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Holzer Health System
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Nursing Communication Excellence

Identify feedback patterns mm®) Clarity
Create reliable processes - Consistency

Align staff behaviors mm) Connection
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CMS STAR RATING: Nursing Communication
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Magnifying Feedback into Direction
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Identifying Feedback Pattern
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Behavior + Systems Approach

4

are

Is Nurse Sally an
effective
communicator?

Did Nurse Sally
communicate at the
expected times?







Nursing Communication Excellence

|dentify feedback patterns

mm) Clarity

Create reliable processes ‘ Consistency

Align staff behaviors B Connection
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Process-Outcome Relationship
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Maximizing High Value Processes
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Standardized Deliveries of Care

Step 1: Introduction

Explain
Purpose of
Hourly

Rounds

]
2
= Introduce Acknowledge
s Yourself Family/Guests
b
Behaviors Behaviors Behaviors
Introduce yourself
= R + Make eye contact
Ask permission to patient by NOD !
to enter R — . |
- Occupation Smile
* Hand hygiene - Duty
« Position
« Enter gentl\fr Address the
patient by name + Appropriate
verbal greeting
Exhibit friendly
and personable
behaviors

HCAHPS Impact: =4

* Nursing C icati
ursing Communication )I%Té, .
Panesatved e

Care
NURSING CARE MODEL

Inform every hour
during day.

Every two during
night; will not
disturb if asleep.

Standards

Behaviors

Step 2: Perform Scheduled Tasks

Narrate

* Explain purpose
of white board

* Discuss content

+ Face patient as
updating

+ ‘M’ inabox

* Include patient
to develop goals

Stand/sit near
patient

Explain what
you are doing

Explain why you
are doing

Speak clearly;
no jargon, good
pace.

Administer

Medications

Behaviors

HCAHPS Impact:

* Nursing Communication
Medication Communication
* Discharge Information

Explain purpose
of medication

Explain side
effects of
medication

Show medication
card

Use teach-back
method

=
NE

NURSING CARE MODEL

Behaviors

* Update on
scheduled tests
or treatments

* Update on any
applicable test
results

* Update and
prepare for
discharge
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Every Patient, Every Time > Highly Reliable

Delivery Systems

Did staff check on you YES, Definitely Nursing Communication
hourly? 93" percentile

Did staff keep VE— Nursing Communication
Whiteboard updatEd? 90th percentile
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Nursing Communication > Patient Loyalty
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Leader Rounding
Reinforces organizational standards at point of care
Validates quality, safety, and experience in real time

Builds trust and accountabillity (patients and staff)



BECKER'S

HOSPITAL REVIEW

~
(CENTERS FOR MEDICARE & MEDICAID SERVICES
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Nursing Communication Excellence

Identify feedback patterns mmm)  Clarity

Create reliable processes mm®) Consistency

Align staff behaviors mm) Connection
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Behavior Alignment

What are you What
(behaviors or
to encourage processes) can you
these behaviors? implement?

How can you
ensure these
are done

STAFF CARED
ABOUT YOU
AS A PERSON

STAFF
WORKED
TOGETHER TO
CARE FOR

YOU
s



Nurse Manager Development

Leadership fundamentals and skill building
Operational confidence

Highlight behaviors over tasks



Alighed Engagement

Nursing Residency / Onboarding
Nursing Mentorship
Nursing Governance

Team STEPPs



Aligned Accountability
Nursing Cup of Coffee
Nursing Peer Review

Standard Experience Performance Reports



Aligned Accountability

Unit Comparisons
Department Always Rank Grade
Pediatrics 100.0%% 99 A
OBGYN 94.6% 99 A
ccu 89.5% 96 A
4 West 85.1% 83 A
2 West 84.5% 80 A
2 North 83.5% 75 B
L ]
Rank. 85 4 East 81.1% 59 c
Score: 85.5% n*<30

Last 12 Months:

100.0%
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Aligned Recognition: Shooting Stars




Aligned Recognition

The DAISY Award
Extraordinary
urses

DAISY Award Scoring Sheet
Criteria: iCARE

I — Inform — explains plans, processes or procedures while providing realistic time expectations. Keeps patient and
family updated while demonstrating extraordinary clinical skills in the delivery of compassionate patient care.

C— Collaborates — actively promotes the Holzer Mission Statement Friendly Visits, Excellent Care, Every Patient, Every
Time by including patients and family members to participate in the plan of care. Collaborates with co-workers to create
a patient-centered environment. Respects and incorporates the opinions of others and invites others to ask questions
and seek their preferences.

A— Acknowledge — has a positive attitude and demonstrates professionalism in the work environment. Talks to patients
and family members while treating them as individuals of the team. |dentifies patient goals while actively listening to
patient and family member concerns. Acknowledges and accommodates the needs of others first.

R —Respond — establishes a special connection with patients and families. Respects and incorporates the opinions of
others. Encourages patients and family members to participate in care. Anticipates the needs and unexpressed wishes
of all customers. Demonstrates urgency in responding to concerns, questions, and needs of patients and co-workers.

E — Empathize — models’ empathy and demonstrates a caring attitude in all situations. Listens carefully and does not
interrupt the patient. Provides emotional support to relieve fear, anxiety or worry. |s sensitive to the inconveniences
and apologizes when appropriate and seeks to understand the patient's situation.

1 Point 2 Points 3 Points 4 Points
Attributes Not Marginally Moderately Fully DOES NOT TOTAL POINTS
Demonstrated | Demaonstrated Demonstrated Demonstrated MEET CRITERIA
I
C
A
R
E
Comments:
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What Excellence Looks, Sounds, Feels Like

“Your nurses took Excellent Care of me. The were very
Friendly, informative, and respectful. They were
always there for me like family.”

- Holzer Patient
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Let’'s Stay in Touch

Lisa Detty

|detty@holzer.org

Ryan Finch

rfinch@holzer.org

Susan Rowe
srowe@holzer.org
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