The ED patient experience journey

from sometimes to always...

Jayne Gmeiner, MS, RN, NEA-BC Tami Wiggins, MSA, RN, NEA-BC
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Our mission and vision

the
relteptless
of)timal health

for @very child
within our reach

reinventing

the path to children’s

health for families
throughout OUr region

““beyond
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Strategic priorities

e

strategic
priorities

2019-2022 )

frictionless access
make easy the

consumer journey
to care

caregiver engagement
advance the system
for attracting and
retaining engaged and
talented caregivers

/
destination always I'
continue systems
journey from A\l
sometimes to '\
always exceptional S3Ng
experience 2

\| financial vitality

| identify and implement

4 improvements to financial
/ performance to strengthen
/ long-term viability

'
'

1

access points \

build a multi-channel '\3
“access” network N
that positions
Dayton Children's as
the experience leader

' "
 care transformation

// transform clinical care
to engage patients,
families, providers
and caregivers in the
pursuit of optimal
health for every child

physician network optimization

optimize the physician network to
improve access, outcomes, patient
experience and financial results
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About us

> Serve 20 county area
in southwest Ohio

> 360,000+ patient
visits a year

> Recognized by U.S.
News in pulmonology

> Magnet designated
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Destination always

<p il
results value

> We continually strive
to improve the patient
experience by
providing exceptional
care 100 percent of
the time.
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Dayton Children’s, by the numbers

@ ©

360,000+ 178 12,800+ $650m
Total visits — 102 ADC Surgeries Gross
98,059 Emergency Visits revenue
23,243 Urgent Care Visits
KidsExpress
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The road to recovery: readiness

Key Actions

ays
Dayton Children’s is
is keeping your

Developed comprehensive plan for communicating
safety and process for restart

Reconfigured and made more intentional the visitor
screening process at main and south campuses

Reconfigured waiting areas and provided visual clues
to facilitate social distancing; scanned priority
environments for appearance of safety

— ) ) ) dayton
Prioritized patients for rescheduling surgeries, children’s

procedures and clinic visits

screening, clean,

masks - clean
and hand and clean

sanitizer again

the right tools
for the right care in the
right spaces

limiting
people
on site

+ Identified opportunities for optimizing video visits

« Established pre-surgery COVID testing process
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FY20 NPS Scores
(Area ]

Area

Dayton Chadran’s Overal
Inpatiant (3W, 7T, 8T, HO, NICU, PICH, a7 an
Ty
Halbunv's Rok-up (30, 7T, and 8T} an
Isham Rofbup (MICU, PICU, TCU) a0
Jayna's Ral-up {Inchidas Urgarnt Gare THH a0
4 ‘. ed, ED inad, wand, and HO
NPS scores -~
ED Mam 125 Fidl
ED Scaithy B a5
2020 Urpant Care Hubar Haighls: Ta
trpant Gars Sauth 7w
Hids Exprass o723 A,
Tami's Refbup (EL-Cominned and Urgent TH.2 )
Care Combamed)
Ben's Roll-up (Al Amédetary chinics
axciudmy HE and Mentsl Haalth, Inclidas
=rpary combaned)
Data: July 1% 2019-June 30" 2020 Al Ambalaiory Chinics

“No surveys were collected from Feb 10" to
April 15t due to NRC ransomware incident”
Source: NRC Real-time

Nrc | afwe

uuuuuu children's

Driby's Rol-up (Psychigtry, Psychoiogy, and
BCC)

Peri-op Rolup (Surgary Mam, Surgary
South, PPU)
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Highly Motivated based on Unique
Location in OHIO
_ Y,
e R
. . Culture
Patient experience L )
drivers ( )
Patient Flow
_ Y,
e R
Family Communication

_ Y,
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Foundation for improvement

FO =

Senior leadership commitment Dyad (Operational Process excellence support
Leader/Physician) leadership
commitment
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Main ED - Weekly Average Census
— 200
g2 N 2
% _ _
"
%‘ 17 Total Patients (Calendar YR)
3 2014 - 75,883
| S 2015-77,395
% 1% 2016 - 80,545
2017-78,589
2018.-78,821
2019-82,218
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Areas of focus

> Leadership focus on same metrics

— Dyad working collaboratively towards similar goals
~> Employee/Provider Engagement

— Changing the culture
> Patient Flow

— Decreasing wait times and length of stay

> Communication
— Improved communication with families
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Dyad leadership

> Medical and Nursing Director Alignment
> Weekly leader dyad meeting
> Review of performance metrics

> Action planning sessions
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Employee rounding

> Nurse Leaders round monthly on all employees
— Nurse Manager and Assistant Nurse Managers
— No more then 50 employees per leader
High-Middle-Low preforming employees distributed among the leaders
— Allows leader to focus on needs of the employees
Staff Recommendations
— Monthly Stoplight Report
— Shared in Daily Huddles
> Increased Employee Engagement

¥

2
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Daily huddles
> Meetings held twice daily
7am and 3pm
— 7 pm during busy season
.
> Inclusion of all staff and o ooty e S
providers : = ===
- Assisted in communication
of changes
| ! hi | i
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Provider involvement

> Provider Training
> Provider Shadowing
> Medical Director Rounding

> Data transparency
— Provider Productivity

— Provider Patient experience scores

nre | e

NRC Health Symposium | Understanding in focus | #NRCSymp

17

17

Provider patient
experience scores

nre | e

: NPS: Recommend hospital 0-10

81.4

Based on 86 pasent mums

25 Peer Ranking

Emergency Senics Line Emergancy Medwne
3= 2

[0 Location Scores: NPS: Recommend hospital 0-10

Score Returms
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NPS by a

Hour Arrive Friday Monday Sat

urday Sunday Thursday Tuesday Wednesday Tota

0 81
1 8
2 80
3 84
4 74
5 -3
6 ki)
7 85
° 8 T
Data that drives » n
10 72
n 7
change ; n
13 72
14 76
15 77
16 75
17 67
1 70
19 72
20 65
21 74
22 75
23 68
Total 74
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bk ok i ddid (Blank) ® Count of Acuity @INPS Percent
O——oO u: ;
L 00
f =,
Acehy B Core 1 L
B (Blank) > Crisis Center
LB o 02K o1k
L Ve S —
m = ] 2 s [Blank
o T
PEP
snd ® Count of srval Evert Day @ NPS. Percert
sz L
% )
8 400 .
o
™
< 50
5 a©
z 200
6
o s = L] 1559 9 i 2748
0 2 a2 a2 624 2893
2 14638 3 %38 3483
50 2 4386 18 an 3158
- ) Total s ) 4531 3865
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Staffing
Fast track staffing is tight on Sunday — Thursday from 10am — 9pm
Waiting room queue 8-10 every hour until 10p-11p
i i i
“;.IUH'HJlihg._L.lL“u;nsp
Core staffing is a little tight on Tuesday and Wednesday from 5p — 10p
Waiting room queue 4-6 patients
Red Line represents # of patients waiting
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Patient flow trials and errors

> Direct Rooming of Fast Track > Rapid Lab
Patients — Decreased lab turn around
— Helped decrease door to doc for time
Fre > Waiting Room Announcements
> Provider in Triage (PIT) — Clinical Team Leader does at
— APP in triage and physician in 45-minute wait
Fast Track > Blended Hallways
> Super Track — Still doing PDSA cycles

— APP seeing low acuity treat and
street patients
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Admission processes
% Admits < 60 minutes
. I 90.00%
3  Creation of Clinical ’
Logistics 80.00%
> Push of patients to 70.00% \
inpatient
— Phone hand off 0
and Admission o000
PCA takes patient
to the floor 50.00%
2> Order to admit 40.00%
placed by ED .
providers 30.00% .
Jan Feb March April May June July Aug Sept Oct Nov Dec
—-2016 —==2017 —+-2018 —-2019 —=-2020
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Family communication
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> AIDET
— October 2017
> AIDET on Arrival
— February 2018
> Walk back AIDET
— April 2018
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Communication
boards
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Care card
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Nurse leader rounding

> Goal to round on 25% of discharged patients daily

> Rounding completed by Manager, Assistant Nurse Managers, Educators,
Clinical Team Leaders

> Rounding Validation
> Support-Coach-Support Validation

> Urgent Care rounding calls

3
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Process
excellence

9
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Pursuit of excellence

NRC RAW DATA DEEP-DIVE

> Cleanliness

— Percent that replied no to
cleanliness

* 10 -1.4%
* 9-28%
* 7/18 -14%
— Only 1 person in 100 rated

the ED a 10 if they thought it
wasn'’t clean
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Outcomes
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Left without being seen

LWBS
2.00%

Goal 1.5%
1.80% N

1.60%

1.40%

2017 2018 2019 2020
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Fast track length of stay

Fast Track LOS
160
140 \
120

60 Goal 90 minutes

2017 2018 2019 2020
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Door to provider

Door to Provider
60

- \
40

30
20 Goal 30 minutes

2017 2018 2019 2020
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Admits to floor in < 60 minutes
Admits to Floor < 60 minutes
75%
70%
65%
Goal 65%
60%
55%
50%
2017 2018 2019 2020
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NRC Health NPS

NPS
90%

85%

80%

75% \/\/\

70% m /S~ "\
\/ v -

65%

Goal 72%
60%
\%\%\%\%,\%,\%,\q\q\q,\q\q,\q\q,\q,\q,\q,\q,\q S D D D O P

: 2 o
F s o o o & Y F 0
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Ongoing journey

> The road that leads to always never ends
> Continuous staff engagement

> Need to make sure that core, foundational
elements are always followed and don't slip
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Dedication and continued focused improvement paying off....
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