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Overview

The challenge

Without key patient information, clinicians may unintentionally build care plans that
patients cannot follow. Because key information may be uncomfortable for patients
to share (for instance whether or not a patient can afford a prescribed medication),
it isn’'t always effective to ask point-blank questions. The end result is that many
patients don’t adhere to their care plans and are readmitted.

The organization

Carolinas HealthCare System' is a 7,460-bed health system headquartered in
Charlotte, North Carolina, US.

The approach

Carolinas HealthCare developed a training program to teach staff how to use
motivational interviewing to engage patients in their care.

1. This case study was originally published in 2015. Carolinas HealthCare System changed Source: RACE Rapid Access to Consultative Expertise, “Race In a
their name to Atrium health in 2018 Box,” http://www.raceconnect.ca/about-race/race-in-a-box
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Approach

Carolinas HealthCare trained their staff to conduct motivational interviewing to
engage patients in their care. They did this by:

O 1 Creating an in-person training for care managers and health
coaches who work with high-risk patients

O 2 Providing internal resources to support staff after their initial
training so they can continue to hone their skills

1. This case study was originally published in 2015. Carolinas HealthCare System changed Source: RACE Rapid Access to Consultative Expertise, “Race In a
their name to Atrium health in 2018 Box,” http://www.raceconnect.ca/about-race/race-in-a-box.
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Create in-person training for
O 1 caregivers who work with high-risk
patients

Deploy motivational interviewing to engage patients in
their care

Motivational interviewing is a patient-centered, collaborative communication style
that can strengthen a patient's own motivation and commitment to change. This
interviewing style helps clinicians engage patients by asking questions in a way
that puts patients at ease and responding in a way that makes patients feel
accepted, not judged. By using motivational interviewing techniques, clinicians
can develop a stronger rapport with the patient and address barriers to patient
engagement.

Leaders at Carolinas HealthCare System require all caregivers who work directly
with high-risk patients in both inpatient and outpatient settings to complete
motivational interviewing training. Other care caregivers are encouraged to
attend the training sessions—but it is optional.

This two-day, in-person training uses evidence-based interviewing techniques.
The goal is to equip clinicians with the skills to ask questions that encourage
truthful responses and sharing from patients. The cost of a locally-offered two-
day training session is $100 per staff member, which is generally reimbursed by
the department.

Once they complete the training, clinicians are expected to incorporate
motivational interviewing techniques into all interactions with patients.
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Provide supplemental motivational
Interviewing resources

To help staff improve their skills over time and to keep motivational interviewing
top of mind after the training, Carolinas HealthCare put a number of
supplemental resources in place. Staff can use these resources to share
experiences, learn about upcoming trainings, and receive feedback from
experienced peers.

N e O'_?_Q
o) O o
IT M O

Online Webpage and Face-to-Face Meetings Coaching Network
Discussion Board A quarterly forum for staff to A system-wide coaching
A way for staff to share their meet in person to discuss network, through which
experiences with motivational insights and lessons learned experienced clinicians and
interviewing and learn about from their experiences using health coaches shadow and
upcoming trainings motivational interviewing provide constructive feedback

to clinicians and coaches who
are new to motivational
interviewing techniques
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LEGAL CAVEAT

Advisory Board has made efforts to verify the accuracy of the information it provides to members. This reportrelies on data obtained from many
sources, however, and Advisory Board cannot guarantee the accuracy of the information provided or any analysis based thereon. In addition,
Advisory Board is not in the business of giving legal, medical, accounting, or other professional advice, and its reports should not be construed as
professional advice. In particular, members should not rely on any legal commentary in this report as a basis for action, or assume that any tactics
described herein would be permitted by applicable law or appropriate for a given member’s situation. Members are advised to consult with
appropriate professionals concerning legal, medical, tax, or accounting issues, before implementing any of these tactics. Neither Advisory Board
nor its officers, directors, trustees, employees, and agents shall be liable for any claims, liabilities, or expenses relating to (a) any errors or
omissions in this report, whether caused by Advisory Board or any of its employees or agents, or sources or other third parties, (b) any

recommendation or graded ranking by Advisory Board, or (c) failure of member and its employees and agents to abide by the terms set forth herein.

Advisory Board and the “A” logo are registered trademarks of The Advisory Board Company in the United States and other countries. Members are
not permitted to use these trademarks, or any other trademark, product name, service name, trade name, and logo of Advisory Board without prior
written consent of Advisory Board. All other trademarks, product names, service names, trade names, and logos used within these pages are the
property of their respective holders. Use of other company trademarks, product names, service names, trade names, and logos or images of the
same does not necessarily constitute (a) an endorsement by such company of Advisory Board and its products and services, or (b)an
endorsement of the company or its products or services by Advisory Board. Advisory Board is not affiliated with any such company.

IMPORTANT: Please read the following.

Advisory Board has prepared this report for the exclusive use of its members. Each member acknowledges and agrees that this report and
the information contained herein (collectively, the “Report”) are confidential and proprietary to Advisory Board. By accepting delivery of this Report,
each member agrees to abide by the terms as stated herein, including the following

1.

Advisory Board owns all right, title, and interest in and to this Report. Except as stated herein, no right, license, permission, or interest of any
kind in this Report is intended to be given, transferred to, or acquired by a member. Each member is authorized to use this Report only to the
extent expressly authorized herein.

Each member shall not sell, license, republish, or post online or otherwise this Report, in part or in whole. Each member shall not disseminate
or permit the use of, and shall take reasonable precautions to prevent such dissemination or use of, this Report by (a) any of its employees and
agents (except as stated below), or (b) any third party.

Each member may make this Report available solely to those of its employees and agents who (a) are registered for the workshop or
membership program of which this Report s a part, (b) require access to this Report in order to learn from the information described herein,
and (c) agree not to disclose this Report to other employees or agents or any third party. Each member shall use, and shall ensure that its
employees and agents use, this Report for its internal use only. Each member may make a limited number of copies, solely as adequate for
use by its employees and agents in accordance with the terms herein.

Each member shall not remove from this Report any confidential markings, copyright notices, and/or other similar indicia herein.
Each member is responsible for any breach of its obligations as stated herein by any of its employees or agents.

If a member is unwilling to abide by any of the foregoing obligations, then such member shall promptly return this Report and all copies thereof
to Advisory Board.
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