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Increasing Patient Satisfaction
with Data-Infused Tools

Sarah Oakley, Chief Nursing Officer
North Kansas City Hospital

Copyright 2020 | Proprietary & Confidential
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North Kansas City Hospital

Organization Overview

A community hospital with 451-licensed beds,
legally owned by the city of North Kansas City,
not for profit.

v 3rd largest hospital in KC metro
(by # of admissions)

<

Approximately 500 physicians representing
46 medical specialties

Over 3,000 employees
Magnet designation 2018

Meritas Health is our wholly-owned subsidiary:

C < K X

130 physicians with 12 locations
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Reimagining the Patient Experience
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Patient Experience Scores
Our Scores in 2015

Top Box Scores for Patient Experiences

M I SS I O N ' Discharge Information
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To provide hopeand

healing to every life
we touch.
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Patient Experience: An Opportunity to Improve

Holistic Approach to Move the Needle for Patient Experience
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Current state
documentation

Results!!!!

Technology
Upgraded

Great Results

Data Baseline

Move to Whole
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Change with
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Communication
Design
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Technology tools
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Our Goals

Increase Patient Safety and Satisfaction

J

Set a standardized approach to Leadership Rounding to drive
meaningful change

Help patients with any identified needs
Perform Environment of Care rounds to prevent falls
Provide feedback to staff/unit and interdisciplinary departments

Recognize and reward excellence

R AR 2R

Thank the patient for trusting us with their care
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Our Goals
Rounding Works

Leadership Rounding Impact
HCAHPS Percentile Ranking Scores

July-Dec 2020
100%
87% of returned surveys recall leader rounding o
90%
90%
O

80%

70% 67%

60%

55%
52%
48%

= of our patients remember
o m bel?_P rounded on by a
. B ospital Leader

20%
10% -
0% - T T T T
Rate Hospital 0-10 Communication Responsiveness of Communication Hospital Communication Discharge Care Transition
with Nurses Hospital Staff with Doctors Environment about Medicines Information
H Percentile Ranking "No" Leader Round M Percentile Ranking "Yes" Leader Round
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Our Commitment
Moving the Needle

Safety

Focus On
Single Initiative
at a time

Caregiver Patient
Satisfaction Satisfaction
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Our Approach

Purposeful Rounding Priority:

->

->

100% New admits or new
transfers day one

Patients discharging to home
on the day of discharge

Patients who have never had
a leader round, as identified
by Aperum in white

Patients who appear "Red’
who have on-going issues

Long-Term patients we
develop a relationship with



Our Approach

Good Tips!

=>» Badge Says "Nurse Leader”
not ‘RN’

=> Tablet Says "Nurse Leader”

=» Introduce as “Nurse Leader”
or "Hospital Leader”

=> Use Words to identify
* "Side-effect”




Our Approach

Use Data in the Conversations & for Prioritization

V Patient

Marilyn Perkins Leadlt Satisfaction Score Care team

Age: 87 years (11/24/1926) Physicians: Attending - Hornbaker

Admitting - Hornbaker

Below Goal ) X
Caregivers: Annie Moreno

Jane Pierce

Recent Notes (previous 3 days)

Date Unit Survey Note

8/29/2014 2 North Leadership Round Moreno, Annie does a great job

¥ IndiCare® and Activity (Previous 24 hours)

Critical Request Rate
1.7 /v ©

Patient Interaction Wait Time

50.37 secs ©

Patient Request Rate
1.14 /hr ©
L &

21 afpe it Hpo offie] Lo B o o W W

9:00 11:00 13:00 15:00 17:00 19:00 21:00 23:00 1:00
10:00 12:00 14:00 16:00 18:00 20:00 22:00 0:00 2:00
© Normal O WaterOT 0O PainOT O ToiletAsstOT O ToiletOT ® Shower OT % Staff Assist
O NormalOT o Pain © ToiletAsst A Toilet 4 Shower & Bed Exit % Code Blue
® \water
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Leadit!™

Caregiver | All ~ Refresh Unit

Welcome deme [ Admin | Account | Log Out ]

" satisfaction || © setety || & Workiood | (ORI

Heat map for Leadership Round (click on room to enter data)

Room Activity | No Activity | High Risk  Medium Risk | Low Risk

221 - Perkins @ "B ©
Rounded : Today @ 04:00
Leadership Round

220-Henry @ § ©
Rounded : Today @ 04:00
Leadership Round

223-West @ @ .
Rounded : Yesterday @ 23:50
Leadership Round

202 - Ryan i@

Rounded : Yesterday @ 05:46
Leadership Round

224 - Hansen " .

Rounded : Yesterday @ 14:46
Leadership Round

206 - Ruiz A

Rounded : Yesterday @ 11:12
Leadership Round

201 - Morris . 203 - Reyes

Rounded : Yesterday @ 14:28
Leadership Round

Rounded : Yesterday @ 18:29
Leadership Round
216 - Bowman M\

Rounded : Yesterday @ 18:44
Leadership Round

209 - Campbell .

Rounded : Yesterday @ 10:09
Leadership Round

227 - Murphy o % 212-Jenkins

Rounded : Yesterday @ 23:50
Leadership Round

214 - Patterson @ i@ M .

Rounded : Yesterday @ 18:03
Leadership Round

222-Sanchez @ M QO B ©

Rounded : Yesterday @ 23:50
Leadership Round

210 - Bennett i & .

Rounded : Yesterday @ 02:12
Leadership Round

213 - Thomas .

Rounded : Yesterday @ 13:51
Leadership Round

207 - Rogers M\ .

Rounded : Yesterday @ 07:06
Leadership Round

205 - Reynolds .

Disqualified Yesterday @ 23:14
Leadership Round - New Admit

204 - Hernandez . 208 - Palmer .

Rounded : Yesterday @ 21:32
Leadership Round

Rounded : Yesterday @ 21:51
Leadership Round
225 - Hamilton A .

Rounded : Yesterday @ 12:17
Leadership Round

217 - James .

Rounded : Yesterday @ 21:53
Leadership Round

215 - Medina . 226 - Riley, .

Rounded : Yesterday @ 14:48
Leadership Round

Rounded : Yesterday @ 19:25
Leadership Round

#) 228 - Richardson . 211 218 . 219 .
Unit Category Scores for Current Patients
Category Responses Percent Answered Positively Goal
Nurse Care 67 63 Y 0%
Staff Responsiveness 63 71% VY 6%
Pain Management e 73— v 78%




Our Approach
Customize Rounds & Use the Tools

LeadIt!™

Unit 10 HSP m

B Choose Survey - 10 HSP

Leadership Rounding
Patient Experience Survey

Radiology
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Our Approach
Customize Rounds & Use the Tools
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Patient Response

Responses : 0
Goal : 72%

Responses : 0
Goal : 72%

Responses : 0
Goal : 70%

Responses : 0
Goal : 80%

Responses : 0
Goal : 100%

Responses : 0

It is our goal to answer your call lights as soon as we possibly can, do you feel we are answering your call lights in a timely manner?

Oves OnNo

It is our goal to ensure we educate you about all of your medications, including the reason for the medication and any side effects.
Do you feel we are educating you on the medications and the side effects?

Oyes ONo

Our staff is committed to hourly safety rounds, do you feel the staff are in to check on you every hour?

Ovyes ONo

Was bath offered and linens changed?
Oyes ONo

##%  Is the White Board completely filled out and up to date? (observation)
Oyes OnNo

##% General Comments
Oves ONo




Our Approach
Customize Rounds & Use the Tools
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Patient Response

Responses : 0
Goal : 80%

Responses : 0
Goal : 80%

Responses : 0
Goal : 75%

Responses : 0
Goal : 73%

Responses : 0
Goal : 73%

We want your care to be personalized. What is the most important thing to you during this hospital stay?

Oves ONo

We want to make sure your needs are met. What is your greatest fear being here in the hospital?

Oves ONo

We want our patients and their families to be well informed. Can you tell me how you and your family members are using this
communication board? Do you find the communication board helpful, why or why not?

Oves ONo

Our goal is to improve our patients’ health through education. Can you share something you have learned about your condition
during your stay that will help with your care after discharge?

Oyes ONo

Our goal is to deliver exceptional and compassionate care to our patients. How would you describe the care you have received from
our staff and physicians? Is there any caregiver you would like to recognize at this time?

Oves ONo




Our Approach
Customize Rounds & Use the Tools

Radiology Disqualify Patient

Patient Response
How was the care you received from the staff who transported you to/from Radiology?
Oves ONo
Responses : 0
Goal : 75%

Did you spend any time in the Radiology Inpatient Waiting Area? If so, how as that experience?
Oves ONo
Responses : 0
Goal : 75%

Did Radiology Staff meet your expectations regarding the care provided during your imaging procedure?
Oves ONo
Responses : 0
Goal : 75%

S5  Would you like to offer any other feedback regarding your experience in Radiology that we could use to improve our services?
Oves ONo

Responses : 0
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Snapit & Trendi

Answering Questions

t!

Snaplt!™
Hospital Test Hospital vl i
Date |8/29/2014 Unit 2Neth v

Time |09:00 Room 221 v
Timeframe: |3 Hour|| 6 Hour 1Day|

E‘mm: 08/28/2014 21:00

myMetrics

Welcome demo [ Admin | Account | Log Out | -

Caregiver [Al_ |

Update

To: 08/29/2014 21:00

Below Goal
Caregivers

® Room Activity

Patient Request Rate Patient Interaction Wait Time.

Admitting - Hornbaker

Annie Moreno
Jane Pierce

Critical Request Rate

u
¥ Patient
Marilyn Perkins Leadlt Satisfaction Score Care team Hospital Visit Indicares
Age: 87 years (11/24/1926) Physicians: Attending - Hornbaker Patient Request Rate: ~ 1.14 /hr

Interaction Wait Time: 50.37 secs
1.7 /hr
4.66/ hr

Critical Request Rate:

Interruption Rate:

Interruption Rate

0.46/hr © 44.27 secs © 1.04/hr © 2.46/hr
Pierce, Jane. ] 1
Gray, Amanca 1 1
Wells, Irene- i B ]
Rivera, Jane - ' 1
Warren, Brian- I "
2100 2300 100 300 500 700 900 1100 1300 1500 1700 1900 2100
2200 000 200 400 600 800 1000 1200 1400 16:00 1800 20:00
LI -4 & o £x oip P rosd 3 o I
2100 2300 100 300 500 700 900 1100 13:00 1500 17.00 1800 21:00
2200 000 200 400 600 800 1000 1200 14:00 16:00 1800 2000
Event Totl  Event Totl Event  Total Event Total Event Totl Event Towl Event Towl
o Nomal 10 EWaterOT 0  © ToiletAsst 1 OToletOT 0 ®BedBxit 25 # Admit 1 4 TransferOut 0
O Normal OT 0 © Pain 0 DOToiletAsstOT 0 4 Shower 0 %Swfifssist 0 D Transferln 0 B Discharge 1
o Vister 0 DPainOT 0 A Toilet 0 % ShowerOT 0 % CodeBlve
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\

TrendlIt!®

Welcome demo [ Admin | Account | Log Out ] ™\

Hospital

Indicare® Leadit™

O Patient Request Rate O Patient Request Escalation %

O Patient Interaction Wait Time O Verbal Response Time

Nurse Call Telemetry

O Caregiver Notification % O Caregiver Response %

v Test Hospital ([ Test Hospital Multi

O Patient Request Overtime %

O In Room Response Time

O Critical Request Rate
O Interruption Rate

O Caregiver Non-notified Response % (O Average Visit Duration

Previous: | 7pays || 14Days |[ 30Days || 3Months Patient: Q select Patient Caregiver:  [All
From |8/16/2014 |To| 8/29/2014 location I Unit [2 North v myMetrics
Room
GroupBy: @ Day O Week O Month O Year O shifts
O Hour of Day O Day of Week /m
12
H
3
3
2
&

08/16/14 081714 081814 081914 0820114 082114

08/22/14 08/23/14 0824114 08725114 08/26/14 0827/14 082814 082914

Export to Excel

P Data

J



The Transformation

Results, Outcomes, and Lessons Learned
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Our Results!

Every Category NKCH has IMPROVED

Rate Hospital 0-10

Communication with Nurse

Responsiveness of Hospital Staff

Communication with Doctor

Hospital Environment

Communication about Meds

Discharge Information
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Impact Analysis
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Additional Gains

We Reduced Caregiver Workload

Patient Request Rate
=» How often the patient uses their call
light

=» Decreased >20% since 2016

Interruption Rate

=» How often a Caregiver receives a call
from the nurse call system whether
the initial patient call or an
escalation.

=» Decreased >22% since 2016
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Today’s Speaker

Sarah Oakley, RN, MSN, NEA-BC
Vice President/CNO, North Kansas City Hospital

Sarah has more than 38 years of nursing and clinical leadership
experience. She started her career in the ICU and moved into leadership
roles in Surgical Services, ICU, and other critical departments.

Sarah is a leader in the Kansas City community serving on the Kansas
City Nurse Executives association (past President). She currently sits on
the board of Midwest Transplant, and is a member of both ANA and
MNA. She serves on the member and professional development
committee for the Missouri Organization of Nurse Leaders.

She has published research on centralized communications systems,
and under her leadership North Kansas City Hospital achieved Magnet
Status in 2018.
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