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“
Patient engagement 
is the blockbuster 
drug of the century.

”

Dr. Farzad Mostashari
Former National Coordinator for 

Health Information Technology
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New Mexico Hematology Consultants, LTD

● Independent, physician-owned, multi-disciplinary center
● 18 MDs, 2 PharmDs, & 4 APPs across 2 sites of service
● 2017 NCQA Oncology Medical Home, 1st in the nation
● Active participant in the Oncology Care Model with emphasis 

on patient experience



Why Patient Orientation? 

I wish I had known...

 

This would have been easier to navigate if...

I wish someone had told me…



Demystifying the Patient Experience



Challenges, Learnings, and Results

Achieve organization-wide 
buy-in

Demonstrate impact, even 
when the ROI is hard to 
show

Dedicate time and create 
an operating rhythm

Seek continual 
improvement



Queens Medical Associates

● Largest medical oncology center in county, population 2.3 million 
● 7 official languages, 138 spoken
● 34% of patients aged 80+
● 35% low income subsidy vs. 13% across other OCM practices
● Heavy concentration of Managed Medicare/Medicaid



Why Palliative Care?

Oncology Medical 
Home
2013

Nurse Triage & 
Symptom Mgmt

2013

Social Work 
Navigation

2014

Nurse Navigation
2016

● Oncology Care Model: OCM-3
OCM-3: Referral to hospice within four days of death

● High cost end of life of care

Programs

Challenges



Challenges, Learnings and Results

Maximize existing 
resources 

Rebrand to align around 
your mission

Pursue data and feedback 
to measure impact

Recognize that progress 
takes time 



Queens Medical Associates: Supportive Oncology

https://docs.google.com/file/d/1ACkf8AqYVN3fTAVXjs_hAArV0OoXaS3B/preview


Community Oncology Alliance 
Patient Advocacy Network (CPAN)

● 10 years of education, advocacy, and impact
● Includes patients, survivors, caregivers, family members, nurses, 

oncologists, & all members of the cancer care team
● 24 CPAN Chapters and many signature CPAN Events:

○ Advocates on Capitol Hill and at state capitals
○ COA’s National Conference – dedicated advocacy track
○ Sit in My Chair – practice based congressional visits



Community Oncology Alliance 
Patient Advocacy Network (CPAN)

✓ Practice Level

✓ State Level

✓ Capitol Hill

✓ National Stage



Challenges, Learnings, and Results

Redefine “patient” with the 
entire journey in mind 

Update your website and 
social media

Leverage existing resources 

Be a visible and vocal 
advocate



Questions



Thank You!


