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DISRUPTIVE BEHAVIOR THREATENS PATIENT CARE

S outhcoast Hospitals has revised codes of conduct for both employees and physicians to ensure an

environment that promotes the delivery of safe and efficient patient care and healing, supports the

morale of our staff and promotes compliance with Joint Commission standards.

When an employee or physician creates an uncomfortable
atmosphere by acting aggressively or being uncooperative, it's not
only bad for morale — it’s bad for patients.

A Sentinel Event Alert published by The Joint Commission last
July said “intimidating and disruptive behaviors can foster med-
ical errors, contribute to poor patient satisfaction and preventable
adverse outcomes, increase the cost of care and cause qualified
clinicians, administrators and managers to seek new positions in
more professional environments.”

In response to these findings, The Joint Commission issued a
new leadership standard requiring organizations to establish a
Code of Conduct for staff and physicians.

“Behavioral expectations are a fairly strong part of our culture
at Southcoast,” said David DeJesus Jr., Senior Vice President of
Human Resources. “We updated our Code of Conduct policies,
effective January 1, to standardize them for physicians and
employees and to align them with Joint Commission expecta-
tions.”

“Appropriate professional behavior is an extension of our Service
Priorities,” said Keith A. Hovan, President & CEO of Southcoast

Hospitals Group. “We can'’t provide safe, compassionate care in an
environment where employees feel they cannot communicate
without fear of being bullied, intimidated or ignored. We can’t be
efficient if we cannot get the information and support we need,
when we need it. And we certainly cannot go above and beyond

under such circumstances.”

It doesn’t have to be loud to be disruptive
“Disruptive behaviors come in many varieties,” said Marcia Liggin,
RN, CNA-BC, Senior Vice President & Chief Nursing Officer.
“Besides obvious active behaviors like yelling, sexual harassment,
talking rudely, calling names or using profanity, there are passive
behaviors that are just as disruptive.”

Passive behaviors, Liggin said, include not returning phone calls
or answering pages, ignoring questions or asking the same ques-
tions over and over again.

Taking disruptive behavior seriously
“Leadership is committed to responding to reports of disruptive
behavior,” DeJesus said. “Anyone who makes a report will be sup-
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Disruptive behavior?
Call Code Zero.

Most people know disruptive behavior when they see
or experience it, but often it is hard to know what to
say to stop the behavior quickly.

“Code Zero was created for just that reason,”
said David Dedeus Jr., Senior Vice President of
Human Resources. “When any one of us sees
something that is clearly inappropriate, we can
approach the individual or individuals involved
in the conduct and simply say ‘Code Zero’ or
‘This is a Code Zero situation.”

Introduced in 2008, Code Zero it is not just
for employees.

“Physicians are expected to follow the
policy as well,” said Eugene J. McMahon,

MD, FCAP, Senior Vice President & Chief
Medical Officer. “We have leveled the playing
field when it comes to appropriate behavior
at Southcoast.”

When an employee or physicians receives
a Code Zero, they should stop what they are
doing immediately and think about their

Southcoast’s Code of Conduct clearly out-
lines how to report disruptive behavior and how
reports will be addressed.

“It is everyone’s responsibility to take steps to
address disruptive behavior,” said Carol Conley,
RN, Vice President of Patient Services. “We can
no longer excuse or tolerate bad behavior by
saying, ‘that’s just the way he or she is.

The Code of Conduct also forbids any person

Disruptive behavior
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who is the subject of a complaint from retaliating
against another employee in any way. Physicians have
a similar Code of Conduct in place.
“We’ve had a physician behavior policy in place for many
years,” said Eugene J. McMahon, MD, FCAP, Senior Vice President & Chief Medical Officer.
“As of January 1, we updated it to include Joint Commission language. It applies to all
physicians who are members of the Southcoast medical staff.”
Among the physician staff, a peer review process has been developed to investigate and
document any report of disruptive behavior.
“Physicians will also be asked to read the Code of Conduct and peer review process at the

behavior. time of appointment and reappointment and attest to the fact that they understand its contents

“Employees who announce a Code Zero
will not be penalized for their actions. In
fact, they are encouraged to use it,”

DeJesus said. “Itis intended as univer- o
s training.
sal language that is simple for every

Southcoast employee to use in an

uncomfortable situation.”

behavior.”

and will abide by its principles,” said Paul Bulat, MD, Medical Director at St. Luke’s.

Communication, Education & Training
Southcoast’s new Code of Conduct is supported by ongoing communication, education and

“Management began attending classes on minimizing disruptive behavior in May,” said Anne
Colwell, Director of Organization Development for Southcoast & Director of Human Resources at
Tobey. “This month, we will begin mandatory all-staff training on professionalism and disruptive

Physicians will receive updates and pointers on the new Code of Conduct from a number of sources,
including DocTalk (the physician newsletter) and presentations at Medical Staff Executive Committee
meetings, department meetings and the Quality & Utilization Committee.

There are also CBL learning modules available for physicians and staff.

“We will give staff the tools to act in the moment and, as leaders, we will support them,” Delesus said. “It is crucial

for the well-being and safety of both our staff and patients.” &2

Southcoast’s Cardiac Prevention leader named YMCA
Southcoast’s Partner Coach for new program

YMCA Southcoast selected for National Health & Wellness Initiative

will combat obesity and chronic diseases.

onna Querim, RN, JD, Nurse Clinician for Southcoast’s
Cardiac Prevention Program, has been named as YMCA
Southcoast’s Partner Coach for the ACHIEVE program.
ACHIEVE — which stands for Action Communities for Health,

Innovation and Environmental Change — aims to advance community

leadership in the nation’s efforts to prevent chronic diseases and
related risk factors through a locally collaborative approach. The
initiative is supported by the U.S. Centers for Disease Control &
Prevention’s (CDC) Healthy Communities Program.

“Southcoast Hospitals Group is pleased to partner with the
YMCA Southcoast to support the ACHIEVE initiative,” said Jim
Rattray, Vice President of Marketing & Public Affairs. “Promoting
healthier lifestyles and supporting healthy communities will help

us meet our goal of reducing chronic diseases. Through community
collaboration, we can create a synergy that assists people in making

healthy choices where they live, work and play.”
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Donna Querim, RN, JD

YMCA Southcoast is one of 43 U.S. agencies selected in 21 states to
advance community leadership in the nation’s efforts to prevent chronic
diseases and related risk factors through a local collaborative approach.

It is the only YMCA in the northeast chosen to participate.

Under Querim’s direction, Southcoast’s Cardiac Prevention Program
has provided screenings and education for over 4,500 residents in south-
eastern Massachusetts, including many middle and high school students.

The purpose of ACHIEVE is to bring together local leaders and stake-
holders to build healthier communities by promoting policy, systems and
environmental change strategies that focus on physical activity, nutrition,
tobacco cessation, obesity, diabetes and cardiovascular disease. The
initiative’s approach aims to promote improvements such as increased
access to and use of attractive and safe locations for physical activity;
revised school food contracts that include more fruits and vegetables and
whole grain foods; and requirements for sidewalks and crossing signals
in neighborhoods to make them more pedestrian-friendly. &=



NPSG Spotlight: Universal Protocol

Goal: To improve patient safety and prevent procedural errors.

Point Person:
Kathy Zak, RN, Director of Perioperative Services

Why is it important?

The Joint Commission tracks wrong site, wrong procedure
and wrong person procedures through its voluntary Sentinel
Event Database. Since publishing its own Universal Protocol
in July 2004, The Joint Commission has seen a continued
increase in the number of reported cases of wrong site sur-
gery. Currently, eight to 10 cases of wrong site surgery,
which result in death or a serious physical or psychological
injury, are reported to The Joint Commission each month.

What Southcoast is doing:

Southcoast has implemented a Universal Protocol that
applies to all Southcoast sites where invasive procedures are
performed, not only the operating rooms. Procedures can be
performed at the bedside and in the ED, Cardiac Catheteriza-
tion and Electrophysiology labs, Radiology and clinics as
well as the ORs.

The Joint Commission defines invasive procedures as
involving “the puncture or incision of the skin, insertion of
an instrument, or insertion of foreign material into the body.
Invasive procedures may be performed for diagnostic or
treatment-related purposes.”

The Licensed Independent Practitioner (MD, PA or NP)
and the RN or technician assisting in the procedure are
responsible for ensuring the pre-procedure verification and
marking is complete before starting the procedure.

Site marking is required for all procedures that involve
right/left distinctions, multiple structures (such as fingers
and toes) and/or multiple levels (as in spinal procedures).
The intended site must be marked so that the mark will be
visible after the patient has been prepped and draped. In the
case of specific imaging procedures, the radiopaque mark
must be visible after prep and drape.

The Circulating Nurse, Attending Nurse or technician will

A Good Feling

ith your unprecedented support of the Employee Appeal, employees across the
Southcoast system are voicing their collective endorsement of Southcoast’s mission in a
time of economic uncertainty — when one might least expect to see giving numbers rise.

Your growing generosity sends a powerful message to the
community at large — you care deeply about our patients and
are committed to doing all you can to ensure they receive the
best care possible.

Employees are also finding different ways to give back. One
of many examples is Frank Byrne, Corporate Compliance Officer
for Southcoast.

Byrne was recently invited to give a presentation to the
Massachusetts Health Information Management Association
(MHIMA), for which he received an honorarium. Byrne’s first
thought was to contribute the fee back to Southcoast’s
Employee Appeal.

“Working as a compliance officer, | get to see first-hand the
benefits Southcoast Hospitals provide to the community,” Byrne
said. “What our hospitals do for this region is so important —

conduct a “time-out” immedi-
ately before starting the proce-
dure. The time-out is the final
check to ensure the correct patient,
site, side and level; there is agreement on

the procedure to be performed; that the patient is positioned
correctly for the procedure; and that, as applicable, all
relevant documents, related information and necessary
equipment are available.

For procedures performed in the OR, a Surgical Sign-In
must also take place. Surgical Sign-In is a component of the
World Health Organization “Safe Surgery Saves Lives”
campaign, which looks at 10 objectives for safe survey.

The time out includes active communication among all
members of the procedural team. The procedure should not
be started until all questions or concerns are resolved.

The Universal Protocol process — pre-procedure verifica-
tion, site marking and time out — will be documented on
the Universal Protocol Checklist for Operative & Invasive
Procedures or the Universal Protocol Checklist for Bedside
Procedures.

A more detailed explanation is included in the Universal
Protocol policy, which is available online.

How you can help.

If you participate in invasive procedures you must fully

understand and follow the Universal Protocol policy.
“The process was assembled very carefully and

there is a valid reason for each and every step,”

Zak said. “We need to ingrain the it in our

every day work. Mistakes happen when

we deviate from the process.” B

1

Frank Byrne

and for me, it’s a great feeling to be a part of it.”

Byrne has been with Southcoast for nearly 10 years, and like many
employees, he contributes to the Employee Appeal every year.

“I love what the hospitals stand for and my appreciation grows every
year,” Byrne said. “Giving back only seems like a natural thing to do.”

Byrne’s wife, Natalie, is a nurse who works in Boston, and they have
two daughters in high school.

“Natalie and | both feel that giving to a cause we believe in is the
best way to preserve the future for our kids and their generation,” he
said. “When | accepted the speaking engagement at MHIMA | saw it as
an opportunity to help health care colleagues learn about things | have
learned through my job here.”

It was also provided an opportunity for the Byrnes to make an
additional contribution to the Employee Appeal.

“And,” he said, “there was a good feeling about that, too.” E2
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Verna Arruda Aguiar
Patricia Bell

Ruth Haskell
Jeannine Levesque
Sharon Santos
Elaine Wilcox
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Claire Almeida
Richard Beland
Sally Berthelette
Barbara Cummings
Cheryl Donnelly
Sally Doucette
Margaret Ferreira
Jeanne Fontinha
Maureen Gauthier
Kathleen Gonsalves
Kathleen Konelick
Geraldine Laforge
Constance Lemery
Raymond Lemery
Stephen Major
Glenn Martin
Deborah Medeiros
Patricia Nicolan
Judith Pearson
Gerard Perron
Carol Renaud
Esther Roe

Mary Rogers
Janice Selley

Linda Silva

Susan Telesmanick
Elizabeth Turner
Louis Velazquez
Jean Wing

Susan Wood
Nancy Wright
Carol Ziarnik
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Judith Allison
James Almond
Rita Amaral
Duarte Araujo
Kathleen Arruda
Patricia Arruda
Susan Beaulieu
Jeanne Bernard
Donna Berthelette
Dora Boyd

Donna Brasseur
Steven Brennan
David Camara
Irene Casey
Donna Cattabriga
Debra Chmiel
Carol-Lee Chretien
Margaret Chretien
Elaine Clarke
Eileen Connor
Doreen Cormier
Karen Correia
Debra Cruz
Edward Darowski
Debra Desmarais
Lionel Duarte
Elizabeth Faria
Patricia Francis
Patricia Freitas
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Roberta Fuller
Joanne Ganem
Ann Goulart
David Harrington
Catherine Henebury
Maria Hill

Susan Hirshlag
Jane Howland
Rosemary Hubert
Julia Kosinski
Gail Laberge
Marjorie Lasson
Janice Luizzi
Rosemary Marshall
Dorothy Masse
Paul McCormack
Debra Mello
Michael Mello
Norman Mello
Dawn Miville
Joan Nesse
Fatima Oliveira
Patricia O'Neale
Margaret Ouellette
Roger Ouellette
Laura Paulson
Anne Pimentel
Helen Prachniak
Linda Quirk
Sandra Rego
Jane Rego-Kalif
Beth Robbins
Diana Rodrigues
Phyllis Rutkowski
Janet Santos

Gail Smith

Luis Sousa

Debra Souza
Joann Souza
Karen Souza
Judith St. Pierre
Hilda Sud

Sandra Sylvia
Maribeth Turner
Nancy Vandal
Kay Watson
Valerie Young
Jane Zexter
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Marie Allberry
Michele Andrews
Debra Ashworth
John Atkinson
Maureen Benjamin
Elizabeth Blackburn
Joanne Borges
Brenda Bouldry
Richard Branco
Kathleen Campezato
Corinne Casavant
Nancy Cowell
Shirley Cruz

Mary Davol

Anna Dean

Ann Demello

Janis Devalles
Colleen Driscoll
Susan Faria

Mary Feldman
Lori Fernandes
Cynthia Francis
Patrick Gannon
Russell Gonsalves
Joyce Grusmark
Jessie Hart

Dorothy Holmes
Denise Kashner
Patricia Lecuyer
Lori Levalley
Mary Medeiros
Doreen Mello
Margaret Moynagh
Anne Murphy
James Neilan
Dawn Oliver
Nancy Paul

Toni Pires

Karen Proulx

John Ramos
Francine Russell
Ellen Shea

Bernice Sinagra
Sharon Souza
Diane Sweet

Jean Sylvia
William Tatro
Micheline Tholl
Karen Thomas
Kathleen Tobertga
Sandra Vasconcellos
Iria Vieira

Robert Vipon
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Lynette Andrade
Nancy Antil
Doreen Arruda
Kevin Beauregard
Angelina Berretto
John Blackburn
Marie Botelho
Leslie Burns

John Cabral

Rita Cavanaugh-Despres

Karen Correia
M. Costa
Cynthia Decicco
Karen Delacy
Janine Demello

Susan Destefano-Bonner
Kimberli-Ann Diogenes

Maria Ferreira
Mary Finnerty
Judith Ford
Deborah Gaudreau
Thomas Gaudreau
Dana Gomes
Alice Heffernan
Marie Holmes
Michael Jodoin
Cecelia Krisnosky
Susan Lake

Gisele Leblanc
Madeleine Marken
Charlene Martin
June Matthews
Joann Medeiros
Diana Mello
Sophie Mello
Patricia Monteiro
Kathleen Moraes
Stella Moreira
Gale Morock

Ellen Mullane
Noelia Murphy
Kim Oliveira

Rita Pereira

Laura Ribeiro
Vicki Saint-Paine
Sheila Savary
Lydia Sherman

Luann Smith

Robin Soares
Beatrice Tabor
Cheryl Theodore
Suzanne Thompson
Mary Ziarnik
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Valerie Almeida
Maria Arbec
Natalie Arruda
Gloria Aspden
Jennifer Bacon
Janet Barrette-Loring
Norma Bibeau
Annette Biedak
Donna Blasingame
Lynne Britland
Eliane Cabral

Vikki Cabral
William Caldeira
Jennifer Calvin
Laurie Caron
Susan Caron

Gail Charpentier
Patricia Ciccotelli
Erin Coelho
Manuel Constantino
Suzanne Cordeira
Joann Correia
Ellen Costa

Karen Costa

Nellie Costa
Deborah Couto
Debra Couto
Alicia Coutroubis
Doreen Couture
Michelle Crisostomo
Daniel Dasilva

Valdemar Demedeiros

Caroline Demers
Paula Deoliveira
Harriet Desrochers
Alberto Dias
Cheryl Dore
Deborah Dulude
Nancy Dupont
Wendy Espinola
Lorna Faria

Robert Fernandes
Sheryl Fredette
Diane Furtado
Carol Galligo

Kara Gauvin
Kathleen Grace
Judy Hagen

Lisa Hart

Ana Heard
Marianne Jameson
Charlene Johnson
Melanie Jorge
Mark Lacombe
Susan Langlois
Lynn Latulippe
Brenda L'heureux
Linda Lopes
Darlene Lund
Joseph MacDonald
Kathleen Mccauley
Patricia Mcknight
Christine Medeiros
Mary M. Medeiros
Barbara Menezes
Smoky Moak
Sandra Moriarty
Donna Murphy

Joanne Napert
William Needham
Olga Oliveira
Roberta Oliver
Dolores Pacheco
Robert Pacheco
Albert Pavao
Maria Pereira
Donnetta Perkins
Filomena Pimentel
Kim Pina-Grace
Adam Pisapia
Darlene Quail
Therese Rachel
Diane Raiche
Caroline Raposa
Christine Rapoza
Diane Read
Teresa Rock
Kimberly Rodrigues
Debra Santos

Rosemary Santos-Sylvia

Kathleen Silva
Sandra Silva
Deborah Silvia
Tracy Souza
Virginia Souza
Carol St. Louis
James Stellato
Grace Sullivan
Maria Sylvia
Rosa Teixeira
Linda Thivierge
Barbara Thorpe

Delia Tiburtino-Simoes

Joan Vien
Catherine Viveiros
Clifford Weida
Gayla White
Susan Wright
Katherine Wypych-
Minnehan
Christopher Young
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Lubelia Aguiar
Adria Alperen
Linda Amaral
Anne Anderson
Jeffrey Andrade
Karen Antosz
Wendy Arrington
Robert Bardsley
Donald Barksdale
Christine Batista
Margaret Bergeron
Christine Blair
Deanne Blanchard
Linda Bodenmann
Henri Bourassa
Rose Brisson
Denise Bryer
Jennifer Call

Robin Cambra
Kathleen Candeias
Deborah Carvalho
Joyce Caton
Catherine Chmiel
Fatima Chmielewski
Hugh Cocke
Linda Coelho
Betty Conboy
Tara Condon
Margaret Connolly
Nancy Correia
Linda Darmofal

Roberta Dean
Lillian Demello
Scott Dobihal
Donna Doyle-Talgo
Denise Duclos
Adelaide Ferro
Nicole Figueiredo
Calvin Ford

Aires Furtado

Gail Furtado

Kicia Furtado
Maria Furtado
Tina Furtado
Annette Gamache
Heather Guay
Joshua Gurney
David Hirshlag
Donna Jacintho
Joyce Kay

Lorna King
Marianne Leblanc
Susan Ledoux
Gloria Lopes
Wendy Lundstrom
Patricia Martin
Ana Martins
Helen Maxwell

Christine Mc Williams

Itzia Mccauley
Marylou Medeiros
Patricia Miller
Ann Murray
June Newby
Susan Oliveira
Kimberly Pacheco
Jorge Pereira
Michelle Pereira
Lisa Pereira-Silva
Marguerite Perry
Anne Phillips
Geraldine Pimentel
Mae Pires

Tina Ponte
Kathryn Quin
Joyce Ramos
Wendy Randolph
Lois Reed
Jennifer Richards
Lisa Riley

Stacey Rousseau
Rita Samagaio
David Sarna
Elinor Saverine
Julie Seguin
Deolinda A. Silva
Deolinda M. Silva
Susan Silver
Wendy Sirois
Helena Soares
Robert Souza
Roseanna Souza
Madeline Su
Cheryl Sylvia
Gayle Sylvia
Lucia Sylvia
Cynthia Turgeon
Alan Wildnauer
Patricia Willis
Jacqueline Wilson
Christine Xifaras
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Susan Abbott

Carin Adelstein
Maria Albernaz
Ronald Almeida
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Sandra Almeida
Natalie Alves
Kimberly Arruda
Melissa Avila
Lisa Bancroft
Benvinda Barbosa
Jeanine Bard
Andrea Barry
Deborah Barton
Cynthia Beaulieu
Joan Becica

Alison Bilodeau-Medeiros

Rochelle Borges
Denis Boucher
Deborah Boudreau
Michelle Boudreau
Leonette Bourbeau
Larry Bouthot
Kerry Boyd
David Branco
Lisa Braz

Joyce Brennan
Barbara Briggs
Jeanne Broccoli
Susan Brosnihan
Cynthia Burns
Diane Cabral
Maria Cabral
Eileen Cadorette
Estrella Candido
Jennifer Cardoza
Kelly Carneiro
April Carvalho
Kristen Cestodio
Eric Chaney

Lisa Chapin
Richard Chaples
Elizabeth Chaves
Robin Chretien
Melanie Cobb
Patricia Coelho
Sonia Coelho
Sharon Conti
Marian Cook
Richard Cookson
Patricia Cordeiro
Elizabeth Correia
Jocelyn Cote
Robin Cusick
Lisa Da Ponte
Christopher Da Silva
Leslie Dasilva
Desiree" Degrace
Erica Dejesus

Jennifer Derossi-Da Costa

Lori Desousa
Jacqueline Dombek
Marie Duarte
Caryn Dumas
Joanne Dupre
Virginia Dutra
Sandra Edmundson
Sarah Fahey

Jean Fernandes
Stephanie Figueiredo
Robert Folger
Shelby Frazier
Grace Freitas
Rosemarie Galipeau
Kelly Gardner
Shawn Gfroerer
Kathryn Ginley
Kenneth Girouard
April Goff

Elizabeth Gomes
Robert Hebert
Michelle Hickman
Danielle Holmes

Kelley Hunt
Tammy Hunter
Jennifer Jackman
Kerry Kazlauski
Jennifer Kelly
Tracy Kulpa
Susan Kvilhaug
Paul Lainey
Cheryl Langlais
Tracy Lawler
Carole Lawrence
Kathleen Lemler
Tammy Levesque
Cornell Lighty
Kimberley Lincoln
Melissa Linhares
Nelia Linhares-Hotte
Kelli Little

Lori Loomis
Laura Lusky
Kimberly Machado
Glenn Mackillop
Linda Mackler
Carol Mailloux
Lisa Mancini
Tracey Manzone
Susan Marriott
Laurie Martin
Lisa Mcgregor
Debra Mclaughlin
Gregg Medeiros
Helena Medeiros
Kelly Medeiros
Monica Medeiros
Nicola Meeke
Paul Mellen
Susan Mello
Connie Michael
Cathleen Michaud
Michelle Miguel
Alda Moniz
Rachel Morad
David Motta
Jacqueline Mulready
Barbara Mulville
Jacqueline Murphy
Kathleen Murphy
Nicole Niemiec
James Nissen
Jayne Norman
Matilda Oliveira
Pamela Oliveira
Teresa Oliveira
Theresa Oliveira
Erin Passmore
Deborah Paulo
Linda Pereira
Leah Phillips
Cynthia Pillsbury
Denise Pineault
Mary Preston
Nissa Pye

Pamela Rafferty
Paula Ramos
Kimberly Raposo
Gerald Rapoza
Deanne Ray
Connie Rego
Deborah Reid
Anthony Resendes
Linda Ribeiro
Louise Richardson
Lori Ritso

David Robey
Melissa Rock
Olga Rodriguez
Rena Rose

Tara Saltzman

Christine Salvo
Robert Santos
Suzanne Santos
Tina Sa-Weedall
Chris Scieszka
Lucille Silva
Teresa Silva
Michelle Silvia
Barbara Smith
Jessica Sorelle
David St. Aubin
Susanne Stanley
Alberta Steen
Catherine Talbot
Rosalie Tardif
Debora Tarr-Johnson
Diane Tavares
Corie Trezon
Timothy Van Horn
Frances Van Ness
Gail Vasques
Judith Verity
Rochelle Viera
Kelly Vultao
Barbara Webster
Lynn Wright
Nancy Zuber
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Deana Acevedo
Jennifer Aguiar
Maria Aguiar
Miguel Aguiar
Antonio Albernaz
Tracy Albino-Daggett
Selena Alden
Ana Almeida
Jennifer Almeida
Kelly Almeida
Kristin Almeida
Sonia Almeida-Sylvia
Christina Amaral
Christine Amaral
Maria Amaral
Joyce Ames
Maria Andrade
Patricia Arruda
Oluchi Aso
Lynn-Ann Baker
Jennifer Baptista
Marie Baptiste
Michael Baptiste
Timothy Beaulieu
Tara Belisle

Scott Bernardo
Jenney Berube
Kimberly Berube
Kerri Bombardier
Nicole Borges
Michelle Borrello
Christian Boucher
Meagan Bowcock
Christine Boyle
Marcia Bradley
Jamie Brunache
Christine Bshara
Carla Buchanan
Nesia Bueno
Wendy Buja

Kelly Bun

Carol Cabral

Ruth Cafarelli
Carol Cameron
Margaret Campbell
Sandra Caneira

Meredith Canto
Marcio Cardoso
Tanya Cardoza
Carolyn Carpentier
Kimberly Carreira
Patricia Carreiro
Stephanie Carvalho
Catherine Casagrande
Charlene Casey
Anne Cass

Jose Catanho
Rosemary Catrina
Kelly Charest
Norman Charette
Lisa Clark
Rachelle Corchado-Scott
Pablo Corral
Fatima Correia
Ismael Correia
Meagan Correia
Michelle Costa
Nancy Costa
Jennifer Crowell
Lisa Dacosta

Ann D'alessio
Anna Daluz

Jorge De Abreu
Rebecca Dias
Debby Do Rego
Matthew Doherty
Owen Donnelly
Liza Doonan
Shannon Dufault
Shauna Dunn
Kevin Dwyer
Adam Dykas
Malika Edwards
Cynthia Fagundes
Pamela Falcone
Angela Fallon
Adam Faria

Tracy Faris

Mark Fermino
Eulalia Fernandes
Daniel Ferreira
Leslie Freitas
Manuel Freitas
Heather Frink
Steven Furtado
Kathleen Gauvin
Nancy Gendreau
Jay Goncalo
Justina Gonzalez
William Grigg
David Guadalupe
Joann Guerra

Erin Guillemette
Donishis Hairston
Nancy Harper
Deborah Hayes
Syreena Headen
Dorothea Hefner
Lisa Hermenegildo
Joseph Hill

Karen Hinman
Amanda Holmes
Tracy Howarth
Donna Hubert
Thomas Hughes
Erica Johnson
Sharon Johnston
Karen Jones
Amber Jordan
Oksana Karkhut
Anne Kelley-Jennett
James Kiser
Donna Labelle
Felicia Ladino

Marlene Lamb
Andrea Larocque
Sandra Larocque
William Larrivee
Maria Lavado
Catherine Lavoie
Pamela Lavoie
Laurie Leblanc
Ronald Lecuyer
Craig Leonardo
Brian Levesque
Kelly Lima

Kelly Lima

Judith Lippa
Victor Lombardi
Holly Lopes
Jessica Lopes
Karen Luiz

Ellen Lynch
Duncan Macdougall
Karen Magalhaes
Lori Mahoney
Christine Manoli
Neraida Marmen
Regina Marques
Molly Marston
Kelly Martin
Anthony Martins
Lauren Masse
Linda Masson
Veronica Masters
Susan Matton
Sheila Mattos
Nicole Maxfield
Ellen Mccague
Amanda Mccarty
Derek Mcmann
Jo Medeiros
Domingas Medina
Maria Mello
Brian Meneses
Donna Merski
Sara Metro

Ruth Milam

Lisa Monteiro
Lovelle Montevirgen
Mark Morosco
Deborah Morse
Jessica Murphy
Jennifer Nobrega
Tiara Normandin
Carol Nunes
Michael O'Brien
Cliff Oliveira
Darlene Oliveira
Deborah Oliveira
Nicole Oliveira
Rose Oliveira
Kelly Parker
Timothy Parkin
Bethany Pereira
Christine Pereira
Jocelyn Pereira
Maria Pereira
Pamela Pereira
Kendra Perry
Heidi Phenix
Andrea Pimentel
Celina Pina-Shemo
Connie Pires
Nicole Proulx
Alda Ragmani
Lorraine Ramos
Maria Ramos
Janet Rancourt
Cynthia Raposo
Jessica Raposo
Sandy Raposo

Adeline Rapoza
James Rayne
Lois Rehrig
Katelyn Richardson
Lori Ristine
Eva Rouke
Edward Rupkus
Maria Santiago
Debra Santilli
Ana Santos
Cassie Santos
Marta Santos
Richard Santos
Yanira Santos
Joielynn Saraiva
Jane Saraiva Camara
Angela Savary
Regina Sellinger
Rebecca Shaw
Daniel Shea
Monica Silva
Paul Silva
Stacey Silva
Stephen Silva
Deborah Silvia
Christian Smith
Ernestina Soares
Robyn Soares
Lisa Soderbom
Robert Somers
David Soto
Catia Sousa
Geraldine Souza
Melissa Souza
Caleb Sparling
Maureen St. Amant
Laurie St. Pierre
Linda Sullivan
Alissa Sylvia
Amanda Szot
Melissa Tadeu
Christine Tavares
Kelly Tavares
Sherry Tavares
Ry Thab
Mediha Thomas
Miriam Timas
Leo Trainor
Jenny Tripp
Leonor Tsaliagos
Janelle Tuite
Alison Van Keuren
Kitsy Vane
Karen Vargas
Jennifer Vidotto
Ana Vieira
Kelly Vieira
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Our quality indicators and our work in Lean and Six Sigma are
closely related. Lean and Six Sigma initiatives will have a positive
influence on our indicators as cutting out waste and increasing
efficiency are directly linked to increasing the quality of care. It all
works together.

This month, we will take a break from discussing Six Sigma and
Lean and talk a little bit about what we saw on the March and April
2009 quality dashboard.

We have established four performance marks for each measure
— below basic, meets basic, meets target and meets excellence.

e “Basic” is the minimum level of performance we set for ourselves
and is based on local and national benchmarks or our own
performance needs.

» “Target” describes the performance level we would like to
maintain on a consistent basis.

« “Excellence” is our above and beyond target. It defines the
optimal level of quality we would like to achieve.

The values in the table below are color coded to show which
performance mark they represent.

Bariatric surgery data through the first quarter of fiscal year
2009 continues to show outstanding results, exceeding all
benchmarks. While the 30-day readmission rate (for any cause)
has worsened, review of each case reveals no declining trends
in clinical performance. There are no areas of concern related to
program performance. Mortality remains at zero percent, where
it has been since the program started, and there have been no
surgical Gl-leaks for the past two reported quarters. With more
than 1,000 bariatric surgeries now completed, this program
continues to meet our standards for excellence.

Patient satisfaction has been on the increase thanks to the

hard work of so many of you, including all those who serve on
the inpatient and outpatient satisfaction committees. Inpatient
satisfaction is meeting its basic target with 80 percent of patients
saying they would definitely recommend Southcoast. Satisfaction

ACIS Update

his month, Tobey Hospital will begin piloting the Electronic Medication
Administration Record (EMAR). This enhanced medication record will be
more complete, accurate and up-to-date than paper medication record.
The reduction of medication administration errors occurs through dose
warnings, medication acknowledgement functionality and the absence of
handwriting errors.

Medication errors continue to be one of the most frequent preventable
patient safety issues in health care. The Joint Commission is targeting spe-
cific areas related to medication safety as identified in the National Patient
Safety goals. Several components of the ACIS project specifically relate to
medication safety and meeting these goals.

The safety features of EMAR will be enhanced when Bedside Medication
Verification (BMV) is added later in the year. BMV allows caregivers to
scan the wrist band and medication to confirm the patient is receiving the

COASTLINES E

Quality, Safe

I have been using this column to focus exclusively on our Lean and Six Sigma initiatives over the
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past few months and said little about our quality dashboard indicators. Rest assured we have still
been paying close attention to our quality indicators — they remain essential in monitoring the

quality of the services we provide our patients.

for Emergency Department patients is now at 68 percent, also
meeting its basic target. Outpatient satisfaction has exceeded the
“meets excellence” mark for several reporting periods with 92
percent of patients saying they would definitely recommend us.

Length-of-Stay for medical patients over the age of 65 also continues
to show improvement with current data for fiscal year 2009 showing
LOS is almost one-third of a day shorter than it was in fiscal year 2008.
We have set aggressive LOS targets for each site and while basic-level
targets have not been achieved at any site yet, this Southcoast-wide
improvement shows that we are moving in the right direction.

Note: Because we are transitioning from one method of measuring to
another, not all data is available for each measure in the below charts. &

Most Recent

Result Goal
rB;:a(;(r)i:aSnl;rgr;:;\;O—MSO-day readmission 4.78% 78% Under 9.8%
Bariatric Surgery — leak rates 1.25% 0% Under 2%
Bariatric Surgery — unadjusted mortality 0% 0% Under 0.9%

Most Recent
Result

Current

Trend Basic

PATIENT SATISFACTION

Outpatient 92% 93% 91% 92%
LENGTH-OF-STAY (IN DAYS)

Charlton 6.17 5.56 516

St. Luke’s 5.95 5.55 5.05

Tobey 4.65 4.40 4.38

Below Meets Meets Meets

Basic Basic Target Excellence

right medication and dosage via the right route at the right time.

The ACIS team and the Pharmacy department are currently working
toward selecting the necessary equipment for bar coded wristbands and
medications.

Electronic Medication Reconciliation will also go live in June. Medication
Reconciliation is a system of comparing the patient's home medications with
those that are ordered while the patient is under the care of the organization.
Any differences are reconciled and documented. When the patient is trans-
ferred within the hospital, sent to another facility or discharged home, an
up-to-date list is printed with clear concise information regarding what
medications the patient should be taking.

EMAR and Medication Reconciliation training began at Tobey in late
May. The EMAR/BMV package will be rolled out unit by unit across
Southcoast this fall. &2





