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Objectives HiMS$ W 3
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Who? Clinicians
What? New communication device
Why? New Facility -for quiet environment, current

process issues, Improve patient, physician, and
associate satisfaction.

When? Pilot & Implementation

How? Process Improvements

May 4, 2007 Workflow Efficiencies Through Voice Communications



Central & Southern Ohio

Common Communications Issues Hmss, .. Y e

Availability

Mobility

Telephone Tag

Paging Delays

Hold/Wait Time

Overhead Paging

— White Noise, Desensitized Staff

Delayed response to patients, or no response
Call Sheet/Call List
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Central & Southern Ohio Chapter”

Current State Himss 1y

Floor layout

New Pavilion — floor layout did not facilitate using current process’s.
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Old Facility Himss )
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Central & Southern Ohio Chapter™ _

transforming healthcare through IT™
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Communications Survey
Summary of the issues

Communication with Physicians  and/or their staff regarding clarifying
patient orders - predominant communication issue.

Reaching ancillary department personnel in Lab, Pharmacy,
Respiratory Care, and Radiology were the frequently named areas
where immediate communication is required.

Directly working with a patient and unavailable.

Inability to hold a phone/device 3" reason. Most of the responses
(i.e. 45.2%) indicated no restriction while 29% of the responses said
they were with a patient.

Dissatisfaction with the overhead paging . The inability to hear
overhead pages, people not responding back, and the noise level for
patients were frequently mentioned.

Physician issues focused on the ability to give patient admitting
orders, receiving patient test results from patient charts, Lab,
Radiology, etc..
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Question 1

1. Please list the situations that you need to communicate with
someone and who are the people and/or organizations that you
are speaking with?

— Communications with Physicians or their staff regarding clarifying orders
was the #1 communication issue resulting in 14.6% of the vote across all
situations listed.

— Nursing / Patient Care issues was the second main issue with 12.2% of
the vote across all situations listed.

— Communication with Co-Workers/Boss regarding department issues was
third at 8.1% response rate.

— Lab guestions / Results was the fourth issue receiving a response rate of
6.3%.

— Clarifying Pharmacy orders and/or contacting pharmacy associates was
the fifth issue receiving a response rate of 5.4%.
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Question 2

2. Who are the people and/or departments __ that you communicate
with on a regular basis?

— The following departments received the highest frequency scores:
— Nursing at 52.6% of the frequency vote.
— PBX operator at 8.9% of the frequency vote
— ER dept. at 5.6% of the frequency vote.
— Pulmonary services at 5.2% of the frequency vote.
— Radiology —X-ray, CT, MRI, Ultrasound, etc. at 4.5% of the frequency vote

— Who were they communicating with were the following:
— Nursing on Patient care issues/ coworker /staff at 12.4% of the frequency vote
— Physicians and or office staff at 9.1% of the frequency vote
— Labresults at 8.1% of the frequency vote
— Radiology —X-ray, CT, MRI, Ultrasound, etc. at 7.7% of the frequency vote
— Pharmacy results at 6.2% of the frequency vote
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Question 3

3. What are the URGENT / STAT occasions when you need to
communicate and who are the people and/or organizat  ions that
you are speaking with?

— The following departments received the highest frequency scores:

Communications with Physicians or their staff regarding clarifying
orders - #1 communication issue with 16.4% of the frequency vote.

Nursing / Patient Care issues / Need additional help with a patient -
#2 issue with 11.7% of the frequency vote.

Reaching Respiratory Care/Therapy personnel -#3 with 7.7% of the
frequency vote.

Responding to CODES was the #4 with 7.3% of the frequency vote.
Reaching Lab personnel was the #5 with 7.3% of the frequency vote.

Reaching Radiology personnel —Xray, CT, MRI, Ultrasound, etc. was
the #6 at 6.2% of the frequency vote
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Question 4

4. What are the occasions where you cannot speak with
someone at the time that they contact you?

— Working directly with a patient was the #1 issue with 43.3% of the frequency vote.
— No response was the second reason given at 7.5% of the frequency vote.

— Out of the office and/or unable to find the person was third reason given at 7.5% of
the frequency vote.

—  Busy with patient family issues was the fourth reason given at 6.7% of the
frequency vote.

— How would you prefer to respond to people during th ose occasions?
- Use of a Wall/Desk Phone and returning the call later was the main
response receiving 46.9% of the frequency vote.
No response was the second reason given at 11.1% of the frequency vote.

Use of an ARCH pager / text messaging and/or beeper was the third reason given at
11.1% of the frequency vote.

Use of E-mail was the fourth reason given at 7.4% of the frequency vote.

Ask others to take the call — operator/secretary was given as the fifth reason at 7.4%
of the frequency vote.
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Question 5

5. What are some barriers to communication that makes it difficult
for you to communicate effectively and/or timely?

— Working directly with a patient was the #1 issue with 18.9% of the
frequency vote.

— Away from their desk/work station, inability to reach a phone was
the second reason given receiving 7.7% of the frequency vote.

— The third reason given was waiting for return calls receiving 7.7%
of the frequency vote.

— Cannot hear / understand an overhead page and/or no response
from pages was the fourth main reason receiving 7.0% of the
frequency vote.
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Question 6

6. Do you have any restrictions (i.e. inability to reach a standard
desk telephone, not able to leave a patient’s room, not able to
hold a communication device, etc.) that would restrict you from
using any personal communication device? If so, please specify
your restriction.

— No restrictions was the predominant response given receiving
45.2% of the frequency vote.

— With a patient, cannot respond immediately was the second reason
given receiving 29.0% of the frequency vote.

— Inability to hold a phone/device was the third main reason given
receiving 9.7% of the frequency vote.
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BVHS & wireless technology readiness

SpectraLink in ER & Surgery

Physician Use of Cell Phone

Wireless applications in clinical areas only
— 802.11b on all nursing floors
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Process to select solution & vendor

| Feature

PBX Integration
Voice Quality

Identity Management
Talk Time

Text Paging
Nurse Call Integration

Voice Mail Integration

Voicemail Notification
Speaker Phone
Headphone Capable
Voice Activation

Dialing Capabilities
Phone Directory Lookup

Text Display

Sharable device during shift
HIPAA Concerns

Privacy

Security
Sync with Computer
Previous Call Log
Estimated Cost per Phone(fully
weighted cost)
Total Cost

| Siemens

Direct (Using IP Cards )

SVP

Follow Device (Can hold up to 16
different profiles)

4 Hours Talk

36 Hours Standby
Integrated
Yes (Third Party)

Utilizes existing

Voicemail Light and Staggered Dial
tone

Yes

Yes (requires dongle)

Yes (Personal Directory only)

Yes

Integrates with Active Directory

Integrates with Phone System

Personal Directory by profile
Multiline Color

Similar to regular cell phone. Can be
used by anyone

Similar to regular phones
Supports all WIFI Standards as well
as well as having a VPN client built

in

Yes

Yes (20)
$839.98
$83,975

| Spectra Link

Gateway +1 Digital Port Per Device
SVP

Follows Device
4 Hours Talk

36 Hours Standby
Integrated
Yes (Third Party)

Utilizes existing

Staggered Dial tone

Not with ruggadized version

Yes (Requires special headsets)
3rd Party Application

Yes

3rd Party Application

2 Line Monochrome
Similar to regular cell phone. Can be
used by anyone

Similar to regular phones

Supports all WIFI Standards
No
No

$1,269.77
$126,977
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Vocera

Separate PBX with Tie Lines (requires
analog ports or T1 card on phone switch
for integration)

None

Follows User
2 Hours Talk

Integrated

Yes (Third Party)

Uses basic messaging built into Vocera
System. No integration with existing
Voicemalil

Voice Notification one time
Yes

Yes (any 2.5mm headset)
Yes

No

Vocera Database only

1 Line Monochrome
Cannot be shared unless user logs out
and new user logs with account

Broadcast capability can cause PHI
violation - Without headset both sides of
conversation are heard by all

Supports all WIFI Standards
No
No

$1,900.00
$190,000
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Site Visit

Questions We Asked

Operationally:
How does the staff like it?
Policy associated with devices and logging in etc.
How hard/much time does it take to administer?
How much downtime and what are the processes?
Who “owns” it? (Nursing)
Watched it in action in a clinical area.

Technically:
Wireless Coverage issues — increased requirements?
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BVHS approval process

Vocera chosen
IS insisted that Nursing have a staff Super User

Any item over $100 thousand requires the Business Owner to
present proforma & summary to Finance Board for approval.

Sold to the Board — with these ROI
— 2 Full Time Equivalent reduction

— And 10% overtime reduction

— Improve productivity

— Reduce overhead paging

— Improve Workflow
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Technology requirements

Wireless network

— 802.11b (Does not currently higher standards)
Gateway to integrate to PBX

— T1 or Analog Port cards
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Application Integration

Nurse call — Simplex Grannel/Zettler

— Interfaced via Emergin (Requires Server)
Via Direct Serial Connection

— Required Upgrade to allow single user database on Nurse Call
System

New beds (Stryker) included Nurse call in the handrails

Telehealth — TigrNet, Corbel pillow speaker - custom
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Implementation process

Sign Contract
Server, connectivity, administrator overview

Individual Nursing Department Workflow Meetings
— ldentify Current State
— Pinpoint Critical Communication
Charge Nurse to Triage Nurse
Nurse to Doctor
— Map Process to Departmental Needs
— Review Organizational Needs

Streamlining processes within departments will not result in overall
process improvement

— Include non-clinical areas that affect patient care during the path to
recovery

May 4, 2007 Workflow Efficiencies Through Voice Communications



Implementation - cont.

Develop database structure and review final structure w/ Nursing
Managers

Review final global Address Book

Existing Floor Pilot (8 — 10 badges for one week)
Training

— All Super Users, End Users

Go Live — with Support

Nurse Call Integration

Post Live Follow-Up

Two Months Initiation to Live with weekly Project Team
conference calls.
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Current State — Application &
Infrastructure

Issues with enough user license

Issues with physician communication
Nurse call training

OH I Get It!

Call My Cell, Call my Vocera!

| am saving steps, | Love It!

Pharmacy, Respiratory, hospitalist, EVS, other’s all want one!
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Nurse to External Physician Communication

Ve

Flow Process Without Wireless Badge :
d—» Unit secretary
nit floor to locate l

Physician

Nurse Nurse Nurse S - secretary nurse Nurse

walks to places returns
- 1 3 page_s _, fretuns page and Phvsic OR !

unit phyS|C|an to work calls unit ysician — ynit secretary to unit
phone secretary O" holdto |ocates nurse  phone

locate via overheai‘l—T
nurseé paging syste

Communication
Loop Closed

Nurse
completes
call with
Physician

~

Flow Process With Wireless Badge

Nurse completes

Nurse calls .
call to physician

physician

Communication
Loop Closed
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Lessons

Understand licensing.

Current facility is now being fit for wireless access points.
Understand all integrating applications intimately.

30 days all vendors integrated and working to expectations.

Implementation is more than a 40 hr week for Super User.
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Where are we going?

Evaluating enterprise licensing and other areas for 2008
Implementation.

— Hospitalist, Pharmacy, transporters, Respiratory, etc...

Expect more devices in the future.
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Today

Questions ???
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