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WORKSHOP A:  

Engaging Patients in Self-Management 

Location: 

Workshop Description:

Suggested Audience:

Resources: 

• 

• 



Evidence Based Behavioral Tips for the busy Health Care Professional 
Kate Lorig 

Kate@selfmanagementresource.com 
 
 

1. Focus all  teaching on patient’s main concerns.  These can be determined by asking “When 
you think about diabetes, what do you think of?” or “What are you afraid might happen?”  Use the 
answers to tailor your education.  For example, if the response to the first question is “pain”, then 
you can answer that pain can be caused by several different things and that there are many ways of 
dealing with pain.   
 
2. Screen frequently for depression.   “What do you do for fun?”  If the patient cannot give a 
positive answer, then further screening and possible treatment is needed.   
 
3. Have a set of consistent key messages.  A key message is detailed enough to allow a patient to 
self-tailor while not overwhelming the patient with details.  Examples of key messages are; 
 “You should not have more pain when you finish exercising than before you start but 

exercise may not be pain free.”   
 “You cannot cause yourself permanent damage by exercising.”   
 “Weight loss is a function of eating less and moving more.”  
 “Start an exercise program by doing what you can do now, do this 4-5 times a week and add 

to it by 10% ever week or two.”   
 “Take your pills with some activity you do every day such as brushing your teeth.”    
 “It is easier to control pain when it is not severe.  Take your medicine when you have only 

mild pain.  Don’t wait to see if it will get worse.”   
 “To lose weight try the 200 plan.  Add 100 calories of exercise a day (about a half hour) and 

reduce food intake by 100 calories a day (a cookie or two).  This will result in a loss of 20 
pounds a year. 

 
4. Have patients set specific behavioral goals or action plans for the next month or so.  Be sure 
to ask about these during the next visit. Include caregivers/families for those patients with cognitive 
deficits or need assistance with home management of care plan.  Success with action plans is more 
important than making a plan. 
 
5. Know about and refer to community resources such as exercise classes, patient education 
classes, meditation classes, support groups etc.   Then refer with a specific name and telephone 
number.  To find evidence based programs (falls prevention, exercise, diabetes, pain management, 
chronic disease self-management, depression and others in your community use this program locator 
http://www.eblcprograms.org/evidence-based/map-of-programs/   Most of these programs are free 
or low cost. 

 
 
 
 
 

mailto:Kate@selfmanagementresource.com
http://www.eblcprograms.org/evidence-based/map-of-programs/


 
6. Always tell patients when to expect new medications to start working.  Many patients expect 
new medications to have effects in hours or at least in days.  When this does not happen, they often 
stop taking the medications or reduce the dose before full effectiveness is reached. 

 
7. When asking patients about taking medications assume that there may have been 
problems.  Ask, “What problems have you had taking this medication?”  This makes it much easier 
for the patients to say they forgot, the medicine was too expensive or that they did not like the side 
effects. 
 
8. Be sure to address the patient’s symptoms even if not medically significant. “The good news 
is that I can not find anything seriously wrong with you but I know that you still have pain, so I 
suggest….” 
 
12.  Frame your discussions to expand patient’s perception of the problem.  For example, 
“sounds like you have lots of reasons for being depressed and just like other medical problems we 
have treatments.”    “Fatigue can be caused by lots of things, disease, deconditioning, medication, 
poor nutrition, poor sleep, anxiety, and depression or maybe several of these.  Think about each and 
try some new things like a little exercise when you are tired or eating a bit better.  Sometimes a little 
experimentation will give you helpful answers.  
 
13.  Acknowledge that following a regime might be difficult.   “Taking these meds as directed 
might be a bit difficult but I know you can do it”. 
 
14.  If a patient appears anxious or depressed suggest that they take a few minutes each day to 
write down their feeling.   There is a growing literature on therapeutic writing suggesting that just 
the act of writing decreases negative emotions.  Make it clear that you do not want to see what they 
wrote and will not read it.  This is not for someone who is clinically depressed.  
 
15.  Before giving advice, check what the patient knows and what they are already doing.   
Brainstorming is a good way to do this.   I.e. “tell me what you know about diabetes”. 
 
17.  As they say in motivational interviewing, resist the “righting” reflex.   This means do not try 
to make everything right or OK 
 
18.  When suggesting behavior change, follow the patient and what the patient feels he or she can do 
not what you think they should do.  Go for the real not the ideal.   Some change is better than no 
change, even if it is not perfect. 
 
19.  Close the loop.  At the end of a visit have the patient explain to you what they have heard and 
what they will do.  Also  summarize any points they may have missed and what you will do next. 
 

 
 



LICENSED ORGANIZATIONS OFFERING SMRC SELF-MANAGEMENT 
PROGRAMS IN THE GREATER BAY AREA OF NORTHERN CALIFORNIA 

 

Self-Management Resource Center, Inc.  •  711 Colorado Avenue, Palo Alto CA 94303, USA 
www.selfmanagementresource.com   •   smrc@selfmanagementresource.com   •  (650) 242-8040 p   •  (650) 529-4616 f 

 

Alameda County 

Kaiser Permanente Regional Health 
Education 
1950 Franklin  
St Fl 13th 
Oakland, CA  94612 
510-987-1536 
 

Calaveras County 

Calaveras Health & Human Services Agency 
Public Health Services 
891 Mountain Ranch Rd 
San Andreas, CA 95249 
Contact: Bonnie Nordby 
bnordby@co.calaveras.ca.us 
 

Fresno County 

Fresno County Department of Public Health 
P.O. Box 11867 
Fresno, CA  93721 
559-600-6449 
 
St. Agnes Medical Center 
3103 E. Herndon Ave. 
Fresno, CA 93720 
Contact: Mariana Ramirez 
mariana.ramirez@samc.com 
 
Clinica Sierra Vista 
1945 N. Fine Avenue, Suite 116 
Fresno, CA 93727 
Contact: Reyna Villalobos 
reyna.villalobos@clinicasierravista.org 
 

 

 

Humboldt County 
 
Humboldt Independent Practice Association 
2662 Harris Street 
Humboldt, CA 95503 
Contact: Kerri Escudero 
kescudero@humboldtipa.com  
 

Kern County  

Dignity Health dba Mercy Hospital of 
Bakersfield 
2215 Truxtun Avenue 
Bakersfield, CA 93301 
Contact: Debbie Hull or Romala Ramkissoon 
debbie.hull@dignityhealth.org or 
romala.ramkissoon@dignityhealth.org  
 

Lake County 

Lake County Tribal Health Consortium 
PO Box 1950 
Lakeport, CA  95453 
Contact: Gemalli Austin 
gaustin@lcthc.org 
707-263-8382 x1601 
 

Mariposa County 

John C Fremont Healthcare District 
5300 State Highway 49 
P.O. Box 216 
Mariposa, CA 95338 
209-966-3631 

 

 

tel:5109871536
mailto:bnordby@co.calaveras.ca.us
tel:5596006449
mailto:mariana.ramirez@samc.com
mailto:reyna.villalobos@clinicasierravista.org
mailto:kescudero@humboldtipa.com
mailto:debbie.hull@dignityhealth.org
mailto:romala.ramkissoon@dignityhealth.org
tel:70726383821601


Self-Management Resource Center, Inc.  •  711 Colorado Avenue, Palo Alto CA 94303, USA 
www.selfmanagementresource.com   •   smrc@selfmanagementresource.com   •  (650) 242-8040 p   •  (650) 529-4616 f 

 

Merced County 

Merced County Department of Public 
Health 
260 E. 15th St 
Merced, CA  95341 
209-381-1104 
 

Monterey County 

Community Hospital of the Monterey 
Peninsula 
P.O. Box HH 
Monterey, CA 93942 
Contact: Ellen Watson 
ellen.watson@chomp.org 
 

Napa/Solano County 

Area Agency on Aging - Napa/Solano 
County 
400 Contra Costa Street 
P.O. Box 3069 
Vallejo, CA  94590 
707-644-6612 
 
County of Solano 
Solano Public Health,275  
Beck Avenue MS 5-240,  
Fairfield, CA  94533 
707-784-8611 or 707-644-6612 
 

Sacramento Area 

Dignity Health 
3400 Data Drive 
Rancho Cordova, CA 95670 
https://www.dignityhealth.org/sacramento
/about-us/community-health-and-
outreach/healthier-living-workshops 

 

CommuniCare Health Centers 
P.O. Box 1260 
Davis, CA 95617 
Contact: Evan Priestley 
evanp@communicarehc.org 
 
Partnership HealthPlan of California 
4665 Business Center Drive 
Fairfield, CA  94534 
Contact: Rebecca Boyd Anderson 
rboyd@partnershiphp.org 
707-863-4502 
 

San Francisco 

30th Street Senior Services/On Lok 
225 30th Street # 3 
San Francisco, CA  94131 
415-550-6003 
 
Dignity Health 
185 Berry Street, Suite 300 
San Francisco, CA  94107 
916-851-2793 
 
Department of Aging and Adult Services-San 
Francis 
1650 Mission St, 5th Floor 
San Francisco, CA  94103 
415-355-6774 
 
North East Medical Services 
1520 Stockton Street 
San Francisco, CA  94133 
415-391-9686 x5904 
 
San Francisco VA Medical Center 
4150 Clement Street 
Bldg. 1, Room 1 
San Francisco, CA  94121 
415-221-4810 x3632 
 

tel:2093811104
mailto:ellen.watson@chomp.org
tel:7077848611
tel:7076446612
https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.dignityhealth.org%2fsacramento%2fabout-us%2fcommunity-health-and-outreach%2fhealthier-living-workshops&c=E,1,NqnYj89rZ0jYUEp93WXJsb0d0hyztRPj9KBRH4kJT1OGXIabp7eYxIoTNh2KVFxBgZeAPbHI0ivxKRo4ZZTzBB-oH3A06BqCGrXD0m9Ngp8Y09Ezi3g,&typo=0
https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.dignityhealth.org%2fsacramento%2fabout-us%2fcommunity-health-and-outreach%2fhealthier-living-workshops&c=E,1,NqnYj89rZ0jYUEp93WXJsb0d0hyztRPj9KBRH4kJT1OGXIabp7eYxIoTNh2KVFxBgZeAPbHI0ivxKRo4ZZTzBB-oH3A06BqCGrXD0m9Ngp8Y09Ezi3g,&typo=0
https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.dignityhealth.org%2fsacramento%2fabout-us%2fcommunity-health-and-outreach%2fhealthier-living-workshops&c=E,1,NqnYj89rZ0jYUEp93WXJsb0d0hyztRPj9KBRH4kJT1OGXIabp7eYxIoTNh2KVFxBgZeAPbHI0ivxKRo4ZZTzBB-oH3A06BqCGrXD0m9Ngp8Y09Ezi3g,&typo=0
mailto:evanp@communicarehc.org
mailto:rboyd@partnershiphp.org
tel:4155506003
tel:9168512793
tel:4153556774
tel:41539196865904
tel:41522148103632


Self-Management Resource Center, Inc.  •  711 Colorado Avenue, Palo Alto CA 94303, USA 
www.selfmanagementresource.com   •   smrc@selfmanagementresource.com   •  (650) 242-8040 p   •  (650) 529-4616 f 

 

San Mateo County 

South County Community Health Center, 
Inc. 
dba Ravenswood Family Health Center 
1796 Bay Rd., Bldg. #2 
East Palo Alto, CA 94303 
Contact person:  Luisa Buada 
lbuada@ravenswoodfhc.org 
650-330-7410 
 

Santa Clara County 

The Health Trust 
3180 Newberry Drive, Suite 200 
San Jose, CA 95118 
Contact:  Erika Zuñiga 
erikaz@healthtrust.org 
408-961-9812 
 
Santa Clara Valley Medical Center 
751 S. Bascom Avenue 
San Jose, CA  95128 
Contact: Jose Garcia 
Josem.garcia@hhs.sccgov.org 
408-885-3142 
 

Santa Cruz County 

Central California Alliance for Health 
1600 Green Hills Road, Suite 101 
Scotts Valley, CA 95066 
Contact: Deborah Pineda  
dpineda@ccah-alliance.org 
831-430-5568 
 

 

 

 

Stockton Area 

Dignity Health - St. Joseph's Medical Center 
1800 N. California St. 
Stockton, CA 95204 
Contact: Arlene Favis 
arline.favis@dignityhealth.org 
209-944-8357 
 

Tulare County 

Kaweah Delta Health Care District 
400 W. Mineral King Ave 
Visalia, CA 93291 
Contact: Alma Torres-Nguyen 
altorres@kdhcd.org 
559-624-2416 

 

*********************************** 

IMPORTANT NOTE: The Evidence Based 
Leadership Council has a program locator 
for use by clinics and the public to find 
evidence based self-management, falls 
prevention, exercise and depression 
management (PEARLS) programs. 

http://www.eblcprograms.org/evidence-
based/map-of-programs/ 

 

 

mailto:lbuada@ravenswoodfhc.org
tel:4089619812
tel:4087932778
mailto:dpineda@ccah-alliance.org
mailto:altorres@kdhcd.org
https://linkprotect.cudasvc.com/url?a=http%3a%2f%2fwww.eblcprograms.org%2fevidence-based%2fmap-of-programs%2f&c=E,1,7svMNSnx0qrUGKNQLGQM4Pap6vogF2y1u1UAAJk-Ev5pnV7uMuPnG5ZJ4q-_RKTrd7DOeseWbfssfbJsrJuzdn5-iq_ODb8QNAHy_ZRcA2A2&typo=0
https://linkprotect.cudasvc.com/url?a=http%3a%2f%2fwww.eblcprograms.org%2fevidence-based%2fmap-of-programs%2f&c=E,1,7svMNSnx0qrUGKNQLGQM4Pap6vogF2y1u1UAAJk-Ev5pnV7uMuPnG5ZJ4q-_RKTrd7DOeseWbfssfbJsrJuzdn5-iq_ODb8QNAHy_ZRcA2A2&typo=0


WORKSHOP B: 

Using Human Centered Design to Bring 

Patient Voice to Improvement Projects 

Location:  

Suggested Audience:

Resources: 
• 

• 

o 

o 

o 

o 

o 

 

Workshop Description: 

https://www.careinnovations.org/wp-content/uploads/2017/10/RIC_case_study_HQP.pdf
https://www.careinnovations.org/resources/catalyst-method-facilitating-co-design-session/
https://www.careinnovations.org/resources/catalyst-method-facilitating-co-design-session/
https://www.careinnovations.org/resources/webinar-journey-mapping-for-leading-profound-change/
https://www.careinnovations.org/resources/webinar-journey-mapping-for-leading-profound-change/
https://www.careinnovations.org/resources/catalyst-design-research-101/
https://www.careinnovations.org/wp-content/uploads/All_MethodCards_Catalyst_2019.pdf
https://www.careinnovations.org/wp-content/uploads/All_MethodCards_Catalyst_2019.pdf
https://www.careinnovations.org/catalyst-online/


Location:  

Resources: 

• 

• 

• 

• 

WORKSHOP C: 

Change Ideas for Patient Engagement 

Workshop Description

 

Intended Audience:



Date:  
Name of Test: 
 
Describe briefly, at a high-level, the test of change you are planning (What is the objective?  What questions do 
we want answered with this test?): 
 

PLAN 
What is your plan? (Answers who, what, when, and where): 
 

List the tasks needed to set up this test of change Person 
responsible When/where will it be done? 

   

   

   

   

Predict what you believe will happen when the test is carried out 
 
 
 
 
 
What data will be collected to determine if your test is successful? 
 
 
 
 
 
 
 



DO 
Describe what happened when you ran the test (what did you observe?) 
 
 
 
 
 
 
 
 
 
 
 
 
 

STUDY 
Describe the measured results and how they compared to the predictions (what did you learn?) 
 
 
 
 
 
 
 
 
 
 
 
 
 
ACT 
Describe what modifications will be made to the plan for the next cycle (based on your learnings) 
 
 
 
 
 
 
 
 
 
 
 
 

 



PDSA WORKSHEET 
 
Date:   May 26, 2019 
Name of Test:  In-reach Cervical Cancer Screening  

Describe briefly, at a high-level, the test of change you are planning (What is the objective?  What questions do 
we want answered with this test?): 
For any female patient in the denominator who presents at the clinic for any appointment, we will provide important education 
regarding cervical cancer screening 
 
Our objective is to test whether the education (script) provided will produce either 1) a same-day cervical cancer screening 
completion or 2) a scheduled return appointment for a cervical cancer screening. 

PLAN 
What is your plan? (Answers who, what, when, and where): 
• Use a script to communicate the importance of cervical cancer screening and encourage women to have 

screening same-day or schedule a return appointment 
• Primary points of “script” in MAs own words: 

o We really encourage women to complete cervical cancer screening, as there are medical studies 
regarding how these studies can provide early detection of cervical cancer.   

o If detected early, cervical cancer is one of the most successfully treatable cancers. 
o While I know it is not an easy exam, we will do our best to make you feel comfortable AND once 

completed, you won’t have to return for 3 years! 
 

List the tasks needed to set up this test of change Person responsible When will it be done? 

Scrub charts to identify all eligible female patients 
with next-day appointment who are due for 
screening 

Debbie Tuesday, 5/28  

For patients identified during chart-scrubbing on 
previous day, discuss importance of cervical cancer 
screening with patient during rooming process 

Debbie Wednesday, 5/29 

If patient agrees to same-day screening, 
communicate with provider to complete screening 

Debbie/Dr. Jo Wednesday, 5/29 

If patient prefers to come back, schedule a return 
appointment 

Debbie/Dr. Jo Wednesday, 5/29 

Predict what you believe will happen when the test is carried out 
• Of patients that Debbie talks to 20% will agree to a same-day screening 
• Of patients that Debbie talks to, 40% will schedule an appointment. 
• Of patients that Debbie talks to, 20% will say that they already had a screening elsewhere 
• Of the patients that had screening done with a different provider, 80% of records are collected 
• 20% of patients will not make an appointment 

What data will be collected to determine if your test is successful? 

 
 
 

 

Patient's Identified 
as Needing PAP 

Same-day Screening Return Appointment Screening Done Elsewhere? 

Same-day 
Offered?        

(Y/N) 

Same-day 
Completed?      

(Y/N)  
Comments           

(Why/Why Not?) 

Return Appt. 
Scheduled? 

(Y/N) 
If yes, date 

of appt. If no, why not? 

Return 
Appt. 
Kept?  
(Y/N) 

If yes, 
where? 

Date 
Records 

Requested 
Date Records 

Received 

                      



DO 
Describe what happened when you ran the test (what did you observe?) 
 
 
 
 
 
 
 
 
 
 
 
 
 

STUDY 
Describe the measured results and how they compared to the predictions (what did you learn?) 
 
 
 
 
 
 
 
 
 
 
 
 
 
ACT 
Describe what modifications will be made to the plan for the next cycle (based on your learnings) 
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Get in Touch 

Thanks for spending the day with us! 

Preventing Heart Attacks and Strokes Everyday (PHASE) is an evidence-based, population 

health management program and clinical protocol that, when followed, reduces heart 

attacks and strokes.  Developed by Kaiser Permanente in 2002, PHASE has helped reduce 

heart attacks and strokes among Kaiser Permanente members who were at risk. With 

funding and the expertise of their physicians, Kaiser Permanente has been sharing PHASE 

with community clinics and public hospitals since 2006. 

 

kp.org/phase 
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