtner 10 hear better, When your partner use their present

nearing aid(s). how much difficuity does he or she STILL have in that situation?

"y Tamody presin ameaty aicuny
(=) o (m | (=] (=
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Step 4: Practical application \u/
s ®Jane

Better outcome

Jane & Peter

- Jane recently received hearing
aids

“w -

Rating
~

I i . :
0

Q1. Use Q2 Bemefit Q). Actvity QL Qs Q6. Impact Q7. Qualty
lmitation  Satistaction Pasicipation on others of life
reariton

I0I-HA & I0I-HA-SO scores
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Step 4: Practical application Sl
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Robert & John ‘
 Father & son
) ) Q2. Benefit Q3. Acumy ot Q5. Q6.Impact Q7.Quality
» Robert recently received hearing Satisfaction Participation onothers  of life
aids Reeon
IOI-HA & I0I-HA-SO scores
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Step 4: Incongruent Outcomes Tgw
OF QUEENSLAND
When a family member is included, the
complexity of the conversation inherently E——

increases and can often catch us off guard.

» What if patient and family perspective contradict
each other?

» Will we lose control of the appointment?
» Will the patient feel defensive?

This is called having "difficult conversations”
and managing "incongruent outcomes".

PHONAK
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Moving forward: Implementing FCC
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Implementing FCC

Get a family member (or important conversation partner) in the
room

Set up the room

Start the conversation differently

Measure outcomes for patient and family

QOO
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Tools to support you
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10 Recommendations to Implement
Family-Centered Care
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May 201 7 + Family-centered Audiology Care: Emotion and Reason in Hearing

HearingReview ..

AUSTEALIA

=3
Mythbusters Myth No. 1: 1 Would Like to Do More
. Counseling But Time Just Won't Allow for It

=3
Mythbusters Myth #2: 1 Will Be Expected to Be a
4 Marriage Counselor
- - Peblished oo December 15, 2017

| I I Mythbusters’ Myth £3: “Many Patients Do Not Want

Their Family in the Room”

= Poblished oo Jasoary 30, 2018

COUNSELING, FEMAR TATIONT CASS

41 ‘ Mythbusters’ Myth #4: I Have to Discuss the
d Audiogram
f Published on April 24, 2088

2%

Mythbusters' Myth #5: “Including Family Members in

the Appointment Takes Up Too Much Valuable Time"
Peblished oo May 30, 2008
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Involving the family in Do we practice what we Training for success: the
the better hearing... preach in... emerging need for..,
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eLearning series on Family Centered Care
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« Discusses the theoretical background and benefits of Family
Centered Care

« Setting up the room for success, overcoming practical barriers,
busting myths

* Principles of patient centered conversation, how to apply FCC during
the appointment and effective communication techniques

> 4

» Applying FCC during fitting and follow up while applying coaching
techniques

4

~

« Identifying reasons for conflict, helping families find common ground

> 4

~ Module 1
~ Module 2
Module 3
Module 4
~ Module 5
Module 6

» Post assessments and evaluation, additional resources, tips & tricks.

Setting development goals.

55
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Get started now
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Together,
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we change |
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