COM-Q
SERVICE

ADVANTAGES FOR PCTS AND PROVIDERS

PATIENT EXPERIENCE & OUTCOMES

Coupled with the national PROMS project for Hips, Knees,
Varicose Veins and Hernias in place from April this year, the
Department of Health is encouraging local initiatives to
measure and focus improvement in patient experience of all
services. These will be a key part of the Quality Accounts
organisations have to publish from 2010.

You get a comprehensive view of patients
experience and outcomes, not just limited pilot areas.

You can use the system for acute & primary care
provider services.

You can add in medical and surgical PROMS covering
a wide range of treatments.

This new Customer Experience Programme will be directed
at PCTs and forms an important part of being a World Class
Commissioner. CoMetrica can help local health economies
achieve this requirement through the use of the COM-Q
comprehensive continuous measurement system.

You can add in your own experience questions for
short or long term focus areas.

Results are visible within days, not weeks or months,
while you can still do something about it.

COM-Q provides rapid feedback to providers and PCTs of

clinical and non-clinical patient outcomes and satisfaction.

The advantage for PCTs and providers is that problems and

excellence in services can be quickly pinpointed within days
] of the patient experience.

Response rates are maximised through flexible
collection routes including on-line completion.

The data is secure and only you can match responses
to patient demographics.

The key advantage of the COM-Q system over standard
paper surveys is that the questionnaire content is automatically tailored to fit each individual group of patients and
can be completed on-line, on paper or by telephone. PCTs and providers can choose to generate and distribute
questionnaires themselves from the system or have CoMetrica run the whole service for them.

Results are available for PCTs and providers to see within just a few days of the response being made through the
COM-Q on-line reporting service.

At each stage of a patient’s pathway a simple extract from the provider's computer
PATIENT . . . . .
system is used by COM-Q to automatically match question sets against the patient
STAGES / . . . .
groups you specify and generate an electronic questionnaire and covering letter.
Our systems can deal with multiple languages if required.

The questionnaire and letter can be printed by the PCT or provider and sent or given to
the patient, or CoMetrica can do this for you. The patient can complete the
questionnaire on paper or is invited to complete it on-line. Alternatively, CoMetrica can
offer a telephone completion service.

DATA
COLLECTION

As soon as the results are entered in the system, PCTs can see them on-line. Results
include aggregate and individual question scores and any written comments patients
have made. Results can be viewed over time and compared between stages of
treatment, different providers and national benchmarks.

QUICK
RESULTS




Benefits to your PCT

+ You get to see what patients experienced, analysed by ward or
unit, just a few days after their discharge when they have had
time to consider and are under no pressure to complete in the
clinical environment.

« This gives you the information to highlight problems and good
practice while it is still happening. Compare this with annual
surveys where you do not see the results for months after, or they
do not pinpoint where the problem is.

«  Cost effective - you only have to pay volume costs for those
questionnaires which are actually completed.

+ You can make outcome & experience measurement routine in
your local health economy closing the feedback loop on
your services.

+ Benchmark your providers. You can compare your results with
national and international PROM and satisfaction results and
compare your patients’ perceptions and experience of your local
services with that of other providers.

« Our systems can deal with primary care episodes, elective &
emergency admissions, day cases, outpatient consultations, treatments and programmes of care.

HOW COMETRICA CAN HELP YOU WITH THIS CHALLENGE?

CoMetrica’s team of clinicians, technology experts and academic researchers provide the support healthcare
organisations need in collecting and managing the information required to meet the expectations of patients and
the Department of Health. Our team includes the health researchers who actually developed PROMS to ensure we
can support Providers in understanding what they mean and their clinical validity. There are now many sets of
PROMS in use across healthcare and research and we can include whichever your departments need from our
extensive database of question sets.

We believe our unique system offers many advantages to PCTs over traditional surveys where the results are not
seen for months or years after the event and the question sets are inflexible. The new emphasis on patient
experience and patient reported outcomes will increase the requirement for local monitoring solutions and
CoMetrica can provide this in a flexible way supported by academic and research backing to help organisations
interpret the findings and inform investment choices.

For more information about how CoMetrica’s unique continuous satisfaction and outcomes measurement systems can

help you, visit our website at www.CoMetrica.co.uk or email us for more information or to arrange for us to visit your PCT.

Email: Info@CoMetrica.co.uk  Call Stuart Mathieson on: 07973 212306
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