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No one in a position to control the content of this educational activity has relevant financial 
relationships with ineligible companies.



Learning Objectives
• Describe a strategy to increase team engagement and patient safety and create a healthy  

environment in the emergency department.  
• Discuss creating a culture of accountability through transparent and real-time communication 

and performance benchmarking using an interactive, digital team communication board.  
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The Queen’s Health System

Our Mission: to fulfill the intent 
of Queen Emma and King 
Kamehameha IV to provide in 
perpetuity quality health care 
services to improve the well-
being of Native Hawaiians 
and all of the people of Hawaii



The Queen’s Medical Center – West O`ahu 
Emergency Department
• West O`ahu campus: 104 beds

• Emergency Department (ED)
‒ 26-bed ED
‒ 60,000 patients annually

o 15% admission rate
‒ Over 120 team members



FY 2023 Volumes



Reality After the Pandemic

Morale

< 20% of the ED 
team reported 
feeling "fully 

engaged"



Creating a Highly Reliable Safety Culture

Building relationships Sharing information 
transparently

Creating a 
safe reporting and 
learning environment

Forming accountable 
teams and principled 
leadership



Project Overview

Leveraging an 
interactive 
digital staff 

communication 
board 

Share 
knowledge & 
comparative 

data

Increase 
staff

engagement

Promote a 
healthy 

care 
environment

Improve 
patient 
safety 

outcomes
through high 

reliability 
principles



Instant notification process to the manager 

Manager accountability 

Regular updates were provided to the staff until issues 
were resolved

Forum for managers to share patient safety data 
transparently

Healthy competition to drive improvement

Coupled communication with meaningful recognition

Engaged team while creating habits to sustain optimal 
care practices

Adoption of 
Interactive

Digital 
Communication 
& Huddle Board



Building Relationships



Seal rewards



Safe Reporting Environment  



Safe Reporting Environment 

EHR

EHR

texting



Sharing Information Transparently

BCMA: Bar Code Medication Administration





Medication Safety:  BCMA Utilization Improvement in ED
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Overall Team Engagement
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In my team, I am surrounded by people who share my values.
My teammates have my back.
 At work, I clearly understand what is expected of me.
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Overall Team Engagement Scores
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Team Engagement Scores
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Outcomes 
and 

Impact 
Continued

Focused approach to improved patient care

Efficient and engaged team with highly effective 
communication

Hub to host team wins, concerns, progress, and 
improvements

Transformed the ED from a reactive culture 
towards safety problems to a proactive team 

Provide high quality and safe care using the 
principles of high reliability



Outcomes & Impact
HEARD: The staff also reported feeling heard and enjoyed how they can easily escalate and report any 
concerns.

SAFE / HEALTHY ENVIRONMENT: Caregivers reported feeling safe to raise concerns and issues using the 
electronic board.

ACCOUNTABLE: Focused approach for team improvement. 

TEAMWORK & COLLABORATION: Manager able to better understand priorities and the needs of all staff.

LEARNING CULTURE TO IMPROVE: Transformed the ED from a reactive culture towards safety problems to 
a proactive team. 

CONTINUED IMPROVEMENT: Provide high quality and safe care using the principles of high reliability.



Uniquely Innovative

STANDARDIZE 
WORK

IMPROVE 
COMMUNICATION

BUILD CULTURE 
WHILE CAPTURING 

AND MANAGING 
IMPROVEMENT 

IDEAS IN REAL TIME

UTILIZING 
TRANSPARENT 

BENCHMARKING 
DATA TO RAPIDLY 
IMPROVE A CORE 

NURSING 
SAFETY PRACTICE



Lessons Learned
• Keep communication concise.  
• Staff escalation of issues actually makes it easier for management to be 

accountable. 
• Don’t let the board go stale.  Switch it up daily if possible.
• Run through the board with new staff upon hire. 



Key Takeaways
• Generational learning
• Accountability
• Every voice heard and valued
• Safe and reliable environment
• Identify 1-3 super users to manage the board



Questions?

Contact:
Dianna Motley, dmotley@queens.org
Robin Kalohelani, rkalohelani@queens.org

This educational session is enabled through the generous support of the 
Vizient Member Networks program. 

mailto:dmotley@queens.org
mailto:rkalohelani@queens.org
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