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Know what to do when you go to the
hospital: How to get the health care you
need

ELIZABETH PAYNE Updated: July B, 2018

Lilly Mueller died of meningitis last week after being sent home from Queensway Carleton Hospital with a prescription for penicillin and an
uncertain diagnosis.

< Itis a nightmare scenario. Aloved one goes to the hospital, only to be
sent home without appropriate treatment or care, leading toan
urgent, even deadly, medical crisis.

That was the case with a young Ottawa woman who died of meningitis last week after being sent harme
from Queensway Carleton Hospital with a prescription for penicilin and an uncertain diagnosis. Twenty
three-year-old Lily Musller was brought back to the hospital later in the day after her condiion worsened. in
 matter of hours, she was dead from stilundiagnosed meningits, leaving her shatered family seeking

answers

COMMENT In an age of increasingly complex and busy medical systems, how can patients and their families be sure

they are heing properly diagnosed and getting the treatrent they need?

= Patient advacates say there are steps every patient and their family should take to ensure their concerns
PRINT are heard and that they get the treatment they require.

The rise of patient navigators, or advocates, as a business model across the country is a sign that marny
peaple feel they need help getting the hest care out of the health system. Navigators say they can get
better results for patients, although they must pay for the service. Dactors, to, have embraced the
mavernent, which can help patients manoeuvre camplexity and gaps in the health-care system, and avoid
unnecessary harm

There are things individuals should do as well

Susan Hagar, faunder of Ottawa-based Nurse an Board, which she describes as care managers to help
patients navigate the system, offers same simple steps everyane should follaw when they head to the
haspital or their doctor's office

« Take notes. Hagar and others recommend everyone bring a notebook to appointments or the hospital. It
should contain detailed notes about symptoms, when they began, what set it off, how painful it is and
when it happens. It should also cantain a chronology of events, if necessary, and any treatrment given
Equally as impartant, notes should be taken during meetings with heatth professionals, getting their
names, their advice and what tests are being dane

Don't go alone. If possible, patients should have a family mermber ar friend, or paid navigatar, with thern
A second set of ears and a second vaice can make a hig difference, says Sandi Kassey, serior director
of the Canadian Patient Safety Institute (patientsafetyinstitute ca)

Bring your health history and a list of your medications (or the medications themseives). Know yaur

family health history.
Make sure you understand what is heing done and why, including alltests and treatments, and e

informed
Be firm, if necessary. f you or your loved ane feels they are not being heard, make sure you repeat your

issue and a health professional investigates. Re-state symptarms
Do not leave without a plan, including knowing what to expect and what to do if your candition worsens

« Don'tbe afrai to go to the emergency room i you are concerned about your health

Hagar said she and her staff see worrisome issues al the time in the health system, including
misdiagnoses

“Unfortunately, there are many staries that don't make headiines and are happening all the time.”

People have ta plan when it comes to getting appropriate health care, she said. “When you have a
pralilem, you really wart to go inta healthcare prepared for the encounter. | tell anyhady who goes
anywhere near the haspital to have a notehaok and write dawn the names of the doctors they see and the
tests, because it matters.”

More information, including five questions to ask aboLt your medication, is available at the Canadian Patient
Safety Institute website www canadianpatientsafetyinstitute ca



