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Background:  

Children with medical complexity (CMC) require specialized care across various settings and 
from multiple subspecialty teams, thus making clinical concerns variable. Within the Complex 

Care clinic at The Hospital for Sick Children, both a paediatrician and nurse practitioner (NP) are 
core members of a child’s care team. Additional health care providers (HCPs) are involved in the 

child’s care team depending on the child’s unique needs (e.g. dietitian, social work). Awareness 
of caregiver priorities prior to a clinic visit may help with clinicians’ preparations which should 
enhance clinic flow, optimize care discussions, and improve overall satisfaction for both 

caregivers and HCPs.  Past literature has shown pre-clinic planning is more likely to increase 
satisfaction (1) and to be a moderately effective clinical practice (2). 

 
Aims of Service Change: 

The goals of this quality improvement (QI) project are: 1) to understand how identifying pre-

clinic care priorities of caregivers can help optimize care discussions, 2) to engage HCPs 
participation and improve clinic flow and 3) to improve caregiver and HCP satisfaction with 

clinic visits. 
 

Details of Innovation: 

This QI project will involve two populations: caregivers of CMC, and HCPs within the Complex 
Care clinic. Caregivers will be invited to complete an electronic survey via RedCap, prior to their 

scheduled clinic visit and be asked to identify their top priorities for discussion and determine 
which additional HCPs they would like to attend the visit. This information will be provided to 
the patient’s core team in advance. HCPs will be invited to complete an electronic survey via 

RedCap evaluating their baseline satisfaction with current processes in the clinic. Caregivers and 
HCPs will be sent a post-clinic survey to indicate their satisfaction with the clinic after 

implementing pre-clinic planning. 
 

Outcome: 

To date, 60 pre-clinic caregiver surveys have been completed. Top priorities identified for care 
discussions include: diet/nutrition (49%), changes in health status (34%), and gastroesophageal 

concerns/feeding intolerance (36%). The most common additional HCPs requested to attend the 
visit were dietitians (60%) and social workers (34%). The majority of caregivers reported 



satisfaction with clinic flow (98%), and timing (94%). The most common suggestion to improve 
clinic visits was more flexible scheduling (53%).  

 
Nineteen HCPs completed the baseline survey, (45% NP, 44% paediatricians and 11% 

dietitians).  Ninety-five percent of HCPs felt that receiving top concerns from caregivers prior to 
the visit would be useful in preparing for the visit. After incorporating the pre-clinic survey the 
majority of caregivers were satisfied with the clinic visit overall (98%). Caregivers felt their 

concerns were addressed (92%) and indicated that the team members requested were present 
(100%).  

 
All HCPs (100%) found that the pre-clinic surveys were helpful, 76% mentioned that it changed 
their approach to clinic, helped guide conversation (69%), changed clinic flow positively (50%), 

and positively changed their level of satisfaction (62%).   
 

Discussion: 

Partnering with caregivers in the pre-clinic planning process can better optimize care 
discussions, improve clinic flow, and individualize the delivery of care. Awareness of caregiver 

priorities prior to clinic visits can help to enhance caregiver and HCP satisfaction with clinic 
visits. Next steps include ongoing data collection from caregiver and HCPs. Analysis of the data 

will help inform implementation of pre-clinic planning process into routine clinical practice 
within the clinic. 
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Discussion Question: How would implementing a pre-clinic planning process in your clinic 
impact your practice?  
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• Children with medical complexity (CMC) require
specialized care from multiple subspecialty teams.

• Within the Complex Care program at The Hospital
for Sick Children (SickKids), both a paediatrician
and nurse practitioner are core members of a
child’s care team.

• Additional health care providers (HCPs) are
involved depending on the child’s unique needs
(e.g. dietitian, social work).

• Awareness of caregiver priorities prior to a clinic
visit may help with HCPs preparations which
may enhance clinic flow, optimize care
discussions, and improve overall satisfaction for
both families and HCPs.

• Past literature has shown pre-clinic planning is
more likely to increase satisfaction (1) and to be a
moderately effective clinical practice (2).

• Implement into clinical practice.
• Embed into clinic workflow:

• Send with clinic appointment reminders
• Send from team member known to family
• Explore if it can be sent via patient portal

• Ongoing engagement with patients, families, 
staff, and Family Advisory Committee.
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• Delay in receiving caregiver responses impacted 
ability to ensure presence of all requested team 
members.

• Low response rate when survey was sent from 
contact not known to family.

• Only included English-speaking families.

Limitations

•Review current clinic processes

Environmental Scan

•Develop baseline and post-
implementation surveys

Quality Improvement 
Submission

•Program leadership team

•Program Family Advisory 
Committee

•Presented at clinical rounds

Stakeholder 
Engagement

Project Planning

Survey Dissemination:

Electronic surveys (via REDCap), information gathered includes:

Caregivers
1) Baseline: Identify your top 3 concerns to discuss at your clinic visit.

Identify which team members you would like present at your clinic visit.
2) Post-implementation: Overall satisfaction with clinic and use of the pre-clinic survey.

HCPs:
1) Baseline: satisfaction with current clinic process and clinic flow.
2) Post Implementation: Overall satisfaction with clinic and use of the pre-clinic survey.

Baseline Survey Results: Caregivers

Post Implementation Survey Results: Caregivers and HCPs

Figure 1: Team members requested 
by Caregivers to be present in clinic
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Use of the Pre-Clinic Survey: 

• Use of pre-clinic survey had numerous positive 
benefits among caregivers and HCPs.

• Caregivers reported satisfaction with using the 
pre-clinic survey, felt that their top concerns 
were addressed in clinic, and that team 
members requested were present for the visit.

• HCPs highlighted that the pre-clinic 
survey helped to prepare, guide, and streamline 
care discussions:

• Future research is needed to examine how a 
pre-clinic survey can better serve the needs of 
this unique population.
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“Loved hearing the family feedback. 
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8%

10%

15%

28%

30%

32%

32%

34%

49%

Parental/Sibling Support

Nursing/ Home care

Funding support

Development/ Developmental Supports

Recent Investigations

Medications

Gastroesophageal reflux/ feeding intolerance

Changes in health status

Diet/ Nutrition

Top Concerns from Caregivers

Most 

Requested 

HCP

Dietician 60%
Social Worker 

34%

Community Care

Coordinator 19%

Pharmacist 5%


