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ASSESSMENT OF URGENCY - WHY AND HOW

* Tool: SMASS - Swiss Medical Assessment System
» Principle: The urgency of each patient is assessed using the SMASS triage system

— Assessment of urgency and place of care

7:? Allgemein
* Provision of the relevant medical information
© Haut/Immunsystem
» Contact with one of our doctors:
Q Kopf/Hals
* in unclear/complex cases
%Q Muskeln/Skelett/Gelenke
+ if an e-health service is required —_
7 Brust/Herz/Lunge
— certificate of incapacity for work, prescription, referral
@}@ Bauch/Nieren/Harmwege
@ Geschlechtsorgane
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necessity of ehealth service

. . . contact doctor
- certificate of incapacity for work with customer
- prescription -

\ - referral J
N -

I

Telemedical:
contact customer . complex or
. assessment of urgency E—
with symptoms unclear cases
SMASS

" medical consultation
with doctor of duty

™,

p
medical recommendation to customer:

- urgency (when/whether to doctor)
- where? (telemedicine, doctor, hospital)
| - further medical information, as needed |
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IMPORTANCE OF VIDEO TELEPHONY

+ Tool: EmergencyEye

* Assessment of:
» skin findings
» general conditions (pediatric patients)
» alarm signs - signs of respiratory distress in the child, signs of inflammation

* video-assisted examination — age-unlimited
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PROCESSES

MEASURES - STANDARDIZE - MODEL
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complete?
corect?
efficient?
communicative?

complete?
correct?
efficient?
communicative?

complete?
corect?
efficient?
communicative?

Morbidity Konferenz - Mérz 2024
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"WZW"-criteria:
- economic efficiency
- expediency
- effectiveness

guideline-conform

~
4

smarter medicine

PDCA
cycle




IF OUTCOME WAS NOT AS DESIRED

DEALING WITH ERRORS
AND COMPLAINTS
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customer complaints 17 4{ employee feedback

Quality
Management

|

case analysis
by quality ‘

!

measures
resulted from
analysis

‘ for medical issues:
analysis by Medical Quality
- on request by Quality

implementation of
measures/proposals in internal
processes/overall organization

|

‘ reviewing impact of
measures
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