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Session OverviewSession Overview

A bit about AHRQA bit about AHRQ
Why we need trusted information for Why we need trusted information for 
patients and consumerspatients and consumers
AHRQ sponsored resourcesAHRQ sponsored resources



AHRQAHRQ’’s Missions Mission

Improve the quality, safety, Improve the quality, safety, 
efficiency and effectiveness of efficiency and effectiveness of 
health care for all Americanshealth care for all Americans



HHS Organizational FocusHHS Organizational Focus

NIHNIH
Biomedical Biomedical 
research to research to 
prevent, prevent, 
diagnose and diagnose and 
treat diseasestreat diseases

CDCCDC
Population health Population health 
and the role of and the role of 
communitycommunity--based based 
interventions to interventions to 
improve health

AHRQAHRQ
LongLong--term and term and 
systemsystem--wide wide 
improvement of improvement of 
health care quality health care quality 
and effectivenessimprove health and effectiveness



The Road From Discovery to The Road From Discovery to 
the Patient Carethe Patient Care

17 year gap between 17 year gap between 
discovery and discovery and 
widespread adoption widespread adoption 
of new knowledgeof new knowledge

Interpreting findings Interpreting findings 
is no easy task!is no easy task!



NumeracyNumeracy as Measured in as Measured in 
Medical Students and PatientsMedical Students and Patients

Most patients (in a Most patients (in a 
study of 257) could study of 257) could 
answer only one (30%) answer only one (30%) 
or no (41%) or no (41%) numeracynumeracy
questions correctly. questions correctly. 

Bandolier 144. Volume 13 Issue 2. Febuary 2006



We Need to Communicate We Need to Communicate 
the Resultsthe Results

In a study requiring interpretation of In a study requiring interpretation of 
mammography outcomes, almost all mammography outcomes, almost all 
physicians confused the sensitivity of the test physicians confused the sensitivity of the test 
(the proportion of positive test results among (the proportion of positive test results among 
people with the disease) with its positive people with the disease) with its positive 
predictive value (the proportion of people with predictive value (the proportion of people with 
the disease among those who receive a the disease among those who receive a 
positive test result). positive test result). 

ScienceScience, , VolVol 290, Issue 5500, 2261290, Issue 5500, 2261--2262 , 22 December 20002262 , 22 December 2000



Patient Involvement Patient Involvement 
CampaignCampaign

AHRQAHRQ’’ss campaign with The Advertising Council campaign with The Advertising Council 
uses a series of TV, radio, and print public uses a series of TV, radio, and print public 
service announcementsservice announcements
Web site features a Web site features a ““Question BuilderQuestion Builder”” for for 
patients to enhance their medical appointmentspatients to enhance their medical appointments
–– www.ahrq.gov/questionsaretheanwserwww.ahrq.gov/questionsaretheanwser



Research ObjectivesResearch Objectives

Identify which health care facts and Identify which health care facts and 
materials are most motivating to our materials are most motivating to our 
audiencesaudiences
Identify additional opportunity areas for Identify additional opportunity areas for 
communicationcommunication
Understand the language of quality health Understand the language of quality health 
carecare



Research MethodResearch Method

Discussions with patients and caregiversDiscussions with patients and caregivers
Demographically diverse respondent poolDemographically diverse respondent pool
–– Including African American, Hispanic and lowIncluding African American, Hispanic and low--

income participantsincome participants

Mix of focus groups and inMix of focus groups and in--home individual home individual 
interviews interviews 
–– Individual interviews for seniors; inIndividual interviews for seniors; in--facility facility 

discussions with other patients and caregiversdiscussions with other patients and caregivers

AHRQAHRQ’’s medical facts and steps to safer s medical facts and steps to safer 
health care used as fodder for discussion health care used as fodder for discussion 
Research fielded January 24Research fielded January 24——February 16February 16



Medical Error Not Top      Medical Error Not Top      
of Mindof Mind

Not on peoplesNot on peoples’’ radarsradars
Not easily defined by Not easily defined by 
respondentsrespondents
Respondents primarily Respondents primarily 
concerned with other health concerned with other health 
care issuescare issues

II’’m not sure what that is. m not sure what that is. 
−−AA AA Parent, MemphisParent, Memphis

When doctors make When doctors make 
mistakes.  mistakes.  −−AA AA Parent, Parent, 
DetroitDetroit

Is it when they make a Is it when they make a 
mistake, like someone mistake, like someone 
removing the wrong foot?  removing the wrong foot?  
−−AA AA Parent, Los AngelesParent, Los Angeles

I donI don’’t worry.  All the doctor t worry.  All the doctor 
has to do is look at my has to do is look at my 
chart. chart. −−Hispanic Senior, Hispanic Senior, 
Los AngelesLos Angeles



Top of Mind Health Care Top of Mind Health Care 
IssuesIssues

InsuranceInsurance
–– CostCost
–– Understanding coverage and benefitsUnderstanding coverage and benefits
–– Feeling that insurance companies dictate (and limit) careFeeling that insurance companies dictate (and limit) care

AccessAccess
–– Availability of appointmentsAvailability of appointments
–– Feeling rushedFeeling rushed
–– Cost of coCost of co--payspays

Doctor issuesDoctor issues
–– Personality mismatchesPersonality mismatches
–– Waiting, feeling unimportantWaiting, feeling unimportant

Prescription drugsPrescription drugs
–– AffordabilityAffordability——even having to chooseeven having to choose
–– Confusion with multiple prescriptionsConfusion with multiple prescriptions



The Rush of the               The Rush of the               
Doctor VisitDoctor Visit

Wait, then hurry upWait, then hurry up
–– Respondents across segments Respondents across segments 

complain about lengthy waiting complain about lengthy waiting 
times, rushed appointmentstimes, rushed appointments

A 10A 10--minute window?minute window?
–– Respondents think doctors are Respondents think doctors are 

limited to an absolute time     limited to an absolute time     
frame per patientframe per patient

–– Many blame insurance Many blame insurance 
companiescompanies

Many questions go unaskedMany questions go unasked
Many answers go Many answers go 
misunderstoodmisunderstood
–– DonDon’’t quite understand the jargont quite understand the jargon

You feel like you have this You feel like you have this 
window between 3:37 and window between 3:37 and 
3:42.  If you have a dozen 3:42.  If you have a dozen 
questions to ask about, God questions to ask about, God 
forbid. forbid. −−AA AA Parent, DetroitParent, Detroit

They can only give fifteen They can only give fifteen 
minutes to each patient. minutes to each patient. 
−−Senior, Los AngelesSenior, Los Angeles

TheyThey’’ll ask, ll ask, ““Any more Any more 
questions?questions?”” while theywhile they’’re re 
standing in the doorway with standing in the doorway with 
one hand on the door handle..  one hand on the door handle..  
II’’ll think to myself, ll think to myself, ““I guess not.I guess not.””
−−AA Parent, DetroitAA Parent, Detroit



What Patients Claim to DoWhat Patients Claim to Do

Bring a list of questions to each Bring a list of questions to each 
appointmentappointment
Take notes in the examination roomTake notes in the examination room
Talk to their doctors about any Talk to their doctors about any 
allergies they haveallergies they have
Carry a current list of prescriptions Carry a current list of prescriptions 
(with dosages) so they can share (with dosages) so they can share 
them with physicians and them with physicians and 
pharmacistspharmacists
Make sure they receive the results Make sure they receive the results 
of any medical tests they haveof any medical tests they have
Discuss the various treatment Discuss the various treatment 
options in detail with their physicianoptions in detail with their physician
Upon leaving the hospital, make Upon leaving the hospital, make 
sure they understand instructions sure they understand instructions 
regarding followregarding follow--up care up care 



What Most Patients Really DoWhat Most Patients Really Do

Bring some Bring some ““mental notesmental notes”” to each to each 
appointmentappointment
Rely on that Rely on that ““mental notebookmental notebook””
during the visitduring the visit
Mention allergies only when it Mention allergies only when it 
seems particularly relevantseems particularly relevant
Carry a pretty good Carry a pretty good ““mental listmental list”” of of 
prescriptions, though dosages can prescriptions, though dosages can 
be spotty be spotty --OROR-- carry a written list carry a written list 
thatthat’’s not quite current or completes not quite current or complete
Assume that no news is good Assume that no news is good 
newsnews——in all but the most serious in all but the most serious 
casescases
Accept his recommendationAccept his recommendation——
unless the case is serious or the unless the case is serious or the 
recommendation is inconvenientrecommendation is inconvenient
TheyThey’’re so excited to go home, re so excited to go home, 
they donthey don’’t really process the t really process the 
doctordoctor’’s follows follow--up instructionsup instructions



Opportunity:  Lightening the Opportunity:  Lightening the 
Load for CaregiversLoad for Caregivers

Caregivers and parents feel Caregivers and parents feel 
overwhelmed by health care issuesoverwhelmed by health care issues
ThereThere’’s little time to ponder the quality of s little time to ponder the quality of 
carecare
Greater confidence that their job is well Greater confidence that their job is well 
done would be welcomedone would be welcome

For parents and caregivers, navigating health care For parents and caregivers, navigating health care 
issues represents more stress than they can handle.issues represents more stress than they can handle.



Opportunity:  PrescriptionsOpportunity:  Prescriptions

Many respondents Many respondents 
have a prescription have a prescription 
horror storyhorror story
A loveA love--hate hate 
relationshiprelationship
Many possible Many possible 
sources of error

They gave my mom the wrong They gave my mom the wrong 
medication.  And she didnmedication.  And she didn’’t read the t read the 
label. label. −−AA AA Caregiver, DetroitCaregiver, Detroit

I ask my mom why she has so many I ask my mom why she has so many 
pills.  You have to quiz her on what pills.  You have to quiz her on what 
theythey’’re for.   re for.   −− AA AA Parent, DetroitParent, Detroit

I believe thatI believe that’’s how my mom died.  s how my mom died.  
Too much, too many. Too much, too many. −− Parent, Parent, 
DetroitDetroit

Prescriptions worry me.  I donPrescriptions worry me.  I don’’t t 
always know what theyalways know what they’’re for. re for. −−LowLow--
Income Parent, MemphisIncome Parent, Memphis

sources of error



Being PreparedBeing Prepared
Preparation = timePreparation = time

Simple toSimple to--do lists should be welldo lists should be well--received by received by 
patientspatients
–– Creating a list of questions to askCreating a list of questions to ask
–– Bringing an upBringing an up--toto--date list of prescriptions (or, date list of prescriptions (or, 

ideally, the bottles themselves)ideally, the bottles themselves)

Time constraints during the doctor visit are a major Time constraints during the doctor visit are a major 
source of anxiety when it comes to health care.source of anxiety when it comes to health care.



Ask Questions !Ask Questions !

Many respondents need Many respondents need 
to be reminded to ask to be reminded to ask 
questionsquestions
Additionally, they need Additionally, they need 
to understand what to understand what 
message asking message asking 
questions sendsquestions sends
–– Questions tell your Questions tell your 

doctor that you care doctor that you care 
and that youand that you’’ll follow ll follow 
throughthrough

–– ““The squeaky wheel The squeaky wheel 
gets the greasegets the grease””



The PSAThe PSA



Booklet Helps Consumers Understand Booklet Helps Consumers Understand 
and Get Quality Health Careand Get Quality Health Care

Helps consumers identify highHelps consumers identify high--
quality health care and take a quality health care and take a 
more active role in their own more active role in their own 
health carehealth care
Explains clinical measures:Explains clinical measures:
–– Track and improve the quality of Track and improve the quality of 

care provided by doctors, care provided by doctors, 
hospitals, and othershospitals, and others

Explains consumer ratings:Explains consumer ratings:
–– Indicate how satisfied people Indicate how satisfied people 

are with their health careare with their health care
Lists Web sites and phone Lists Web sites and phone 
numbers for more resourcesnumbers for more resources

Part of a series to help Part of a series to help 
patients take a more active patients take a more active 
role in their health carerole in their health care



Find Support and Information Find Support and Information 
After a Medical DiagnosisAfter a Medical Diagnosis

Helps people understand Helps people understand 
their disease or condition, their disease or condition, 
how it might be treated, and how it might be treated, and 
what they need to know what they need to know 
before making treatment before making treatment 
decisionsdecisions
Includes 10 important Includes 10 important 
questions to ask your doctor questions to ask your doctor 
Lists other resources and Lists other resources and 
Web sites for further Web sites for further 
informationinformation
–– Web version includes links Web version includes links 

for specific diseases and for specific diseases and 
conditionsconditions

BookletBooklet

CardCard

Part of a series to help Part of a series to help 
patients take a more active patients take a more active 
role in their health carerole in their health care



Questions are the Answer Questions are the Answer 
PostersPosters

Also available in SpanishAlso available in Spanish



Questions are the Answer Questions are the Answer 
BrochureBrochure



Consumer Guides from the Consumer Guides from the 
Effective Health Care ProgramEffective Health Care Program

http://effectivehealthcare.ahrq.gov/dsc/products.cfm

http://effectivehealthcare.ahrq.gov/dsc/products.cfm


Questions are the Answer Questions are the Answer 
web siteweb site

www.ahrq.gov/questionsaretheanswerwww.ahrq.gov/questionsaretheanswer

http://www.ahrq.gov/questionsaretheanswer


ContactContact

Jean SlutskyJean Slutsky
Director,CenterDirector,Center for Outcomes and Evidencefor Outcomes and Evidence
Agency for Healthcare Research and QualityAgency for Healthcare Research and Quality

301301--427427--16011601
jean.slutsky@ahrq.hhs.govjean.slutsky@ahrq.hhs.gov

OrOr
effectivehealthcare@ahrq.hhs.goveffectivehealthcare@ahrq.hhs.gov

mailto:jean.slutsky@ahrq.hhs.gov
mailto:effectivehealthcare@ahrq.hhs.gov
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