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Since the mid-1990s, Baird has
helped healthcare organizations
nationwide improve the patient
experience and enhance
organizational culture. Baird's
culture assessment and diagnosis
include experience mapping,
medical mystery shopping, and
focus groups to reveal the real
customer experiences within your
organization. Using your patients'
experiences, Baird and her team
prescribe critical next steps for
improving patient satisfaction and
HCAHPS scores.
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Picture this. You’re a patient in a hospital and you’ve dropped your reading
glasses on the floor. You can’t get out of bed. You’re not in dire straits, but
you’re bored—you can’t read without your glasses. You’ve turned on your call
light and you’ve seen a number of people walk past your door. Nobody has
stopped in to check on you.

What kind of patient experience are you having?

While call lights have traditionally been viewed as signals for nursing staff to
assist patients, many hospitals are broadening the target audience for these
lights to include not only nurses, but literally any employee of the hospital.
After all, as in this example, anybody could easily stop in to help a patient
retrieve their dropped reading glasses.

The concept of the No Pass Zone originated a number of years ago from the
Hospital Quality Institute (HQI) as a patient experience initiative to provide
quick responses to patients’ needs. The idea is that anybody within the
organization—from registration staff to the CFO—can be responsible for
answering call lights and attending to patient needs. Having a No Pass Zone in
place contributes to quality, safety and service. At the same time, it sends a
strong message to every employee in the organization that these are OUR
patients. When they signal for attention—it’s all hands on deck.

When doing our culture assessments, having a successful No Pass Zone is a
litmus test for discerning just how “patient centered” an organization is. Many
hospitals throw around the term “patient centered” yet often the reality of the
situation tells a much different story. We often ask the question, “Is everyone
in this hospital patient-centered, or is it just the nursing staff?” We'll often
hear: “Oh, everybody is!” Then we’ll ask them if they’ve instituted the No Pass
Zone concept. | love the concept because it is a great example of organizations
really putting some teeth into the term “patient-centered” —it’s one very
straightforward thing that hospitals can do to send a clear message that being
patient-centered is everyone’s job.

Now, | don’t suggest that hospitals simply make an announcement that
suddenly everyone is responding to patient call lights. In fact, in my own
experience of having implemented a No Pass Zone in a hospital where |
worked, | know that it takes preparation. That experience taught me that some
staff members are eager to step in and are actually excited to feel a part of the
care team. At the same time, others may be literally terrified of stepping into a
patient room. What might they find? What should they do? After all, not every
job in a hospital involves direct interaction with patients.

Most requests—like the request to have help in retrieving reading glasses, are
very straightforward. Things including: opening or closing blinds, adjusting the
heat, filling ice water, or moving the side table closer are simple, non-clinical
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tasks that serve the patient. These examples are common reasons for patients
to put on their call lights and don’t require clinical expertise. Of course other
requests may not be so readily addressed and may require the employee to
seek additional assistance. That’s why it's so important to establish ground
rules and give staff the tools to ensure that a no pass zone program will work
smoothly.

Prior to implementing a no pass zone, everyone in the organization should be
informed about the idea behind it and why it’s important. They should
understand how such a program can help with patient-centeredness goals.
And they should be provided with information, education and training about
what tasks they can readily do and when they need to seek assistance from
nursing staff.

It's also important to have conversations with staff members about concerns
or anxiety they may have and to help them work through those concerns. And,
you need to make sure to give staff an outlet for follow-up—who to ask about
situations they’re not sure how to address, who to contact in certain types of
situations, and how to close the loop so this information can be shared with
the individual who originally asked the question.

Successful No Pass Zone initiatives go well beyond issuing a directive that:
“From now on everybody is responsible for answering call lights.” It takes
thought, preparation and follow through. The ultimate goal is to help every
person to feel prepared and empowered to be a part of the care team.

One example of successful implementation is West Chester Hospital in Ohio
under the direction of CNO, Patrick Baker. After learning about his success, we
invited Patrick to share his story as a case example in a webinar on April 26th.
He'll talk about how he identified the need for a No Pass Zone, how he
implemented it and the impact it is having on both patient satisfaction and
improving the culture.

Join us for a No Pass Zone webinar on April 26 at 11:00 CDT to learn how to
implement a no pass zone in your organization here. Our guest speakers
include Patrick Baker from West Chester Hospital as well as Dr. Gregg
Alexander from Health Nuts Media, the creators of an innovative video training
module. They’ll discuss why the no pass zone is an essential part of a patient
centered culture and how to engage your entire staff in making the process
effective.

Phone communication is an essential part of the patient experience and is often the first part of
the patient experience. In just seconds, your patients are deciding if you are friendly,
knowledgeable, concerned, and willing to help. In fact, research shows that after just a 2-minute
phone encounter, patients are clear about whether or not they would return to your organization
or recommend it. Patients rely on phone encounters to make appointments and seek clinical
advice. Other callers rely on phone encounters to gain vital information about a loved one. In
both situations, it’s important that you create a positive, trust-building experience. To engage
your staff in essential phone skills, look toward the tips and tools in You’ll Have Them at “Hello”:
Phone skills that will WOW your callers every time. For only 5199, you’ll receive the following: the
video recording, presentation slides, a transcript of the recording, a participant guidebook, a
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moderator guidebook, a quality assurance tool, and additional handouts! This session is also
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GRO l | P To learn more about the Baird Model for Service Excellence, employee engagement or leadership
development workshops, or to sign up for her FREE newsletter, write to info@baird-group.com.

Transforming culture. Shaping patient experience.

Copyright Use

Want to use this article in your e-zine, newsletter, or on your Web site? You may, as long as you

include the following statement:
Nurse, author, and consultant Kristin Baird, "Healthcare’s Customer Service Guru," is
the author of Raising the Bar on Service Excellence: The Health Care Leader’s Guide to
Putting Passion into Practice (Golden Lamp Press, 2008), Reclaiming the Passion:
Stories that Celebrate the Essence of Nursing (Golden Lamp Press, 2004), and
Customer Service In Healthcare: A Grassroots Approach to Creating a Culture of
Service Excellence (Jossey Bass, 2000). The Baird Group provides consulting, mystery
shopping, and training services for improving the patient experience. To learn more,
please visit http://baird-group.com or call 920-563-4684.
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