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Our Amazing Team

7,923
Employees

2,582
Medical staff

623
Total licensed beds

15
Locations

est. 1908
Serving kids for more 

than 100 years

Children’s Hospital Colorado

120,016 
ED/UC visits



We see kids from all 50 states
And more than 35 countries

We see more, treat more, 
and heal more kids than 
any other hospital in our 
seven-state region

• Colorado
• Kansas
• Montana
• Nebraska
• New Mexico
• South Dakota
• Wyoming

CO
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For kids:

For families:

Our families complete our care team
We include patients and their families in every care decision — and we do our best to make sure they don’t have to worry about anything else while 
they’re here. We know kids need to play, learn and connect, even when they’re sick, and we offer dozens of amenities to help them do just that.
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Impact of COVID-19 on the ED
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Positive Pandemic Effect

Volumes ↑ Significantly
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Early Respiratory 
Season +    
COVID-19

Pediatric 
Behavioral 

Health 
Crisis

Staffing 
Challenges / Great 

Resignation

Resiliency

Burnout 

Quadfecta Impacts Pediatric Emergency Departments
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Qualitative Analysis
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July 2021: Deep-dive into 
comment themes with the 
ED/UC Patient-Family 
Experience team

Goal: Better understand what 
was driving overall experience 
and identify modifiable factors

Comment Analysis 
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Positive Themes
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What’s Was Going Well
“I felt like everyone cared about my child and 
making him feel better. I liked the way they spoke 
to my child and to me. They made me feel better 
about his condition and made sure I didn't have 
any unanswered questions before leaving.”

“The hospital was very organized. The staff was 
knowledgeable and friendly. Clean and 
organized. Made me feel welcomed and treated 
us with respect.”

“The staff took excellent care of my kid, making 
sure she had food and water (given we came in 
at dinner).  The doctor and nurse listened 
closely and respected our concerns and were 
very thorough.”
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Opportunities for Improvement
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What Needed Improvement

“Nurses were short with 
communication and gave me the 
impression that my child shouldn't be at 
the ER.”

“It was cold and I had to ask for water 
and a blanket.”

“I sat patiently my son on the other hand 
kept crying out in pain because of all the 
pain he had. I watched as people was 
seen before my son even people we 
came in before.“
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Developing a Plan to Support Patients, 
Families, and Team Members
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Quadfecta meant 
that our typical 
response would not 
work . . . we needed 
a new plan.

Wrapping our Arms Around the ED Team
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Needed additional 
resources—ED staff 
couldn’t do this on their 
own
Focused on the waiting 
room experience and 
providing child-friendly 
experience

Putting Together the Plan
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Education/ 
Information:

Triage 
Process

Wait Time 
Updates

People 
Resources

Supporting 
the 

Psychiatric 
ED

Putting Together the Plan
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Helping 
Families 
Understand 
Triage
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• Needed Support from Compliance/EMTALA Team

• Challenging when Staffing is Stretched

Script: Good morning/afternoon/evening. My name is ______ 
and I am the charge nurse, and this is Dr. ________. Right 
now, we are experiencing longer than average wait times 
because there are many children who need our care, and we 
are sorry that you are having to wait. We want you to be as 
comfortable as possible while you are with us. If there is 
something we can do for you, or if you feel that your child is 
getting sicker, please let one of our team members 
know. Again, our apologies for the wait, thank you for trusting 
us to care for your child.

Wait Time 
Updates
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People 
Resources

Volunteer Rounding Child Life Assistant FTE 
added to ED Waiting Rom

Handed out Activity Bags and Fleece Blankets
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People 
Resources: 
Child Life 
Assistants

“I haven't been able to give them a lot of specific information about why the wait 
is so long, and I often do not know answers about welfare since I am not a 
medical professional. But families often just need someone to empathize with 
them and listen to help them feel seen. I have seen a lot of relief on 
caregiver's faces just because I have taken a moment to really listen to 
them and empathize with what they are going through.”

“A mom and her 5 young children were in the waiting room, and I could tell she 
was overwhelmed. I grabbed a board game and coloring to play with the 
kids and sat with them for about 10-15 minutes while the mom took a 
phone call. This is something small and somewhat insignificant, however, 
when the mom finished her phone call she seemed in much better spirits  
and better able to cope with her situation.”

“I personally want to reiterate that I loved my time in the ED and I know several 
other child life assistants feel the same! It has been a fun change of pace. 
The staff is so kind and appreciative of what we do in the waiting room, 
and it feels great to be appreciated!"
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Partnership with EVS
• EVS Leader Rounding
• Increased Staffing / 

Hourly Rounding
• Deep Clean 6-7am

Expanded Guest Relations 
Role to ED
• Visitor screening/badging
• Rounding
• Offering comfort items
• Cleaning

People 
Resources: 
EVS & 
Guest 
Relations
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Supporting 
Families in the 
Psychiatric ED

• Limited pediatric psychiatric inpatient beds meant long waits 
for families in the Psychiatric ED

• Patient Advocates and Patient-Family Experience team began 
daily rounding

• Developed training in partnership with our Psych ED leaders
• Created a new rounding survey to track follow-up
• Offered families resources and support (coffee, toiletries, etc.)
• Debrief with team every two weeks to offer support
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What was the impact?
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Anschutz ED
Volumes or Interventions?
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Final Thoughts: 
Caring for the Caregivers
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Thank you for trying to help the ED figure out how we can do better, while 
understanding our limitations. Thank you for taking the time to get to know us, to listen 
and guide, the support has been invaluable.

–Emergency Services Nursing Director
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Supporting Team Resiliency 
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Thank You


