
Patient and Family Engagement (PFE) 
Quickinar Series, Session 2

Achieving Patient/Family-Centered Care
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• Discover how to practice patient and family centered care.
• Summarize how to promote PFE.
• Discuss how to facilitate patient and family participation in 

care, where possible.
• Examine staff comfort regarding patient and family 

participation in care.



What Is Patient and Family Centered Care?

• Works with patients and families, rather than just 
doing to or for them.

• Involves mutually beneficial partnerships.
• Is a collaborative effort.

3 Institute for Patient-and Family-Centered Care. https://www.ipfcc.org/about/pfcc.html

https://www.ipfcc.org/about/pfcc.html


Patient and Family Centered Care Core Concepts

Patient  
and Family 

Centered Care
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Respect and 
Dignity

Information 
Sharing

Participation

Collaboration

Institute for Patient-and Family-Centered Care. https://www.ipfcc.org/about/pfcc.html

https://www.ipfcc.org/about/pfcc.html


PFE Promotion

PFE can be defined as “patients, families, their representatives, 
and health professionals working in active partnership at 
various levels across the healthcare system—direct care, 
organizational design and governance, and policy making—to 
improve health and healthcare.”

5 Carman K, et al. PFE: A Framework For Understanding The Elements And Developing Interventions And Policies. 
Health Affairs. Feb. 2013. https://www.healthaffairs.org/doi/10.1377/hlthaff.2012.1133

https://www.healthaffairs.org/doi/10.1377/hlthaff.2012.1133


PFE Strategy 1. Patient and Family Preparation

• Educate, prepare, and empower patients and families 
to engage effectively in their health and healthcare.
– Tailor communication to patients’ capacities and needs.
– Assess patient/family understanding.
– Use teach-back.

• Assist patients to set 
individualized and 
realistic health-
related goals.

6

Bold type indicates alignment with CMS PFE metrics.

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf
Teach-Back Training. https://www.hsag.com/en/medicare-providers/care-coordination/teach-back/

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf
https://www.hsag.com/en/medicare-providers/care-coordination/teach-back/


PFE Strategy 2. Clinician & Leadership Preparation
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• Designate a PFE Leader.
• Include PFE in healthcare professionals’ education.

– Partner with patients and families to deliver education.
– Include experiential learning, observation, and hands-on 

practice.
– Develop standardized PFE competencies.

• Examine staff comfort regarding patient and family 
participation in care and/or on committees.
– Transparency of organizational data.
– Further information: PFE quickinar on organizational 

readiness, 3/2/2023.

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf


PFE Strategy 3. Care and System Redesign

• Develop and implement processes that contribute to clinician 
understanding and respect of patient perspectives.

• Implement a system in which patients can easily report an 
adverse event.
– Patient-/family-activated rapid response team.

• Use advance directives and associated orders.
• Provide advance care planning.
• Develop and implement care plans with patient-reported goals.
• Implement shift change huddles, bedside reporting, or bedside 

rounds that include the patient and family.
• Implement systems to support clinician well-being and ability to 

care for patients compassionately.

8 https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf


PFE Strategy 4. Organizational Partnership

• Designate an individual with leadership responsibility 
and accountability for PFE.

• Charter a patient family advisory council (PFAC).
• Partner with patient and care partners.

– Ask for input on hiring and staffing issues.
– Obtain feedback on improving efficiency,

such as billing or registration.
– Include on committees.
– Include in root cause analyses.

• Implement mentorship programs
for new patient and care partners.

9 https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf


PFE Strategy 5. Measurement and Research

• Measure PFE process measures.
– PFE Measures Checklist

• Develop and implement PFE outcome measures.
– Example: record patient-reported

treatment goals and measure
whether or not attained.

• Measure Hospital Consumer
Assessment of Healthcare
Providers and Systems
(HCAHPS®), a measurement
of patient perception.
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• https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf
• PFE Measures Checklist. https://www.hsag.com/globalassets/hqic/pfemeasureschecklist_v1_508.pdf
• Intro to PFE Quickinar #1. https://www.hsag.com/pfe-quickinars

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf
https://www.hsag.com/globalassets/hqic/pfemeasureschecklist_v1_508.pdf
https://www.hsag.com/pfe-quickinars


PFE Strategy 6. Transparency and Accountability

• Give patients access to their medical records.
– Patient portals

• Give patients the opportunity to
contribute to their medical records.
– Patient-reported treatment goals
– Corrections

• Give patients information about risks, benefits, 
alternatives, and costs of care and treatment.

• Share organizational data with patient and care 
partners.

11 https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf


PFE Strategy 7. Legislation and Regulation
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Require 
PFE staff 

competencies.

Align 
strategic 

goals with 
PFE.

Provide 
incentives 
to support

PFE.
 

Conduct an 
annual 
public 

meeting.

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf


PFE Strategy 8. Partnership in Public Policy

• Create opportunities for patient and care 
partners on local, state, or national committees.
– Present alone or with you at conferences.
– Include on panels.
– Review research grants.

• Create opportunities for 
community feedback about 
what is important to them 
regarding health and healthcare.
– Town hall meetings
– Social media-based opportunities

13 https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf

https://www.air.org/sites/default/files/Roadmap-Patient-Family-Engagement.pdf


Key Concepts

• Respect and Dignity. Listen to patients’/ 
families’ choices and incorporate into 
delivery of care. 

• Information Sharing. Communicate timely, 
complete information so patients/
families can effectively participate.

• Participation. Encourage patients/families 
to participate in care and decision-making 
at the level they choose.

• Collaboration. Patients, families, healthcare 
practitioners, and leaders collaborate on 
policies and programs.

14 Institute for Patient-and Family-Centered Care. https://www.ipfcc.org/about/pfcc.html

https://www.ipfcc.org/about/pfcc.html
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“Nothing about me without me.”
—Valerie Billingham, 1998

Billingham, V. (1998) Through the patient’s eyes. https://interactions.acm.org/archive/view/september-october-2018/nothing-
about-me-without-me#:~:text=In%201998%2C%20Valerie%20Billingham%20summed,without%20me%22%20%5B1%5D.  

https://interactions.acm.org/archive/view/september-october-2018/nothing-about-me-without-me#:%7E:text=In%201998%2C%20Valerie%20Billingham%20summed,without%20me%22%20%5B1%5D
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Join Us for the Entire Series

Recordings, slides, and 
resource links will be 
posted for on-demand 
access after every 
session. 

17 www.hsag.com/pfe-quickinars



Thank you!

Questions: hospitalquality@hsag.com  
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This material was prepared by Health Services Advisory Group (HSAG), a Hospital Quality Improvement Contractor (HQIC) under contract with the Centers for Medicare & Medicaid Services 
(CMS), an agency of the U.S. Department of Health and Human Services (HHS). Views expressed in this material do not necessarily reflect the official views or policy of CMS or HHS, and any 
reference to a specific product or entity herein does not constitute endorsement of that product or entity by CMS or HHS. Publication No. XS-HQIC-PFE-02152023-01
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