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Innovation

I realize there are opportunities to accelerate integration, gain 
efficiencies and optimize resources simply by shifting our 
focus, while keeping an eye on the bigger prize of person‐
centered care.

SHIRLEE SHARKEY

About Saint Elizabeth

• Century of experience
• 5,000 staff

ll ll• > 5 million visits annually 
• Providing service delivery,         
consulting, research and 
philanthropy

• In‐depth knowledge of care 
that can safely be 
supported in a community 
setting
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Responsibilities of the After Hours 
Support Team

 To be available to the community nurses after regular office hours
 Assisting with critical thinking and problem solving on clinical issues
 Assisting with understanding of organizational policies and procedures as it 

pertains to a specific clinical situationpertains to a specific clinical situation
 Assisting with application of policy and procedure to the immediate clinical 

situation
 Assisting with identifying risk situations and how to manage
 Assisting with identifying best practice in accordance with CNO Standards 

of Practice and Scope of Practice
 Assisting with determination of safest course of action from the client, nurse 

and Saint Elizabeth
 Assisting with troubleshooting of equipment, providing independent double 

checks, and medication calculation

Key Role of the Clinical Support Team

“When receiving a call, one of the primary 
functions of the Clinical Support Team pp
Member is not only to assess the clinical 

situation through the eyes of the caller, but 
to also assess the clinical knowledge, skill, 
judgment and overall function of the caller 

to obtain an accurate portrayal of the 
situation”
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Who are our Customers?

• Customer Service is vital to an organization’s success

• Customer base

Th Cli t i h b f i d i ti• The Client in home by way of service and organization

• The Caller 

• The Advanced Practice Group

• The Clinical Resource Nurses Group

• Supervisors

• The Regional Directors

• The Organization

Barriers to Customer Satisfaction

• Timing
• AH Nurses are on call – not sitting at a desk
• Limitations of resource access
• Inability to track incoming and outgoing calls• Inability to track incoming and outgoing calls
• Paper Logs
• Misconceptions of service
• Level of understanding
• Regional differences
• Customer expectations
• Changes to team members

First Step – Review Current Process

• Orientation of new team members

• Available resources

• Staff impressions

• Logs
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What was identified?

• Orientation

• Available resources

• Staff impressions ‐ barriers communicated by front line, supervisory, and Clinical 
Support Team Members

• Logs

• Supervisory customers had misconceptions based on call volumes

Next Steps ‐ Orientation

• Previously completed by any Clinical After Hours Support team member based on 
next scheduled rotation

• New team members were then responsible for identifying learning needs
• Basic checklist• Basic checklist
• 3” 3‐ring binder ( filled to the brim) mailed to team member
• Led to increase in confusion, frustration, feelings of being overwhelmed and under 

prepared

Next Steps ‐ Resources

• With orientation resources reviewed
• 3” 3 ring binder mailed out to new member

• Filled with potential resource needs

h• Huge, heavy

• Inconvenient to carry and store

• Did not contain all information needed

• Often outdated, difficult to ensure all staff had new information 
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Electronic Resources

How to access these resources?

Next Steps ‐ Impressions

“First impressions are a constant in society. 
H th i d t th i d th tHowever, their product, the period that 

proves or disproves their validity is not; good 
ones are pleasant and long lasting, bad ones 

long and difficult to disprove”

Diego Velasquez
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Logs ‐ Challenges

• Previously paper based with multiple pages to complete
• Submitted to Corporate within 1 week post completion of 

rotation
• Manually scanned• Manually scanned 
• Data manually collated when needed
• Difficult to track
• Difficult to ascertain completion rate based on calls

Electronic Logs

https://webapps.saintelizabeth.com/

First Data Capture
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Second Capture

Moving Forward

Since Implementation

OR
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Thank You!

Here is a simple but powerful rule: always give people more than 
what they expect to getwhat they expect to get.

NELSON BOSWELL

We are what we repeatedly do. Excellence, therefore, is not an 
act but a habit.

ARISTOTLE

Questions?


