CME Disclosure

Accreditation Statement

Studer Group is accredited by the Accreditation Council for
Continuing Medical Education (ACCME) to provide continuing medical
education for physicians.

Designation of Credit

Studer Group designates this educational event for a maximum of 14
AMA PRA Category 1 Credits™. Physicians should only claim credit
commensurate with the extent of their participation in the
educational event.

Disclosure Policy

Presenters have disclosed that they do not have any relevant
financial relationships with any commercial interests related to the
content of this educational event.
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Our Vision

To be the finest care and service

- organization in the world.
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Our Values Our Goals

¢Integrity ¢ Exceptional Care
+Col P ASSI ¢ Customer Loyalty




St. David’s HealthCare:
Care, Service and Culture

Quality Awards Patient Care Best Place to Work
Award Awards
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Our Global Reach

WHhere our pafients Come lrom:
219 of the 254 Counhes iIn Texas All 50 States

Plus:

Washington, DC; Puerto Rico, Guam
&

US Virgin Islands

Argentina Honduras Panama

Brazil Italy Peru

Canada Kuwait Switzerland  gnd more
(@fe][Vigg]e]le! Mexico Ne[Vle[W:\{elelle!

Guam Nicaragua  Venezuela
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We were committed to make a cultural transition:

From compliance to commitment

From guality of care to quality of the total patient
experience

The infroduction of tactics and processes were
necessary but not sufficient.

Ultimately, success can only come from the
Infroduction or reinforcement of a patient oriented
culture.
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“Every employee at St.

Mission in Motion

David’s HealthCare
direcily: provides
excepitional care or
SUPPOItS SOMmeoNe
WRO! Provides
excepilionalcare.”

1‘.

W

@ Plelel rleiiisitilei

Presidenitand @nier Execunive @fficer

St David's Healih@are
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Edgar Rodriguez, EVS Director
St David: s North Austinn Vedical Center:

r ‘-iEnv ronmental Services
a- engage
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Proper AIDET technigue

Use of Key Words at Key Times (KWKT)

IS This @ goeod fime fo clean your room”

Appropridie tone of volce and
MERRENSAS

EXplain CIEGRING| PIOEESS

MeKEPERSONGE cONNECHION WITh PAiEn
SOlIClifPaneER/IamIly: MEMIBENS ASSISTANCE
INQUINE PElenitsalisicciion Ievel e
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Creatfe video demonsirating proper
engagement fechnigue

SET UP Gne on one fraining with start

Start witin staft That have daily contact with
PATIENTS

ViEW MEN@E@EemEn S;teEng@@EmMEnRt
[ECNRIGUE VIdE® WITRrEMPIoYEE

ViGEO GPE EMPIGYEEToIE PIaVIng
ENCEEEMERITIEeChnIgUE

REVIEW VIGEG Wi Employee
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Building Confidence and Commitment

= Ask employee fo explain the
expelr |ece they wish the patient ’ro

-

g rcve
«Self assessr ent by employ'

f“omrm fh videos

v l@eniiiyAmprevemenir opPoRuniiies
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Benefits of Training

=« Change in Culiure

oStaff
oSarwm Excellence Focus
Department '_-.— o
)HHDOF}CJI wne
JFQFIFHLCHIOF] '

vinTerdepanmeniaifieam: VWork




Making a Difference

“Maria gave me a hug and a prayer
when | was overwhelmed (even though
I could‘n’ ‘undersfand Spanish)”

d

4 Nor ) unit

Ol OUI STAY.-
We dppreciaie youriove and KInaness
il

. . during this special time in our lives.
- 2 North unit
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Responsiveness to Call Button
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Pain Management Controlled
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Nurse Explains Things
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e SDRRMC- *2M* e SDRRMC- *PP*  emmmSDGH- *2N*
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Cleanliness of the Hospital Environment
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Goal - consistency across HCAHPS reporfing

department

AN EXPENT C

Everyone w
EXPErence

S
n@mplion 1o inifiate the skills lalds

NO conducts a lab must first
ihe lab as each stalifl: memiber Will

ERSUre Tnaifeach Sialiif member has @ similar

EXPENENCE

@nA IS evallaied COnSISiently.

CommiitierNeNESI ieedphack anad
deccoUni@iliyiIeor engagement
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Self Reflection

How. did you do¢ Fair, Good, Excellent
Positive teedback

Whai l'saw: you doreally well was. ...
Negative feedback (no more than: 3 ifems)

IREWES AN OpPPOHUNITY. Ier VoU io
PosIiive TEEdDaeEk

You didiagreaii|ols... ..
Selif Rerleciion ake Away.

WhairwillVeueke Pack o The Unifi o implement
INYVOUr PreCicE @R share Wil YouUr PEErse

2.
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Hourly Rounding Skills Lc




Communicate the Results

= |dentify the trends both
strengths and b 9

OPPO r'|-U N | '|-| es HCAHPS Presentation : LLTSTQ?UQ 2gi
11 Come see how our results Tuesday August 30™
‘ De pO rl-me rTI- S peCIfIC correlate to our performance 1030-1115
with hourly rounding « Wednesday August 31*
Resulis 0745-0830

Presented by lason Yediares Thursday September 1%

¢ Hosplial Wide Resulis 1030-1115

< All Megtings In Auditorium A
» Conelaie e cunent: P
H@ AHPS results MANDATORY MEETING 3s/4C |~ \ﬁ/
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Continue the Momentum

= Ensure fhe skills are
lmple Ted Zero Call Light Reward Program @
| Re VO Jf' J an ]C e COgnize Unit Clerks will email the department at _

p \ Q Q Ir the end of their shift with the staff names
~behaviersasseenin. ~ that had No Call Lights!
INUISE P\J QAEr J{ O U ﬂ di ﬂg ~ Managers and Supervisors will distribute
your choice of gift card, meal card or
=0 r](‘JII f‘ S (““QJ” ]]0 hw movie ticket for every shift in which you

rﬁCIUPHO!’] pU ]L.,CT”" have Zero Call Lights

ConaueT
CONIESIS/ComPeIlion
OPSENEIORS
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Hourly Rounding Skills Labs Hints

= Realistic staging of room (clutter / micro-frash)
= Self Assessmen’r completed prior to Skills Lab

= Start wﬂim Manager / Director and Educator
ompetency evaluafion

= Director /. Manager provided feed ,Including
engaeement foc’ro’f‘s

- ———

OCUS 0N ConNECtion o AWhRy S Ter paiientand
Jrelif

Prodciiveeunaing

Nelgrelilnie) eelfs

ERVirenmeni@liiassessment;, INCIUAing callligni
Houny/ReUneinelieg

L
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Clear expectation of education (mandatory and
aggressive fimeline)

Involvement and visibility: of Senior Leaders, Directors
and Managers

Daily Nurse Leader Rounding e validate
Provide positive feedback for behaviors 10 be repeated
Conrech supsicndand peMermMence on e SPol

Cleanr UnEErsicnding ol CONSECUENCES i COMECTION GOES
RO OCCU

CoOnRRECITNE WhY “iier PAlIENTS — MANAJING UP Process anad
Srelfi

@OnEenG HEUNY ROUNEING GSEnNVaion audils
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“Ler whoever IS In charge keep this simple
queshon In her head

Horence Nigningaie



A Warm Texas Thank Youl!

ci.merrill@stdavids.com



mailto:cj.merrill@stdavids.com

To provide exceptional care to every patient,
everyday with a spirit of warmth, friendliness,
and personal pride!
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