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COMMUNICATION SESSION
Involving patients in care pathways and 
healthcare organisations
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ACS Program: Optimization of outpatient 
follow-up of patients admitted for acute 
coronary syndrome based on the 
improvement of the care process and 
continuity and active listening for 
decision-making 
Hospital de la Santa Creu i Sant Pau
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Context

Initiative that arises for the improvement of the processes within the cardiology services for greater efficiency and an 
improvement in the experience of patients at each stage of the process. 

The reorganization of the care process for the patient with ACS (Acute Coronary Syndrome) based on a multidisciplinary 
approach and encompassing the different levels of care together with the patient's perspective, improves delays to the first 
visit, decreases readmissions and mortality in the first year, with an above average level of user satisfaction. 
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What did we improved

The reorganization of the care process for the patient with ACS (Acute Coronary Syndrome) based on a multidisciplinary 
approach and encompassing the different levels of care together with the patient's perspective, improves delays to the first 
visit, decreases readmissions and mortality in the first year, with an above average level of user satisfaction. 
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NETWORKING: A COORDINATED MODEL
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Methodology
Most frequent program participants segmented by profile to define key target audiences
·  Applied qualitative techniques and active listening to identify:

• Moments when patients most need informational and emotional support

• Key needs such as guidance, reassurance, and understanding of their condition

·  Mapped preferred communication channels and content formats for information delivery

• Enabled personalized and meaningful engagement with users

• Reinforced the principles of Value-Based Medicine through patient-centered communication
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ICHOM model monitoring for defining indicators

ACS Program

Transition between services

Care continuityHealth outcomes

Acute 
Coronary 
Syndrome

October 7th, 6th SPX International colloquium - Ainhoa Vilarrubias



SPX International Colloquium 2025 – 6th Edition in Luxembourg

Patient involvement

Patients participating in the ACS program have 
been actively involved in decision-making 
processes related to defining objectives and 
identifying needs. They have contributed through 
qualitative methods such as focus groups and 
interviews, as well as in the development of 
questionnaires and satisfaction and experience 
monitoring measures implemented since 2023. 
This participatory approach reinforces the 
principles of Value-Based Medicine.
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Professionals involved

Cardiology service at the Hospital de la Santa 
Creu i Sant Pau: nurses, doctors, case 
managers, administrators, health workers. 
Primary Care: nurses, administration, etc.

Institution support

Hospital de la Santa Creu i Sant Pau Hospital has the 
support of an area dedicated to accompanying the user at 
all points of interaction with the institution. It is called the 
user and community area and has departments that 
ensure and ensure that users' voices are listened to and 
actively involved in the improvement of circuits and for 
real solutions that respond to people's real needs

ACS Program
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Challenges

• Coordination with external centers of the hospital. 

• Electronic tools and different information systems between health 

organizations and institutions that do not ensure the continuity of 

patient information between different levels of care. Causing patient 

information to be lost and unable to travel throughout the system
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During the first year of establishment of the new clinical route, 167 patients with ACS were treated. 

There has been a decrease in the waiting time for the first visit with cardiovascular specialist nursing (47 vs 10 days), a 
decrease in the average time for the first visit with cardiology (97 vs 39 days), 89% of patients have follow-up tests during 
the first trimester and 51% of patients achieve LDL cholesterol levels below 55mg/dl. 

Mortality in the first year decreased from 5.3% to 2.3%; readmissions at 30 days decreased from 7.2% to 4.7%, and readmissions 
at 90 days decreased from 10.8% to 9.1%.

The satisfaction surveys carried out among the users of the program show an NPS score (Net Promoter Score) of 68.29% of patient 
satisfaction with the program, which exceeds by 13% the average score of results in the health sector in Spain (55 %). 

More than 90% of the patients who responded to the evaluation survey had the tests before the visit and had a follow-up visit with 
cardiology at the end of the program. The same percentage result expressed having received the information in a useful, clear and 
sufficient way. The follow-up carried out by the program's nursing staff shows a level of satisfaction of the users in all the items asked 
for over 75% satisfaction; treatment received, call quality, waiting time. Demonstrating the quality, satisfaction and efficiency of the 
program on the part of the users.
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Results
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Results

• NPS Survey to all patients that go through the process 
• Focus groups that gave qualitative value data 
• Website with recipes for patient who have suffered ACS
• Protocol to continue activity with Primary care outside the 

hospital 
• Protocol to keep in touch with the patient after they have 

suffered ACS
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The protocols created and implemented ensure their replicability in 
other environments. The program aims to leave scientific evidence 
and a record of results, so that it can be implemented in other 
institutions and processes.

This is a transformative project in the health system, since 
behaviors and practices can be shared. It demonstrates tangible 
results that can serve as an example and inspire others to adopt 
these changes, contributing to wider cultural evolution. Circuits and 
process changes have been defined that modify or restructure the 
way they interact with each other and with the system, promoting 
cultural changes. 
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THANK YOU!!!
Ainhoa Vilarruibas Llopis - MBA 

Avilarrubias@santpau.cat
Ainhoavilarrubias1@gmail.com
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