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Telling the Story:
How to use communication tools and narrative to inform and
explain complex technical projects
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Learning Objectives @ LA

2016 Defense Health Information Technology Symposium

1

e Understand how to communicate technical information
in a simple and effective way.

 Learn how to tie health IT messaging into broader MHS
mission, goals, and narrative.

 Recognize the tools available to support communication
efforts.

 Understand the importance of quick, candid feedback
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Better Readiness
Better Health
 Better Care
Increased e Lower Cost

SCED L ESS
THROUGH

* Greater Patient Engagement
* Greater Transparency

<¢J'wer cos*
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Readiness at the core of what we do

2016 Defense Health Information Technology Symposium

e Readiness is the fundamental product
that we as an MHS must deliver

e Health IT is critical to our ability to 3%
do so effectively and with agility

e Our challenge: How do we provide
context for readiness that makes &
it real for our audience?
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2016 Defense Health Information Technology Symposium
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* Tools do not make a craftsman and EHR’s do not make a medical provider
o But they do enable opportunities to connect more effectively with the end user

Our mission is to educate, not sell. Inform, not convince.
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e MHS GENESIS and other IT programs give us opportunity to discuss important

issues for our patients:
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e MHS GENESIS and other IT programs give us opportunity to discuss important

issues for our patients: _
 Engagement. Ensure patients know

how to access their medication list
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e MHS GENESIS and other IT programs give us opportunity to discuss important

issues for our patients: _
 Engagement. Ensure patients know

how to access their medication list

 Engagement: Encourage patients to ask
guestions about their prescriptions
through secure messaging
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e MHS GENESIS and other IT programs give us opportunity to discuss important

issues for our patients: _
 Engagement. Ensure patients know

how to access their medication list

 Engagement: Encourage patients to ask
guestions about their prescriptions
through secure messaging

e Action. Enable easy, online Rx refill
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e MHS GENESIS and other IT programs give us opportunity to discuss important

issues for our patients: _
 Engagement. Ensure patients know

how to access their medication list

 Engagement: Encourage patients to ask
guestions about their prescriptions
through secure messaging

e Action. Enable easy, online Rx refill

e Action: Make it easy for patients and
civilian providers to order from MTF or
Mail.
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e MHS GENESIS and other IT programs give us opportunity to discuss important

issues for our patients: _
 Engagement. Ensure patients know

how to access their medication list

 Engagement: Encourage patients to ask
guestions about their prescriptions
through secure messaging

e Action. Enable easy, online Rx refill

e Action: Make it easy for patients and
civilian providers to order from MTF or
Mail.

* Cost-Effectiveness: Encourage generic
over brand name where appropriate
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e MHS GENESIS and other IT programs give us opportunity to discuss important
issues for our patients:

»
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e MHS GENESIS and other IT programs give us opportunity to discuss important
issues for our patients:

* Engagement. Easy access to lab / rad history
for patients and providers.

»
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e MHS GENESIS and other IT programs give us opportunity to discuss important
issues for our patients:

* Engagement. Easy access to lab / rad history
for patients and providers.

* Engagement. Automated process for patient
notification of new results — along with

' opportunity to query provider .
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e MHS GENESIS and other IT programs give us opportunity to discuss important
issues for our patients:

* Engagement. Easy access to lab / rad history
for patients and providers.

* Engagement. Automated process for patient
notification of new results — along with
opportunity to query provider .

‘ e Action. Use online resources to answer
common questions and get patients to adjust
behaviors and improve health
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e MHS GENESIS and other IT programs give us opportunity to discuss important
issues for our patients:

* Engagement. Easy access to lab / rad history
for patients and providers.

* Engagement. Automated process for patient
notification of new results — along with
opportunity to query provider .

‘ e Action. Use online resources to answer
common questions and get patients to adjust
behaviors and improve health

e Action: Enable sharing of information with
specialty and network providers.
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e MHS GENESIS and other IT programs give us opportunity to discuss important
issues for our patients:
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e MHS GENESIS and other IT programs give us opportunity to discuss important
issues for our patients:

* Improve access to care for beneficiaries
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e MHS GENESIS and other IT programs give us opportunity to discuss important
issues for our patients:

* Improve access to care for beneficiaries

* Encourage / Drive patients to contact their
providers through online resources
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e MHS GENESIS and other IT programs give us opportunity to discuss important
issues for our patients:

* Improve access to care for beneficiaries

* Encourage / Drive patients to contact their
providers through online resources

 Reduce unnecessary in-person visits whenever
possible.
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e MHS Genesis and other IT programs give us opportunity to discuss important
issues for our patients:
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Patient Satisfaction

Health Outcomes

0 Number of Babies Delivered 0 Health Survey of DoD Beneficiaries (MHS level only)

0 Service Surveys (Satisfaction with seeing a provider when needed)

O Elective Delivery < 39 weeks .
(JOES when avail)

O Surgical Case Morbidit » ”
8 Y O TRISS (patient would “recommend hospital” to others)

Access: Average days to 3™ next primary care 24 hr. and 3" next
primary care future

Patient Safety Quality of Care
0 Safety Events (by Degree of Harm and Event Type) 0 Well-Child Visits in the First 15 Months of Life
0 Sentinel Events (by Event Type) O Breast, Cervical, Colorectal Cancer Screening
0  Wrong Site Surgery (Non-Dental) 0 Upper Respiratory Infection, Pharyngitis, Low Back Pain
0 Unexpected Retained Foreign Objects O  Diabetes Testing and Control
0 Catheter-Associated Urinary Tract Infections (CAUTI) O Follow-up After Hospitalization for Mental Iliness (7/30 day)
0 Central Line — Associated Blood Stream Infection O Select Measures chosen by MTF
(CLABSI) O Accreditation Status
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Gallery | TRICARE

Health.mil o o oo

The off) | website of the Military Health System - -
G408 a5 /|

and the Defense Health 2

Fatient Portal for Qualky, Patient Safety and Access Information

Patient Portal for MHS Quality, Patient Safety and

1. Links from left navigation and
in bOdy Of page Iim::}i%?;:y“oﬂ:; . Access Information

nt Satisfaction and

Quality of Care

Clinical Cuality Management
Fruit Doformation

2. Introduction text includes call

Health Care Program
Fyaluation

for feedback

Healthcare

Rates & Relmbursements

3. All reports available on main m

page without having to drill
down

Helated Tepies:

PCM Continuity Report April 2016
&
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Transparency
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P - ContactUs | FAQs | Gallery | TRICARE
@‘ Health.mil
The official wek = Milita; 5
and the D

psite of the 1y Health Systen = s
sfense Health Agency @E 8 =

1. Each measure includes a plain-language
explanation of why the information is
important to the patient

Patient Satisfaction and Access to Care

Service Survey—Satisfaction with Seeing a Provider When Needed

2. Explanation of what is measured and
how to read the report are in collapsible
fields that can be opened and closed as
needed e —

Clinical Quality Management

Fruit Ink ation

Primary Care Manager Continuity

ofren as

3. Each report (or link) is under the “How
do | read the report” section and will
open a file or take user to the page with
the information

Average Days to 3rd Next Primary Care 24 Hours and 3rd Next Primary Care
Future

“Medically Ready Force...Ready Medical Force” 27
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Contact s | FAQs | Gallery

Health.mi

The official website of the Military Health System
and tha Defansa Health Apancy [ E N =

1. DHA developed a widget for each
MTF website that will take users e e e T T
to the Health.mil transparency

pages

Defense Auth:
nee of our direct €3

. Section 712 of o

Wt satisfaction and

armance m

2. Instructions included use of DMIS
ID in URL so we can update to
provide MTF specific measures in
Phase Il il S

« MITFS could Abs with link

regarding how to add the Transparncy W

* to your MTF page

vou can get a copy of your MTE'S accre

an loga which you

pages to compare Military
Health System hospitals and

cy Widger

inte thie html of your home page whene you want the widget to appear, relacing

clinics.
"###@" with your DMIS ID number: <div id="military-health-transparency-container’ data-dmis="## # #° data-
domain="www. health.mil' style='width:250px; = « fdivs o Health Cutcomes
2. Insert the following script element near the bottom of your home page: <script o Patle For
sre = REtp s/ fuaww. haalth. miljjs/ Health TransparencyWidget. 3¢ types="taxt/javascipt = </script=
3. Save andd Publish the Updated Page e Patent Satisfaction

rot familiar with the BMIS 10 far your = Ouality of Care

3. Instructions provided for adding !

Try

accreditation logos to MTF sites T Rp T S ——

hite
on of tory Health
as Included on the Mar

®, you are entitled to use the Accreditati
ng CO that you rec

on logo on your marke miaterials.

i ort. If you

arketing and

M ns Coordinator at 847.853.60
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How are we supporting this effort?

2016 Defense Health Information Technology Symposium

DEPARTME NT’OF DEFENSE

neral Richard W. T a

a3 j er:
3

}‘ Chief Medical Officer & Director // Healthcare erations

/ Defense Health Agency

P »l ox 0:53/428

Military Health System

“Medically Ready Force...Ready Medical Force” 32



How are we supporting this effort?

W

Defense Health Agency
2016 Defense Health Information Technology Symposium

DHMS Military EHR 2 Follow

#EHRs help your doctors coordinate care,
protect your safety, & reduce unnecessary
tests. bit.ly/2audUJf

MilitaryHealth £ A Follow

The new #EHR will be used as an "enabler to
more efficient and effective health care," says
@DHADirector. #HIMSS16

Articles

Training

Calendar of Events

Gallery
Infographics
Photos
Videos

Refine your search

Articles
Infographics
Photos
Videos

Health.mil

The official website of the Military Health System
and the Defense Health Agency

Reference Center

MHS Home > News > Articles > MHS GENESIS Electronic Health Recard workshops held at Naval Hospital Bremerton

Contact Us | FAQs | Gallery | TRICAR

F EN: RO

SENESIS

ITARY HEALTH SYSTEM

Along with Naval Hospital Bremerton and its Branch Health Clinics
Everatt 2nd Bangor, MHS GENESIS will also be featurad at Naval
Hospital Oak Harbor, Madigan Army Madical Center, Puyallup
Community Medical Home, and the Fairchild Air Force Basa Clinic.

m MHS GENESIS Electronic Health Record workshops held at Naval Hospital Bremerton

DEPARTMENT OF DEFENSE

MRS

5/6/2016

By: Douglas H. Stutz, Naval
Hospital Bremerton Public
Affairs

Share

verlapping workflows, patient pathways, and open portals were some of the
demaonstrations on display at Naval Hospital Bremearton (NHB) as part of the strategic

implementation of the naw Military H
[EHR).

ealth System (MHS) GENESIS elactronic b

ezalth record

Related Topics: Military Health
System Electronic Health
Racord | MHS GENESIS Branding

“Medically Ready Force...Ready Medical Force”
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* Improve use of digital
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/'_)\_!,(‘.D\i]@) e Share earl,sk:re often
(DD SO SRR

N * Improve use of digital

@@ ,béo Z;J;;egaech to educate and
)

35\
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* You are the owners of the
\ best possible feedback

“Medically Ready Force...Ready Medical Force”
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[

 What does good feedback look like
and how does it help us provide a

better product? Send communications
o Candid feedback, requests,
o Quick complaints, and

o Listen to patients/providers (customer) comments to

* How it improves comms
o Fills gaps quickly
o Ensure customer feels like we are
listening to their concerns, etc

“Medically Ready Force...Ready Medical Force” 38
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Measures
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 Not chasing communication for
communication’s sake

e Have to tie measures of
communication effectiveness to
real, operational outcomes.

“Medically Ready Force...Ready Medical Force” 39
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Measures
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:

e Communications campaigns Average # of NAL Calls per Day
are targeted to deliver real 2500
results. § 2000
e Success builds on itself, 5 s
driving people to 3 1o
communication sources for £ so -
future information N

HHHHHHHHHHHHHHHHHHHHHHHHH
||||||||||||||||||||||

® Sessions

Health.mil Visits

October 2014 January 2015 April 2015 July 2015 October 2015 January 2016 April 2016 July 2.



Case Study: Puget Sound MHS . o
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&
PUGET SOUND

MILITARY HEALTH SYSTEM
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Pediatric _ Puget Sound

SPECIALTY CARE AN R | 1

Meet the Puget Sound ; . Military Health System
MADIGAN ARMY MEDICAL CENTER M”ltary Health System 5 «\#’ : 3 [ej
o Partners '"-' opetess  primaryCor Manager

Madigan

There are four key partners within the Puget Sound
ARMY MEDICAL CENTER

Military Health System:
Located in south Puget Sound on Joint Base Lewis-McChord, Madigan maintains 212 in-

. Madiga" A'my Medical Center patient beds and can expand to more than 300 for urgent needs. The hospital’s medical
- Naval Hospital Bremerton mall complex handles nearly one milion outpatient visits annually. Madigan has a strong
ic nstitution, 35 graduate
= Naval Hospital Oak Harbor medical and nursing education programs.
P spital
« The 62™ Medical Squadron Joint Base Lewis-McCord SPECIALTIES:

e

Thanks to joint market efforts, you have access to a
full spectrum of care, close to home.

[
===

& i carar:

Or ofary B Ay Nuticre

wessisese ATYPICAL DAY —r7i— PUGET SOUND MHS --rvovsoovevee,

Or ot wahrgten stzs

g oot s e v,

SecureMessaging

e
285,000 e
97,220 @ =
clinic visits Hemitals ard Health Sy stame”
1,812 ¥ g C R
gy W 100 : o>, =
9,386 \
éhh'mm ey
= presciiptions I - >
o

e @0z 0 [ i

[IEEea— - =

PUGET
Vﬂ AR B 10 Free prevention
and weliness

nd

PUGET SOUND

MILITARY HEALTH SYSTEM
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SENE SIS

MILITARY HEALTH SYSTEM
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DEPARTMENT'OF DEFENSE

What’s
Missing

I:ENESIS

MILITARY HEALTH SYSTEM

Your Medical Records
Whenever ... Whereven...
You need them! |\
v\

kg 2?22

MHS GENESIS Brand Style Guide
Version 9.0

“Medically Ready Force...Ready Medical Force” a4



\ s
Stakeholder Engagement DHA’;

2016 Defense Health Information Technology Symposium

:

Engaging stakeholder groups
can help amplify message.
Stakeholders can provide
perspective and unique

feedback.

We can help engage at
national level, but don’t
overlook local engagement.

NATIONAL
MILITARY
FAMILY
ASSOCIATION

Together we're stronger

“Medically Ready Force...Ready Medical Force” 45
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Media Engagement

2016 Defense Health Information Technology Symposium

:

* Press & media are great
resource for telling the story
of what you do & why it’s
important.

 Engage your communications /
public affairs office & enlist
them to help tell your story.

L W % * All news is local —engage MTF,
- | installation, local, & regional
publications.

“Medically Ready Force...Ready Medical Force” 46



YOUR PRIVACY

IS PROTECTED

WE DO NOT USE ELECTRONIC MEDICAL RECORDS
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Crisis Communications
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:

e Crisis planning must begin
before things go wrong
Engage your leadership
early and identify role you
play in event of a crisis.

e Developing communications

Chicaao Tribune

Washington-area MedStar hospital chain _
paralyzed by hackers' virus attack

MedStar Struggles to Work Around channels, skills, messaging,
Computer Hacking Crisis and relationships in
:“:rl(u[w]\l:l (||or||’|\lllllrf ():I(ll to using pens and paper instead of pixels a dva nce Wl ” h el p N aV| g at e
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2016 Defense Health Information Technology Symposium

1

* You are our experts, eyes, and ears in the field

 Feedback is key — identifying gaps and best
practices quickly improves comms for everyone

 \We are here to support you. You support the end
user.

“Medically Ready Force...Ready Medical Force”
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Questions?

2016 Defense Health Information Technology Symposium

-

e E-Mail us at: DHACommunications@mail.mil
* Follow us at:

f /MilitaryHealth f /DefenseHealthAgency
@MiilitaryHealth @DoD_DHA
@DrGuiceMHS @DHADirector

Richard Breen
8 703-681-1770
richard.h.breen.civ@mail.mil
Defense Health Agency
7700 Arlington BLVD, Suite 5101
Falls Church, VA 22042

“Medically Ready Force...Ready Medical Force” 50



Evaluations
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* Please complete your evaluations

1. Evaluate Rich
Breen’s presentation
in your own words.

Ry W
. _.-; T

Nakkd Foob MoG, GRUG
PubbawuP Zink wattoom
. GaloRK. CHUMBLE sSpuzz.

giﬂ%
ey
y
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