Helping Patients & Families Navigate BIDMC
The Opportunity
BIDMC has provided every inpatient with a Welcome Guide by placing it in newly
readied rooms. This somewhat costly guide consisted of a purple folder with pockets
that held various information sheets, and 12 pages of patient and family/visitor
information stitched into the folder. The Guide was developed in the 1990’s when
average length of stay was longer, and it was assumed that patients had time and
were able to read the information – and share it with family and other visitors. In
talking with patients and family members, we learned that many never read it.
Moreover, many units had developed their own "quick reference" sheets for patients
that were unit-specific, but that were also redundant with some Guide information.

 Involved patients at many points in the work, including in discussions about what


information to include on the whiteboard and video. Used PFAC members to review
the Visitor Guide content and format.
Worked closely with Media Services in the design and production of the video, print
folder, whiteboard template and Visitor Guide template.

The Results

Aim/Goal
Re-package the welcome information to be more efficient and more effective in
communicating key information to patients and families.

The Team
This work was a true team effort! Multi-disciplinary and cross-department
workgroups did much of the detail work, guided by the following Steering
Committee members: Kim Sulmonte (PCS), Cindy Whitcome
(Communications), Pat Folcarelli (Health Care Quality), Kathy Murray (Health
Care Quality), Jane Wandel (PCS and outside consultant), Linda Denekamp
(PCS), Denise Corbett-Carbonneau (PCS), Peter Macaulay (Media Services),
and Anissa Bernardo (PCS).

Lessons Learned


Involve patients and families from the early stages of the work! They are essential
when the goal of the work is to better meet patients’ and families’ needs.

The Interventions
 Broke out the welcome guide information into 4 main components:
1. A video on the television in the patient’s room to communicate information



about the medical center, what to expect as a patient, and how to be an
active participant in care.
2. A streamlined folder to hold required regulatory information.
3. A whiteboard template to make the unit-specific information easily visible to
patients and families in the room.
4. A Visitor Guide that is available at desks and waiting areas to answer the
more specific questions often asked by our families and visitors.
Involved staff from all areas of Patient Care Services to help further define the
information that would be part of each of the 4 components.

Next Steps







Whiteboards are only rolled out to two units as of this time. We will continue to
assess the whiteboards to ensure they will be a long-lasting and effective use of
resources.
The video will be translated into Spanish, Chinese, Russian and Portuguese.
The Visitor Guide has been produced in a small amount initially so we can assess
for usefulness and make any changes as needed. We will involve family members
and visitors in this assessment.
We will look at adding much of this new welcome information to the website for
patients to review prior to admission to the hospital (when possible). This will require
a new kind of outreach to incoming patients through admitting, physician offices, and
the Berenson Emergency Department.
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