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Call for Great Care

How Pre and Post-visit Clinical Phone Calls Save
Money and Provide a Better Patient Experience

PRESENTER:

Tammy Morton Webb, PhD, MSN, RN-C
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How to Get Started
Best Practices

GHS Outcomes to Brag About
— Staff Recognition

— Monitor other C2E Initiates

— HCAHPS Response rates

— Performance/Quality Improvement
— Evidence-based

MD Initiated calls in ED
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From: Jan 01, 2011 To: Jan 31, 2011
Total Discharges: 2292

Total Patients Attempted: 2292

% Attempted: 100.00%

Total Calls Made: 4063

Total Completed Surveys: 1917
%Surveys Completed: 87.65%
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- Best Practices St
« 3 attempts to reach each patient by phone

e Nurses work 8 or 10 hour shifts

« Calls attempted 9am to 8:30 pm Mon-Sat

« Calls made Sunday 1:30-8:30

« Steering Committee

« Call Quality Screens

« Staff and MD Recognition
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Discharge Calls Nov 09-Jul 2010 Total # Wrong Calls - GMH ER and
Inpatients
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Dear: Nancy Nurse, RN 2C
We want to personally thank you for the excellent service you provide to

our patients. Your name was recently mentioned in a complimentary
way during a discharge phone call.

It is because of people like you that our hospital system continues to
succeed. Keep up the good work.

“‘Caring and Wonderful

Sincerely,

Patient and Family Relations
Date: 8/5/10
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GHS Comparison of PG Surveys Received in
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GHS Inpatient Patient Satisfaction

GREENVILLE HOSPITAL SYSTEM

- HCAHPS Ratings of 9s and 10s  vhvesm Mpicar civiz
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Complaint Stats

2007 1896

2008 1631
2009 1205
2010 1019

GREENVILLE HOSPITAL SYSTEM
UNIVERSITY MEDICAL CENTER
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Complaint letters attached to surveys have
decreased from an average of:

— 9 per month in 2009 to
— 2 per month since February 2010
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GHS Nursing
Communication Issues
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/2 Patient Call Manager - Windows Internet Explorer
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Relationship to Fatiert  Spouse
Preferrad Language Englsh
Rabigoun Praferance
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Hello, Thas s from Greenville Memorial Hospital, 1 just wanted to call and see how you were doing dince your discharge from the hospital. ls this a good time for you?

(PROJECT RED) Do yow know WHEN you ahould call your doctor (changes i your condition)?

| »»rAdd Note

| (PROJECT RED) Do you kncw HOW 10 resch your doctor®
' 4
»>>Add Note

PROJECT RED) Whwn you Reft the Aospital, wace you given WRITTEN indarmation abowd pour medicstions?

\
(PROIECT RED) Whan you Ml the hospdal, ware you givan WRITTEN ifarmation sbowt your specific disessa/scndiian? 3

We are always looking far ways to improve cur services and o recognize empicyees that are doing & great job. You will gat a patient satisfaction survey in the mal in a few weeks. Fesse be sure to
completa It and drop it Back In the mail to us.

> Panent Pravious Surveys (0) >>Patent Call Mistory (fes) 23
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OMMents (Oct 2010 - Mar 2011)
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Greenville Memorial Hospital
Inpatient Complaints by Category
Oct 2010 - Mar 2011
Room 0
Attitude/Communication_Nurse/Staff
Discharge
Staff Responsiveness_Wait Time/Call Light/Toileting

Food
Attitude/Communication_MD
Cleanliness/Quietness
Quality/Skill_Nurse/Staff
ETC

Medication

Other Financial/Billing

Pain

Admission

Other_Misc

Other_Safety Issue/Fall
Quality/Skill_MD
Diagnostics

Staffing Level

Other _Lost Belongings
PACU

Transport

Privacy/HIPAA
Communication_Departments
Event

1.9%

Top Opportunities (72%):
Room
Attitude/Communication RN
Discharge

Staff Responsiveness

Food
Attitude/Communication MD
Cleanliness/Quietness

0 50

M HCAHP

100 150 200

250

S DomainRelated
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72 Patient Call Manager - Reports - Windows Internet Explorer =5 =]
( 4 4 [t af 1 bkl @ [150% =] ] Find | Next el » 0 JBu =
10/18/2011
Page: 1
\ Question Analysis
Camputed averages are rounded, thus may not total 100%,

Did & member of your nursing leadership team visit with you during yvour stay? They might have asked
guestions like: have all your needs been met?: One Choice

Yes 37 82 Y%
No 8 18 %
No Response 0 0%

Did someone ROUND orn you regularly to ask if you needed any help going to the bathroom or pain

One Choice

Yes 38 88 %
No 5 12 %
No Response 0 0%

Summary of selected report criteria:

From Survey Completed Date = 10/1/2011

To Survey Completed Date = 10/18/2011

Units = 4B Cardiac Medicine

Questions:

Did a member of your nursing leadership team visit with you during your stay? They might have asked
guestions like: have all your needs been met?

Did someone ROUND on you regularly to ask if you needed any help going to the bathroom or pain
madication?

Report: Question Analysis Report Run Time: 10/18/2011 09:37:05 AM CT
Printed By: WEBH, TAMMY Page 1 of 1
© 2010 Studer Group

ﬂﬁ!nr!l 3 Patient Call Manager - W, .. II ﬂ Fatient Call i [Q-«"_, Inbosx - Microsolt Sutlook |m [IF_-'jl Microsolt PowerPolnt - [... | i [gv_',EfE ,\.J’-‘ 10:37 AM
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Month Do you have Do you have
bathroom bathroom
scales at home scales at home
. to weigh to weigh
= C H F H Otl I n e yourself every yourself every
day? day?
* Funding for Bath Scales
YES NO
May-2010 23 12

Jun-2010 24 8




Readmission Rate B
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Readmission Rate Within 30 days
CY2009 Q1 2010 Q2 2010 Q3 2010 Q4 2010 2010 CY
Facility Readmit Readmit Readmit Readmit Readmit Readmit Readmit Readmit Readmit Readmit Readmit Readmit
Rate Rate Index Rate Rate Index Rate Rate Index Rate Rate Index Rate Rate Index Rate Rate Index

Greenville

Hospital 8.80% 8.61% 9.15% 8.97% 7.60%

System
Memorial 9.68% 9.67% 10.13% 9.86% 8.26%

Hospital
Memorial 5.19% 3.70% 3.81% 5.18% 3.62%

Hospital
Memorial 4.46% 3.77% 5.36% 4.49% 7.42%

Hospital
Patewood
Memorial 0.63% 0.62% III 1.44% n 0.00% l’l 0.00% n

Hospital

Observed rate is significantly < than Expected (O/E ratio < 1.0 and statistically significant)

The ratio of Observed to Expected Readmits is < 1 but not statistically significant (O/E ratio < 1.0)

The ratio of Observed to Expected Readmits is > 1 but not statistically significant (O/E ratio > 1.0)

*Report generated April 2011
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Questions Question Text 1

View Order in Survey : Beginning (6 items) (Do you know the five signs of & STROKE?

Did your discharge instructions give you the information you needed to care for your 4 o X GAIT, VISION, SLURRED SPEECH, HEADACHE, PARALYSIS

Have you made your follow-up appointments with your doctor or clinic? "~y X

Were you able to get your prescriptions filled? N X

Do you have any questions about the medications you are taking right now? N X Select Type of Question

Do you understand the medications you are taking including the REASON you arsta 4+ ¢ X ® Low to High Range for Scale « One Choice |
Do you know the five signs of a STROKE? 4 X |]:| |!:| « Multiple Choices |

GAIT, VISION, SLURRED SPEECH, HEADACHE, PARALYSIS

. " . . Rating Scal |
View Order in Survey : Middle (2 items) . Ing =cale

Did @ member of your nursing leadership team wvisit with you during your stay? The 4+ ¢ X ) |

Did someone ROUND on you regularly to ask if you needed any help going tothe ba A4 o X * Reward/Recognition |

View Order in Survey : End (2 items) * Oppoertunity To Improve |

Are there any physicians, nurses or hospital staff that you would like us to recognize 4 ¢ X

We are always looking for ways to improve and care for our patients. Is there anytt 4% o X A=<ignitolalGraunlifeaipyigy M

Export answers to Health Information Management? @ Yes

| I 4]page[l_Jof1|» u|
——




Patient Call Manager - Windows Internet Explorer - |ﬁ' |5|

6'.\;: - I@, https: | fuman, sgsuite . comfpommeby

j ﬁ (| X ILiveSearch 0|~

File Edit Wiew Favorites Tools Help

'i::? afe @ Patient Call Manager |

@ - B - @ vgpagev@Toolsv >

U Patient Call Manager”

The Clinical Call System

Welcome: WEBB, TAMMY  Facility: Greenville Memorial Hospital

Maintenance Reports Help

Lo

>>Unit: Special Procedures

+ Patient Status - Discharged
- Specialized Question Group - CHF
Specialized Question Group - ED MD
Specialized Question Group - Mom § Baby
Specialized Question Group - Pulmonary
4 Specialized Question Group - Stoke
Beginning - Do you know the five signs of @ STROKE?
Survey Number - 1
Survey Number - 2
Survey Mumber - 3
Survey Mumber - 4
Unit - 08Ht
Unit - 44 Pallistive Care
Unit - Business Office
Unit - Cardiac Cath Lab
Unit - 4B Cardiac Medicine
Unit - 4C Cardiac Telemetry
Unit - 2E CWICU
Unit - 4E CCU
Unit - ETC Children's ED
Unit - ETC CEC Peds Waiting Area

3

Beginning
Beginning
Beginning
Beginning
Beginning
Beginning

- Did your discharge instructions give you the information you needed to care fi
- Hawve you made your follow-up appointments with your doctor or clinic?
- Were you able to get your prescriptions filled?
- Do you have any guestions about the medications you are taking right now?
- Do you understand the medications you are taking including the REASON you
- Do you know the five signs of a STROKE?

GAIT, VISION, SLURRED SPEECH, HEADACHE, PARALYSIS

Middle - Did @ member of your nursing leadership team visit with you during your stay? T
Middle - Did someone ROUMD on you regularly te ask if you needed any help going to the
End - &Are there any physicians, nurses or hospital staff that vou would like us to recogniz:
End - We are always looking for ways to improve and care for cur patients. Is there anytl

1]

| *

Delete Assignment by Dragging Back Here

Close

@ 2010 Studer Group

EBStart| | € patient Call Manager ... | i] CALL FOR GREAT CARE ..,

10/13/2011

l—,ﬁl_l_l_’@|e Internet [ ®00% -~ 4

241 PM




File Edit “ew Favorites Tools Help .

ﬂi’ '1'£3' @Patient Call Manager @ - - r&b - Iﬁvpage - @Tools -

MARGARET - Survey 1

P »»pdate Phone Numbers >>Wrong Number >>Do Not Call

==Show &ll Physicians  =>Show Specialized Question Groups

Q71350455 Procedure

Inpatient Mursing Unit 4D CV Surgery
Dischargsd Guardian STEVENSON,STEPHENM
10/2/2011 Relationship to Patient  Parent

10/12/2011 1:10 PM CT Preferred Language English

Ams S/P Afib Religious Preference Baptist (Southern)
4423

Hello. This is from Graenville Memorial Hospital, T just wanted to call and se2 how you were doing since your discharge from the hospital. Is this a good time for you?

0

Add Note

Do you know the five signs of 3 STROKE?
GAIT, VISION, SLURRED SPEECH, HEADACHE, PARALYSIS

01 C2 O3 04 05

>»Add Note

Did a member of your nursing leadership team visit with you during your ? They might have asked questions like: have all your needs been met?

) Yes
) No
>»Add Note

Did someone ROUND on you regularly to ask if you needed any help going to the bathroom or pain medication?

) Yes
) No

>»Add Note

We are always looking for ways to improve our services and to recognize employees that are doing 2 great job. You will get a patient satisfaction survey in the mail in a faw weseks. Please be sure to
complete it and drop it back in the mail to us.

>>Patient Previous Surveys (0) »>>Patient Call History (Yes) [ Close ] [ Escalate Call ]

Daone il Internet Ho100% -
A

*fStartl I & Patient Call Manager ... (i3] Micrasoft PawerPoint - [... | [~ OuHack Taday - Microsof... |« [ g2 2:49PM
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« Magnet Application for GMH
* Congestive Heart Failure Certification

* In 2012 calls will include diagnosis specific
clinical questions and documentation. STROKE

« Calls expanded from the 5 acute-care Hospitals

to LTAC, and Roger C Peace Rehab. Marshall |
Pickens Behavior Health, Infusion Centers, Gl
_abs and MD360 Urgent Care.

* Project RED
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1

CAR@LINA

EMERGENCY MEDICINE, P.A.

Jack E. Colker, MD

EMERGENCY MEDICINE PHYS:CIAN

CarolinaEmergency@bellsouth.net

Greenville Memorial Medical Center - Childrens Emeroer
Greer Memonat Hospital - Hillcrest Memonal Hospital « North Greenville [Hospital

The Physiciags of
Carolina Emergency Medicingsirve to provida

quality and compassionate care.

During your treatment i the ER|
we are committed to keeping yeulinformed
and answering questions about youptreatment plan;
medications, procedures, andtestrasuits,

We consider it a privilege ta care fer you-and your family:
Qur goal is to provide you with exgellent care.
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Tammy Morton Webb, PhD, MSN, RN-C; Manager
Patient And Family Relations; Director of South
Carolina Society of Healthcare Advocates; ANCC
Certified in Medical-Surgical Nursing

tmwebb@ghs.org



