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MEMORANDUM 
Date:
August 15, 2005 

To:
Hospital CEOs/Administrators 

  Hospital Board Chairs 

Hospital Public Relations Staff 

Hospital Quality/Patient Safety Staff 

  Hospital Policy/Advocacy Staff 

From: 
Leo Greenawalt, President and CEO, WSHA 

Jeff Mero, Executive Director, AWPHD 
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Subject: 
Statewide Hospital Communications Campaign Update 
Background 
As you know, AWPHD and WSHA recently began a communications campaign. The work, being done through AWPHD, is overseen by a member steering committee. Committee members include representatives of the University of Washington Medical Center, Valley Medical Center, Garfield County Public Hospital District, Evergreen Healthcare, and Prosser Memorial Hospital. 

The original goal of the communications campaign was to inoculate hospitals against negative messages we believed would be dominant during the summer and fall, such as attention to charity care, billing and collection practices, cuts to health care, concerns about rising health care costs, reports of medical errors, and liability reform. We had planned to use statewide advertising and a complementary public relations effort. 

As we shared with you earlier, a statewide public opinion survey we recently conducted on the image of Washington hospitals found more than 80 percent of Washingtonians are satisfied with the quality of care received at hospitals.  The poll results caused the steering committee to re-think the campaign’s direction. For a summary of the poll, please visit AWPHD’s website at www.awphd.org. 

The Biggest Opportunity: Patient Safety and Quality 
While the image of hospitals is overwhelmingly positive, Washingtonians want to know what hospitals are doing regarding patient safety and quality – and they want to hear it from their hospitals, not a government agency or other source. We believe this is a significant opportunity to maintain and enhance credibility and consumer confidence. 

Given the poll results, we reoriented the message and scope of our campaign. Instead of the original reliance on paid advertising, our campaign is now focused on using public and community relations methods to help members talk about their patient safety and quality initiatives, both on a regional and localized basis.  
With the assistance of our agency counsel, we have refined the campaign’s focus to two main goals: 

1. Maintain strong public support for Washington’s hospitals in anticipation of controversy through open communications driven by the associations. 

2. Increase public confidence in hospital quality through education about all the patient safety and quality initiatives in which hospitals are engaged. 

Our indicators of success include: 

· Demonstrating additional positive media coverage to hospital positions in Washington State concerning health care quality; 

· Showing media coverage for hospital-based quality initiatives was distributed throughout the state, achieving balance that parallels the association membership (e.g., geographic, rural vs. urban); and 

· Achieving third-party advocacy—from grassroots to community leadership— for hospitals’ leadership role in advancing patient safety and quality of care. 

We will continue to explore other measures of the campaign’s success as we move forward. 

Program Strategies and Tactics 
From this month through November, we are implementing the following work program. 
We are establishing a message platform and tools that define and convey a consistent message and compelling story for Washington’s hospitals. 
· Hospitals tell us they are in need of a consistent, productive way to talk about patient safety and quality.  We have developed a set of core messages which can be used by any member and tailored to a specific community or hospital. 

· Member briefings and message “training” will be offered throughout the state, individually and in conjunction with regularly scheduled committee meetings.  

We will communicate proactively and openly about hospital quality and safety in Washington State. The tactical areas under this include: 
· Promoting the upcoming WSHA/WSMA patient safety brochure; 

· Inventorying members’ patient safety and quality practices;  

· Showcasing hospital patient safety and quality programs by cultivating news media coverage; 

· Creating practical tools for members to communicate with their employees; and 

· Launching a speaker’s bureau to promote the role of hospitals in the community and their efforts to improve patient safety and quality of care. 

We will showcase the hospital industry role in cultivating and improving quality, creating jobs, and driving economic development. 
•
We will produce and run special advertising supplements in regional business journals across the state. The content for these supplements will be regionalized, so that all AWPHD/WSHA hospitals will be represented or referenced in at least one edition of the publication. 

•
Copies of the appropriate regional journals will be provided to all hospitals, along with strategies for using this communication tool in communities not served by the business journals. 

You will hear more from us throughout the course of this campaign, including sharing the results and new stories. 

WASHINGTON STATE MEDICAL ASSOCIATION
WASHINGTON STATE HOSPITAL ASSOCIATION 

For Immediate Release Tuesday, September 13, 2005 

Contact: 
· Cassie Sauer, Washington State Hospital Association, 206/216-2538, cassies@wsha.org 
· Jennifer Hanscom, Washington State Medical Association, 206/441-9762, jen@wsma.org 

Hospitals and Physicians Launch Effort to Educate Patients 
Effort Aimed at Improving Patient Safety and Quality of Care 
SEATTLE – As a part of their ongoing efforts to improve patient safety in Washington, the Washington State Hospital Association (WSHA) and the Washington State Medical Association (WSMA) created and distributed educational tools for patients about their role in safe medical care.  Brochures and posters are being provided to over 7,000 physicians and to all 98 Washington hospitals. 

“Patients play a critical role in patient safety,” said Scott Bond, chief executive officer of Providence St. Peter Hospital in Olympia and chair of the Washington State Hospital Association. “Washington hospitals and doctors help patients become empowered and educated health care consumers.  The brochure and posters will give patients information they need to be active, informed participants in their health care.”   

The brochure, titled “Help Us Help You: Your Role in Safe Care,” gives patients six tips on improving their care.  These straightforward tips are designed to empower patients to be active participants in their health care.   

The six straightforward tips are: 

1. Ask questions if you have doubts or concerns. 

2. Involve your loved ones. 

3. Know your medications and supplements. 

4. Help prevent the spread of infection. 

5. Understand what will happen if you need surgery. 

6. Know what to do after you are discharged from the hospital. 

Each tip includes specific actions patients can take, such as “Give your doctor and pharmacist a list of all the medications you take, including nonprescription medications, vitamins, and herbal remedies,” and “Remind friends, family, and caregivers to wash/sanitize their hands before coming into direct contact with you.” 

“These brochures will be distributed at all Washington hospitals and through thousands of physician offices, reaching tens of thousands of patients,” said Kenneth Isaacs, MD, a Walla Walla neurologist and president of the Washington State Medical Association.  “Physicians and other health care providers are committed to doing their part to increase patient safety and quality of care. Patients, however, must be our active partners.  Through this education effort, we hope to better inform the public about how they can help.” 

Patients can get copies of the brochure from their local hospital or doctor, or they can go to http://www.wsha.org/publications_printpub.htm and download the brochure and see the posters. 

Washington hospitals and physicians are engaged in multiple efforts to improve patient safety and quality. Both WSHA and WSMA are part of the Washington Network, the statewide coalition participating in the Institute for Healthcare Improvement’s “100k Lives” campaign.  All Washington hospitals are participating in the campaign.  In addition, 34 Critical Access Hospitals in the state participate in the Rural Health Quality Network, working on specific quality improvement efforts in rural hospitals.   

# # # 


June 21, 2005

For immediate release

For more information: 
· Cassie Sauer, Washington State Hospital Association, 206/216-2538, cassies@wsha.org 
· Anne Tan Piazza, Washington State Nurses Association, 206/575-7979 ext. 3006, apiazza@wsna.org 
· Todd Langton, Qualis Health, 206/364-9700 ext. 2460, toddl@qualishealth.org 

· Carter Wright, Service Employees International Union 1199NW, carterw@seiu1199nw.org 425/917-1199 

ALL WASHINGTON HOSPITALS COMMIT TO 100k LIVES CAMPAIGN 
Saving Lives Through Hospital Quality Improvement 
One hundred percent of community hospitals in Washington State have committed to participate in a remarkable campaign to save 100,000 lives nationwide through hospital quality improvement.  The 100k Lives Campaign, founded by the Institute for Healthcare Improvement (IHI), is the first of its kind – a national campaign to institute changes that will save 100,000 lives using proven best clinical practices and methods.  This groundbreaking effort gives hospitals concrete, science-based interventions to save lives. 

The national campaign seeks to save 100,000 lives by June 2006 and has already enlisted 2,000 hospitals across the country, totaling more than one third of all hospitals. All community hospitals in Washington State have joined the campaign.  Washington is the first state of its size to have full hospital participation. 

“We are thrilled that one hundred percent of Washington State hospitals will be participating in the 100k Lives Campaign.  Washington hospitals have long-standing commitments to patient safety,” said Scott Bond, chief executive officer of Providence St. Peter Hospital in Olympia and chair of the Washington State Hospital Association. “This campaign offers significant improvements to ensure hospitals are providing the highest quality care possible for patients.” 

Participating hospitals are implementing some or all of six life-saving best practices.  These practices are proven to significantly improve health care quality and safety.  They are: 

· Deploying rapid-response teams at the first sign of patient decline;  

· Delivering evidence-based care for patients with acute myocardial infarction (heart attack);  

· Implementing medication reconciliation — listing and evaluating all of a patient's drugs to prevent adverse events; 

· Implementing a set of interventions known as the “central line bundle” to prevent central venous catheter-related blood stream infections;  

· Implementing a set of interventions known as the “surgical site infection bundle” to prevent surgery-related infections; and  

· Implementing “ventilator bundles” to prevent ventilator-associated pneumonia and other complications in patients on ventilators. 

Participating hospitals agree to measure their results by submitting monthly mortality data reported on a quarterly basis. 

“This campaign challenges the health care industry to make necessary improvements in the care we provide to patients,” said Gary S. Kaplan, M.D., chairman and CEO, Virginia Mason Medical Center.  “Washington residents deserve the changes that will result from this important work.”  

About the Washington Network of the 100k Lives Campaign 
The Washington Network of the 100k Lives Campaign is a collaborative effort of state health care associations, provider organizations and health care improvement companies dedicated to implementing the national 100k Lives Campaign in our state.  “The campaign is a true partnership among health care professional organizations, hospital management, and direct patient care providers,” said Judy Huntington, R.N., executive director of the Washington State Nurses Association.  “Our members are eager to implement these scientifically-based interventions to save lives,” echoed Diane Sosne, president of Service Employees International Union 1199NW. 

The Washington Network of the 100k Lives campaign is coordinated by partner organizations including the Washington State Hospital Association, the Washington State Medical Association, the Washington State Nurses Association, Service Employees International Union 1199NW, the Northwest Organization of Nurse Executives, and Qualis Health. 

National 100k Lives Campaign Sponsors 
The campaign is endorsed by the American Medical Association, the American Nurses Association, the Centers for Medicare & Medicaid Services, the Joint Commission on Accreditation of Healthcare Organizations, and the Veterans Health Administration. 

On the Web: 
· Washington Network: www.100kliveswanetwork.org 

· Institute for Healthcare Improvement:  www.ihi.org 
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For release April 1, 2005 

For more information: 
Todd Langton, Qualis Health, 206/364-9700, toddl@qualishealth.org 
Carol Wagner, Washington State Hospital Association, 206/577-1831, carolw@wsha.org 
Rod Haynes, CMS Region 10, 206/615-2406, rhaynes@cms.hhs.gov 

Local hospital contact information available at http://www.wsha.org/hospitals.asp 
New Web Resource Gives Hospital Patients Quality Information 
Public Reporting and Quality Improvement Training Drives Improved Hospital Care 
A new consumer web site unveiled today by the Centers for Medicare & Medicaid Services (CMS), the federal agency that runs Medicare and Medicaid, provides instant, objective, easy-to-use and free information about the quality of hospital care in Washington State and nationwide. 

Information about the quality of hospital care is now available by visiting www.hospitalcompare.hhs.gov or www.medicare.gov and selecting Compare Hospitals in Your Area, or by calling 1-800-MEDICARE (1-800-633-4227). Either way, consumers will get the information they need to help make more informed health care decisions. 

Qualis Health, the Medicare Quality Improvement Organization in Washington State, and the Washington State Hospital Association and its member hospitals are working together to make good clinical care great, and great care even better.  

“Medicare’s new web resource, Hospital Compare, gives consumers information to help them make an informed decision about hospital care,” said Leo Greenawalt, president of the Washington State Hospital Association.  “We encourage consumers to use this tool, talk with their physician and consult information resources for hospital information,” added Greenawalt. 

“As the Medicare contractor in Washington State charged with working with hospitals to improve their quality of care, we have seen first hand how hospitals are making changes and improving,” said Jonathan Sugarman, CEO of Qualis Health.  “We commend our state’s hospitals for making quality a top priority every day.” 

The new resource was developed by CMS, an agency of the U.S. Department of Health and Human Services, in partnership with nearly every eligible hospital in the nation.  It reports quality of care information for hospitals on three common conditions: heart attack, heart failure, and pneumonia.  Some hospitals may have data on additional conditions, and in the future, new measures and information on patient satisfaction will be added. 

“People should review the data on Hospital Compare and then talk with their physician about any concerns and about quality of care,” Sugarman continued.  “You cannot always predict when you will need hospital care, but you can be informed.” 

CMS’ Hospital Quality Initiative is part of a national Quality Initiative that also focuses on improving the quality of care in home health agencies and nursing homes.  “We are working closely with Washington State’s health care providers and Qualis Health to improve the quality of care available in hospitals, nursing homes, home health agencies and dialysis centers,” said CMS Regional Administrator R.J. Ruff.  “This is just one step we are taking to make sure that Medicare fits beneficiaries' health care needs by modernizing the program to include a new prescription drug benefit.” 

The national Quality Initiative is an important step in CMS’ comprehensive quality strategy, which consists of four elements:  

· Regulation and enforcement activities conducted by State Survey Agencies and CMS; 

· Improved information for consumers on quality of care; 

· On-going, community-based quality improvement programs for providers; and 

· Collaboration and partnerships to leverage knowledge and resources. 

Press Conference, 4/1/05 at 10 a.m.:  
The Washington State Hospital Association, Qualis Health, and the Centers for Medicare & Medicaid Services will hold a press conference launching Hospital Compare on Friday, April 1 at 10 a.m. at Harborview Medical Center in Seattle. For more information, contact Todd Langton at Qualis Health at 206/364-9700 or toddl@qualishealth.org 
Qualis Health is dedicated to improving the quality of healthcare delivery and health outcomes for individuals and populations across the nation. In operation since 1974, the non-profit, healthcare quality improvement organization (QIO) is headquartered in Seattle, Washington and has offices in Idaho and Alaska.   
The Washington State Hospital Association is the trade association representing all Washington’s 97 hospitals, providing advocacy, education, and working for high quality health care for all Washingtonians. 
- end -

Washington Hospitals
Answering Difficult Questions  
Generally, your public and media conversations about patient safety should be positive – highlighting new efforts and good results.  However, you may also encounter some difficult questions. We have tried to anticipate some of the harder questions you might come across and suggest some answers using the campaign’s key messages.  Remember that it is always okay to say you’ll get back to someone with an answer.   
1. Q: Why is the hospital industry mounting this campaign now? 
A: Today’s consumers are extremely interested in knowing what’s going on in their hospitals. Patients are best served by being well educated about health care and by knowing what to expect in the hospital, so Washington hospitals are committed to patient education. We know that more than 80 percent of Washingtonians are satisfied with the quality of care received at hospitals. The goal of this campaign is to educate them about what hospitals are doing regarding patient safety and quality. 

2. Q: How many lives are lost in Washington state due to medical errors?   
A: Unfortunately, there have been lives lost due to medical errors in our state.  In my view, any life lost is too many. That’s why hospitals are reaching out to talk about patient safety and how it is a critical priority for all of us. The fact is Washington hospitals are there when you need them, providing safe and high quality health care every day.  Hospitals hold themselves accountable by continually measuring and improving the quality of care.  Here’s how (LOCAL EXAMPLE). 

3. Q: I’ve heard about the 100k Lives campaign. What’s Washington’s share of the 100k Lives? How many lives are you committed to saving and how will you track it? 
A: We are committed to stopping all unnecessary deaths in our hospitals.  Our hospitals serve patients and provide safe and high quality health care every day in our state.  Hospitals are holding themselves accountable by continually measuring and improving the quality of care. The “100k Lives” campaign has our state’s hospitals implementing proven measures to save patient lives. Much of the work of the 100k Lives Campaign is based on new, scientifically proven methods to improve care; the Institute for Healthcare Improvement’s (IHI) national campaign is collecting data from hospitals about how the strategies are improving care. Every hospital in our state is actively participating in this effort, and ours is the first large state to make that commitment.  (If you have specific information about changes in your hospital, share it – for example, “We had xxx deaths from pneumonia in patients on ventilators in 2004; we’ve had none in 2005.”) 

4. Q: So, if making these changes will save lives, were lives being lost before?  Why hadn’t you made these changes earlier? 
A: The 100k Lives Campaign and many of our other patient safety strategies are based on extensive new research and science.  We are constantly learning new ways to make sure we provide the best quality care to every patient.  It is exciting to implement these changes. 

5. Q: How many medical errors are reported publicly, and how many are being hidden from consumers? 
A: In today’s world of transparency, there’s a great deal of information being reported to the public. It’s the intent of the hospitals to communicate openly about the quality of care being delivered in our state. You know, Washington’s hospitals are always there providing safe and high quality health care 24/7.  Our hospitals are holding themselves accountable now more than ever by continually measuring and improving the quality of care.  Some of the ways we’re doing that are reporting medical errors to the state Department of Health, voluntarily sharing quality information with the federal government through Hospital Compare, and sharing best practices and medical errors with each other through a program called Safe Tables. 

6. Q: How do we know what’s really going on in our state’s hospitals?  Are they really safe? 
A: All you have to do is ask. Washington’s hospitals are here to help people become educated, empowered health care consumers. We are communicating openly about the quality of our care, by stepping out to ask for patient opinions and feedback, sharing information about quality measures, and communicating the many new, innovative ways we’re advancing patient safety, such as (LOCAL EXAMPLE).  Hospitals are an important source of health care information, and we strive to be centers for excellence.  

7. Q: What are you doing to improve patient safety in hospitals? 
A: A lot – so much it will make your head spin.  The top priority for hospitals in our state is quality care. Because Washington hospitals are there when you need them, providing safe and high quality health care every day, we’re taking this priority very seriously.  It translates to continuous innovation and improvement.  Here are two key examples: At ____ Hospital, we are doing….and in the Puget Sound region, a hospital demonstrated that (LOCAL EXAMPLE). 
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