
A Report from the Frontline:  
From Skeptics to Owners of Excellent Service Delivery   

 

 



60 Years of Service 



Our Journey … How We Got Here 



A Frontline Report 



It’s a Journey … Not a Sprint 
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Cleanliness 



Communication Impacts Cleanliness 
 

Tactic: 

Introduction 

of AIDET in 

EVS 



Cleaning for Safety 



Making the Rounds 



Housekeeping’s Rolling Billboards 



Recognition: Housekeeping Cards 



Housekeepers are our Leaders 



ALWAYS Very Clean 
Inside … 



and Outside! 



Nurse Communication 



Medical Unit Scores  
2006 and Today 
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Overall LOR Courtesy



It’s All About the MUST HAVES 

Nurse Communication? 

Hourly Rounding 

Key Words at Key Times 



White Boards & Hourly Rounding 



Tools & Tactics 



Nurse Leader Rounding 



TRUST & VERIFY 
CCO Reviews All Rounding Logs 



Recognition & Accountability 
Posting ALL Surveys 



Weekly Huddles Help 



All New Except 1 and 2 
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Inpatient HCAHPS Performance 



Transparency & Focus 



High Quality of Life 

Working Hard 

Different Directions 

Silos 

Hospital-Wide 

Awareness of Tactics 

Teamwork/Professionalism 

COMMITMENT is Key   
 

2006 2008 
2011+ 

The Patient 



 

 

 

 

 

 

The Patient is the  

Center  

of Everything we Do 





Contact Us Anytime 

 

sanshort@urmc.org 

(706) 647 – 8111 ext. 1165 

mailto:sanshort@urmc.org

