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	Patient Shadowing Field Journal


AN ON-THE-GO TOOLKIT 












A Revised PFCC Toolkit
	


Why are we doing “A remarkable way for safety-net institutions to think about solving problems- it doesn’t take a lot of resources.”
- Director of Patient Experience, Academic Medical Center


patient shadowing?
	



“I followed two patients and their families. Their hospital experience was brought to life for me! I got so much out of actually experiencing the visit through the eyes of the patient.” 
- Patient Experience Program Coordinator






“It feels good to be on the ground floor. This is going to catch on. Other medical facilities are going to look for this. ”

 - SFGH Patient







	THE SHADOWING FIELD JOURNAL INCLUDES:
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· Shadowing guidelines to help you get started

· Photo and video consent forms

· 2 observation pages to capture the time, the service area, the staff members the patient interacted with, and events of the experience

· A quick survey for you to synthesize your observations



	SHADOWING GUIDELINES



How to Shadow a Patient: 

Shadowing a patient through their care experience requires just a little advance planning and that you follow certain procedures. Use this checklist to help you get started and keep you on track.
1. Talk with staff and providers at unit/department/clinic to let them know that you will shadowing patients to observe their experiences. 
2. On the day of the shadowing event:
· Approach the patient and family by introducing yourself--state your name, position, and the purpose of shadowing.
· Ask the patient and family for permission to shadow them through their care experience.
· Thank the patient and family if they grant permission to shadow.
3. Throughout the shadowing experience, maintain a balance between observing and interacting.
4. Respect patient privacy and preferences. Ask patient for permission before you enter an exam room with them
· If denied, tell them where you will wait for them.
· If granted, let them know you will not be recording the patient’s personal health information.
5. It’s helpful to learn a bit about the patient you are shadowing, such as their background and interests. Use observation sheets to document.
6. When shadowing is completed, thank the patient and family.
7. Ask the patient if this was a typical experience at the unit/department/clinic.
8. Summarize your observations and ask the patient if they have anything to add.
	Do…
	Do Not…

	· Greet patient at the beginning of their unit/department/clinic visit
· Explain that you are shadowing in order to see the care experience through their eyes
· Stress that you will merely be observing the care experience and recording information that will be kept confidential and not recorded in their medical records
· During wait times, converse with patient and family to help put them at ease and establish rapport and understand their care experience
· Encourage the patient to make comments, ask questions, and express concerns 
· Remind the patient that their participation will help to improve patient experiences in the future
· Debrief with the patient for 5-10 minutes; ask about the highs and lows of their care experience
	· Pressure the patient to agree to be shadowed
· Try to be the patient’s friend or advocate or interfere if you disagree with the provider--you should not interrupt or affect the patient’s treatment
· Feel pressured to maintain a conversation with the patient during the entire care experience
· Provide clinical advice to the patient--if the patient asks you clinical questions refer them to their provider
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	SHADOWING FORM


Patient Demographics:
Age: ______	Gender: ______		Native Language: _____________
Has the patient been to SFGH before? (circle)   Yes     No
	OBSERVATIONS

	Time
	Service area
	Staff 
(N/A if not applicable)
	Events

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	Additional Notes:

	OBSERVATIONS

	Time
	Service area
	Staff 
(N/A if not applicable)
	Events

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	Additional Notes:

	SYNTHESIS



Fill out this form after you complete shadowing each patient. This form can also be used to develop a narrative or presentation on the shadowing experience to clinic teams and staff. 
	Based on your observations:
Please indicate the top three areas where you think patient experience was best within the clinic:
· Patient check in process
· Waiting room area
· Clinic cleanliness and quietness
· Patient privacy in public spaces
· Overall wait time
· Patient convenience (minimal walking back and forth)
· Hospitality and responsiveness of staff
· Clerical and eligibility staff communication
· Nursing staff (RN, LVN, MEA) communication
· Provider (physician, NP) communication
· Availability of and experience with interpreter services
· Clear discharge plan/communication
· Patient check out process
· Other ___________________

Please indicate the top three areas within the clinic where you think patient experience could be improved:
· Patient check in process
· Waiting room area
· Clinic cleanliness and quietness
· Patient privacy in public spaces
· Overall wait time
· Patient convenience (minimal walking back and forth)
· Hospitality and responsiveness of staff
· Clerical and eligibility staff communication
· Nursing staff (RN, LVN, MEA) communication
· Provider (physician, NP) communication
· Availability of and experience with interpreter services
· Clear discharge plan/communication
· Patient check out process
· Other ___________________

Write one sentence that captures your shadowing experience:
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