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Harris County - Texas

Largest county of the eastern half of the state

Area: 1,778 square miles

Population: 4.71 million

Poverty level: 16.5% (national level: 11.8%)
Per capita income: $32,765

Median Household Income: $61,705

83 hospitals across the county
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Harris Health System

The nation’s fourth largest public healthcare system.

Two acute care hospitals — Level 1 & 3 Trauma Centers
Sixteen (16) community health centers
Three (3) Pediatric & Adolescent Centers

Five (5) same day clinics

Five (5) school-based clinics

Specialty Care: Dental, Radiation Oncology, and Dialysis services

The nation’s first free-standing HIV treatment center, Thomas St. Health Center

Health Care for the Homeless Program — Nine (9) clinic sites
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Patient Population - Income Distribution

16 - 1,157
[11.188-2,113
[J2ms-3281

Cnta source ESR Commmeny Anayet Fatesaryd, 2021

Our Facilities & Patient Population Served
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Patient Population Served
Number of Unduplicated Patients — 234,784
Number of New Patients — 64,938
Funding Sources
>  51.2% - Charity & Self Pay
> 22.3% - Medicaid & Medicaid Managed
> 11.9% - Medicare & Medicare Managed
> 14.7% - Commercial Insurance & Others
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Ben Taub Hospital

> Acute Care Hospital and Level 1 Trauma Center
— 402 licensed beds
— 65,830 emergency center visits
— 17,798 inpatient admissions
— 2,417 deliveries
— 8,435 surgeries
— 177,490 outpatient visits
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LBJ Hospital

> Acute Care Hospital and Level 3 Trauma Center
— 215 licensed beds
— 66,684 emergency center visits
— 8,828 inpatient admissions
— 2,238 deliveries
— 4,972 surgeries
— 141,924 outpatient visits
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We are committed to excellence!

= HealthCarchin =
’ = Harris Health Sysrem
7 mOSt Joins Hite Group of
/ — ere e “Most Wired" Again
‘U m@ WINNER 2014
/| el eNcE
I.ICommission
on Cancer*
AMERICAN COLLEGE OF SURGEONS
K Verified Trauma Center
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Magnet Journey

> Nursing department began assessing and getting
ready in 2011.

> Gap assessments began in 2013.

> The journey began in earnest, with some
organizational support in 2014.

> Consultant on boarded in 2018.
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Gap Analysis

>1n 2013, the “Nursing Strategy Team”, comprised of a core group of senior
nurses, was established to perform a gap analysis of current state and Magnet
readiness. ™

Gaps were identified in
several Magnet
Standard Domains
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Engaging the Organization

> Magnet placed as a topic of discussion on
physician medical boards

> Nursing units identified “Magnet Champions”
> Ancillary departments included in contests
> Development of the Luminary Award Program
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Project Timeline

December 2013
Established ad
hoc taskforce

Dec 2013

Jan 2014

February 2014

Established

Program Name:

Luminary
March 2014
Solution

Development: Criteria

January 2014

April — May 2014

* Reviewed Current External
Awards of Excellence
* Proposed Solutions

Ongoing
Development: Criteria
and Scoring Rubric

@
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Recognition Criteria Categories

ZEITRN
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i
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7QUALITY L o : Learning & Growth: % of
approva Clinical Quality: involving a h ; A
\'Egua challenging nurse-sensitive professional nursing certification

indicators

and professional organization

membership

Leadership Effectiveness: how
leaders interact & support staff
and how they collaborate with
other services

Service: patient satisfaction and
nurse satisfaction ratings

P

Staffing: initiatives to maximize
recruitment and retention, as well
as adherence to budgeted RN
productive hours
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Nursing Excellence Award

Awareness
Campaign
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NURSING

Lioh o
| tﬂ
e Woy lumiiany]

HARRIS NEALTN SYSTEM

Coming soon you will have the opportunity to
apply for the newly developed nursing excellence
award, Luminaries. This award will recognize
nursing excellence across our system.

Awareness
. To assi ith providi lars describing th
Campaign iy

patient care you provide each day, below is a sample

exemplar of each of the five award criteria:
« Application (coming Feb 2016)

Clinical Quality
Learning & Growth ¢ The Facts About Lu nary
Service

Leadership Effectiveness
Staffing
“# Contact Us
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Nursing Excellence Award Nursing Excellence Award

Clinical Quality Exemplar h ¢ g Clinical Quality Exemplar R

Education
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Luminary Award

2 Organizational Impact

—  Improved Workforce Morale

— Fosters nursing excellence —
congruent with Nursing’s strategic
development plan

— Improves patient outcomes —
central to Nursing’s mission and
vision

—  Cultivates teamwork among
interdisciplinary team members

— Cultivates staff’s willingness to
share best practices with other
units and pavilions.
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Award Levels ‘..; . A —
4 \ 2

DIAMOND  SAPPHIRE EMERALD

Organizational
Recognition

Badge Holders

Jeweled Plaque
Unit/Clinic/Health
center Celebration

Conference

Registration
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Nursing Quality Improvement

> Improvements were needed in some of our Nursing
Sensitive Indicators: CLABSI and HAPI

BTH/QM CLABSI Rate 3A IMU HAPI Rate
200 200
Intervention
180 + = 800 - 4016
160 + pll 700
140
600
cuaBsiRae 20 HAP i
1,000 100 1 o
‘I:',‘,"';',.,“" 080 | (oo 1,000 400
060 | - O
040 200 \
020 | 100 \
00 a7 217 7 | a7 | iaie o000 . ” . "
——BTHOM I 126 1 157 | 025 | 072 107 | 3w | 40w | 1017 | 20v7 | Qw7 | 4diT |
| —NDNQI benchmark 118 [ 119 [ 125 130 1 118 [==3Amu| 625 825 687 000 000 000
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Greatest Challenge

> Patient Satisfaction scores for outpatient
clinics that reported up through hospital
leadership

> We would be going into our survey with a
deficit already in place
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Greatest Challenge

> Patient Satisfaction scores for outpatient
clinics that reported up through hospital
leadership

> We would be going into our survey with a
deficit already in place
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Patient Experience
Process Flow Implement,

assess and
revise (then
repeat!)

Review Patient
Satisfaction
Data

. ";'°""°f Nursing &
errormance PX
Partnership Sl

Benchmark

Action

Identif
Planning v

categories &
questions
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Patient Experience
Process Flow

Review Patient
Satisfaction
Data

Nursing &
PX

Partnership Select
Benchmark

\

Identify \

categories &
questions
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Inpatient Patient Satisfaction Performance

EP20EO: Unit- or clinic-level patient satisfaction data (related to nursing care) outperform the
mean or median of the national database used.

LBJ Number of Units Outperforming in Each Quality Indicator Category

Patient Engagement/
Patient-Centered Care Coordination Safety Careful Listening
Care

* * * *

8 of 9 Units Outperform 7 of 8 Units Outperform 6 of 9 Units Outperform 8 of 9 Units Outperform

Ben Taub Number of Units Outperforming in Each Quality Indicator Category

Patient Education Care Coordination Safety Responsiveness

* * * *

13 of 17 Units Outperform 14 of 16 Units Outperform 16 of 19 Units Outperform 9 of 17 Units Outperform
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Outpatient Patient Satisfaction Performance (Pre)

EP21EO: Unit- level patient satisfaction data (related to nursing care) outperform the mean or
median of the national database used.

LBJ Number of Units Outperforming in Each Quality Indicator Category

Care Coordination Courtesy & Respect Pain Careful Listening

0 of 5 Units Outperform 0 of 6 Units Outperform 0 of 6 Units Outperform 0 of 6 Units Outperform

Ben Tan/QM Number of Units Outperforming in Each Quality Indicator Category

Care Coordination Courtesy & Respect Safety Patient Education

0 of 4 Units Outperform 0 of 4 Units Outperform 0 of 4 Units Outperform 0 of 4 Units Outperform
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Real Time Magnet Categories

Magnet Report | Facilities

¢ Favoie - | G3 Subseribe & Epor ~  Jul01,2018-Jun 30,2020
Outpatient Testing OC Speciality Clinics  Facilities
Care Coordination A
atRs % OF QTRS
WITH ABOVE
FACILITY DATA COMPARISON Q3‘1e Q418 Q119 Q219 Q319 Q419 Qat20 Q220
d nurses?
NRC Average; Emergency, Vizient Academic
Ben Taub Emergency Center s 250% ool
LBJ Emergency Center s 750%

512

n=2787 w2844

2340 3040

Careful Listening
Courtesy and Respect
Pain v

Patient Education \/
Responsiveness

Safety v/

nrc HARRISHEALTH
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Care Coordination
QTRS % OF QTRS
WITH ABOVE
FACILITY DATA COMPARISON Q318 Q418 Q119 Q219 Q319 Q419 Q120 Q220
CC: Was there good communication between the different providers and nurses?
. 52.8 53.3 54.3 545 54.8 555 55.9 56.3
NBC #verage: Emergency : - n=78,183 n=128,198 n=175,569 n=230,633 n=279,177 n=327,657 n=376,654 n=397,177
o 43.3 48.4 48.8 50.7 48.9 53.1 51.2 51.1
LBJ Emergency Center 8 00% n=2340 n=3049 n=3208 n=3040 n=2715 n=2767 n=2844 n=2481
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Benchmark Filter

Magnet Report | Facilities

Care Coordination

QTRS % OF QTRS
WITH ABOVE
FACILITY DATA COMPARISON Q318 Q4'18 Q1'19 Q219 Q319 Q419 Q120 Q2720

CC: Was there good communication between the different providers and nurses?

NRC Average; Emergency; Vizient | B 461 464 477 490 497 489 495 505
Academic n=21,630 n=29,629 n=33,957 n=40,599 n=49,247 n=53,770 n=58,649 n=58,484
LBJ Emergency Center s 75.00% 433 484 488 507 489 531 512 511

n=2340 < n=3049 n=3208 n=3040 n=2715 n=2767 n=2844 n=2481
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Magnet Categories: Highlight Your Strengths
> One size does not fit all
> Use Real time magnet tool to determine which categories to submit
> LBJ
— Care Coordination
— Safety
— Pain
— Careful Listening
> Ben Taub
— Care Coordination
— Patient Education
— Safety
— Pain
nrc HARHIS%TH NRC Health Symposium | Rhythm of understanding | #NRCSymp 30
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Patient Experience
Process Flow

Review Patient
Satisfaction
Data

Nursing &
PX

Partnership Sl
Benchmark

Action

Identif
Planning v

categories &
questions
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Action Planning

> Assembled ambulatory patient satisfaction taskforce
— Shared targeted improvement areas
> Charged teams to create area specific actions plans for rapid
improvement
— Shared and explained targeted Magnet categories/questions
— Examined qualitative data
— Identified gaps in communication and root causes
— Created action plans grounded in evidence base practices
— Implemented plans
— Monitored progress monthly
— Assess, revise and repeat

Root Cause(s) - Based on Action Responsible Person Implementation Date Status & Effectiveness of Action [0 Effective, then =5

analysis made on the problem.  (Use action verbs) standardize

Why O Ineffective, review action
or start all over
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Emergency Center Strategies

EC Pafient Safisfaction LOC

A, *

u j l nnnmslum%'--:
eCARDS HIGHS  HERD ONTHEMARK
T

nrc HARRISHEALTH

v Rounding Tool

v' Staff Kudos Cards

v Patient Communication Cards

Your Healthcare Team

HARRISHEALTH
b

Provider

Registration Staft

Nursing Team

Thank you for letting us care for you today!
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Emergency Center Strategies

v Habit Builders

v Patient Communication Boards

LesN + Dian |~ or. ko

e
n/a CEIESHNE G5

nrc HARRISHEALTH

SERVICE

Spotlighton...

Empathetic Listening

SERVICE HEALTH

Spotlighton... SYSTEM
May 5, 2021

Communicating Wait Times

Think of how frustrating it is to have no control over what and when things happen.
Many of our patients feel this frustration. Whether they are at an appointment with
their physician in one of our clinics, in the emergency center or admitted into the
hospital, patients have to wat for something,

rin patients and family
m

\

HEALTH
SYSTEM

well as the
hearing, such
ncerned

ying.
are listening

r completely or
tate again.
thank them for their patience. a'mfe' the
Imcaions somse o [Pt
L 4
ith.org.
*
v
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Patient Experience
Process Flow Implement,

assess and
revise (then
repeat!)

Review Patient
Satisfaction
Data

. ";'°"“°f Nursing &
errormance PX
Partnership Sl

Benchmark

Action

Identif
Planning v

categories &
questions
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Emergency Center Performance Tracking

nrc .

HEALTH

- san
W of Fositive Respomdenis: a8

Good comm biw providersinurses

Oct 1, 18 Now 1, 18 Deci, 19 Jan 1,20 Feb 1,20 Mar 1,20
oa o Dect st e v
S e 514 534 46 483 541 510
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nrc Resources  David Riddle +
QuESTION PODS FACLITIES SPECIALTIES PROVIDERS
FILTER PRESETS LBJ Emergency 4 Multiple Values. 4 Al 4 Al 4 " Res
REPORT
Department Summary =
Department Summary Yr Farte - G2 swsebe | & Ewot - Oct01,2019-Mar31,2020 4
REPORT SETTINGS  *) Rese!
OVERALL RATING ALERT PERFORMANCE
TARGET
@zenchma O cod 69.6 rsze:sore OPENALERTS CLOSED ALERTS
soRTEY
Score | 4 15% 0 99
BENCHMARK W -10 7-8 mo-6
NRC Average 4
[ —— QUESTION SUMMARY QUALITATIVE SUMMARY
Zmergency 4 -
Question YTD Last o) |Leot n-size Score Betchy Gay A
Months Month ™ mark D General - Courtesy/Respect .
BENCHMARK AGE GROUP
M 4 Facilty would recommend 699 681 647 526 695 659 37 I ¢ Ceer - Recon o
System/Organization - Wait Time °
Goodcommbiwprovidersinurses 530 523 496 561 521 495 26 I )
General - Info/Education L]
Care Team - Communication .
auesTion
Wultiple Values 4
O Department Summary System/Organization - Wait Time .
The Department Summary Reportis General - Courtesy/Respect °
designed with he deparimen level B R .
+in mind. Use this one simplg
ot mates o Gensral-PaPhysicalComon N
‘scoring, alert performance, and Provider - General L
n . .
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Magnet Report Performance

Magnet Report | Facilities ¥r Faote - | @3 Swswse | & Bpor - Jul01,2018-Jun 30,2020 4

Outpatient Testing OC Speciality Ciinics  Facilities

Care Coordination A

atrs % OF QTRS
WITH ABOVE
FACILITY DATA COMPARISON a3'1e Q4718 Q119 PR Q31e Q419 Q120 @220

CC: Was there good communication between the different providers and nurses?.

264
n=z.020

400
n=s0580

NRC Average; Emergency; Vizient Academic - -

Ben Taub Emergency Center 8 25.0%
n2158

LBJ Emergency Genter 8 75.0%

a0 o208
Careful Listening

Courtesy and Respect

Pain

Patient Education

Responsiveness

Safety
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Emergency Center Care Coordination Performance

Care Coordination Care Coordination
Ambulatory- LBJ Emergency Center Ambulatory - BT Emergency Center

60
60
50 50
40 40
30 30
20 20
10 10
0

’ 2Q18 318 4Q18 1Q19 2q19 3Q19 4Q19 1Q20 e aa1e e 2019 e Qe 1020 2020

mmm BT EC  ====NRC Vizient Academic; EC
mmm | BJEC === NRC Vizient Academic; EC
2Q18 3Q18 4Q18 1Q19 2Q19 3Q19 4Q19 1Q20 3018 4018 1Q19 2Q19 3Q19 4Q19 1020 2020
LBJ EC 44.9 43.3 48.4 48.8 50.7 48.9 53.1 51.2 BTEC 4.9 43.3 484 48.8 50.7 48.9 53.1 51.2
["Vizient | 458 | 465 | 467 | 479 | 49.2 | 498 | 488 | 493 | |vizient | 458 | 465 | 467 | 479 | 492 | 498 | 488 | 493 |
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Outpatient Patient Satisfaction Performance (Post)

EP21EO: Unit- or clinic-level patient satisfaction data (related to nursing care)
outperform the mean or median of the national database used.

LBJ Number of Units Outperforming in Each Quality Indicator Category
PRE POST

Care Coordination Courtesy & Respect Pain Careful Listening [§ Care Coordination Safety Careful Listening

* *

0 of 5 Units Outperform 0 of 6 Units Outperform 0 of 6 Units Outperform 0 of 6 Units Outperform M 4 of 6 Units Outperform 3 of 6 Units Outperform 2 of 6 Units Outperform 1 of 6 Units Outperform
BT Number of Units Outperforming in Each Quality Indicator Category
PRE POST

Care Coordination Courtesy & Respect Safety Patient Education J§ Care Coordination Safety Patient Education

* * *

0 of 4 Units Outperform 0 of 4 Units Outperform 0 of 4 Units Outperform 0 of 4 Units Outperform 3 of 4 Units Outperform 3 of 4 Units Outperform 2 of 4 Units Outperform 1 of 4 Units Outperform
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|
COVID-19 Realities

> Documents submitted in Feb/June 2019

> Initial Surveys scheduled — April/June 2020
— Rescheduled for virtual survey July/August 2020

— BT elected to reschedule one additional time —
Sept 2020
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Survey Days

> Much interest in our COVID preparations and
staff support
— Staffing plan for leveling nurses up
» Training/education/competencies

— Patient support provided
» Daily phone touch by patient experience staff
* FaceTime video chats for family members
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Designation and Celebration
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Designation and Celebration

> BenTaub — Awarded Designation — Nov. 2020
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Questions?
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