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Information Technology’s Role in Supporting 
Healthcare Quality: How Can You Help? 

Patricia P. Sengstack MS, RN-BC 
Deputy CIO, NIH Clinical Center 

Bethesda, MD 



Defining Healthcare Quality 

 
What is quality 

healthcare? 



Defining Healthcare Quality 

 I know I am receiving quality healthcare when….. 
 

 “My provider (physician, NP, etc) appears 
knowledgeable and takes the time to answer my 
questions” 

 “The nursing staff is consistent – knows me, spends time 
and is not rushing and responds to my questions or 
needs” 



Defining Healthcare Quality 

 I know I am receiving quality healthcare when….. 
 
 “I am constantly treated with respect and listened to” 
 “I am given information and kept informed” 
 “Care is according to standards are executed consistently 

and with safety checks” 



Defining Healthcare Quality 

 I know I am receiving quality healthcare when….. 
 
  “I am not given any extra pain while I am being treated 

for my illness or injury and I feel better” 



Organizations Driving Healthcare Quality 



Organizations Driving Healthcare Quality - 
NQF 

 National Quality Forum 
 Mission: 

 Improve the quality of American healthcare by setting 
national priorities and goals for performance 
improvement 

 Endorsing national consensus standards for measuring 
and publicly reporting on performance 

 Promoting the attainment of national goals through 
education and outreach programs 



Organizations Driving Healthcare Quality - 
AHRQ 

 Agency for Healthcare Research and Quality 
 Mission: AHRQ is the lead Federal agency charged with 

improving the quality, safety, efficiency, and 
effectiveness of health care for all Americans. AHRQ 
supports health services research that will improve the 
quality of health care and promote evidence-based 
decision making 

 Safety and quality: Reduce the risk of harm by promoting 
delivery of the best possible health care 

 Transforming Healthcare quality through Healthcare IT 
initiatives 

 



Organizations Driving Healthcare Quality - 
AHRQ 

 Doing the right thing (getting the health care services you 
need) 

 At the right time (when you need them) 
 In the right way (using the appropriate test or procedure) 
 To achieve the best possible results 

 



Organizations Driving Healthcare Quality - 
JC 

 The Joint Commission 
 Mission:  To continuously improve the safety and 

quality of care provided to the public through the 
provision of health care accreditation and related 
services that support performance improvement in 
health care organizations 

 National Quality Improvement Goals 
 Quality Check 

 
 



Organizations Driving Healthcare Quality - 
HQA 

 The Hospital Quality Alliance 
 HQA - Improving Care through Information is a 

public/private collaboration to improve the quality of 
care provided by the nation's hospitals by 
measuring and publicly reporting on that care 

 
 



Organizations Driving Healthcare Quality - 
NAHQ 

 National Association for Healthcare Quality 
 Mission: NAHQ empowers healthcare quality 

professionals from every specialty by providing vital 
research, education, networking, certification and 
professional practice resources, and a strong voice for 
healthcare quality 

 Goal: promote the continuous improvement of quality in 
healthcare by providing educational and development 
opportunities for professionals at all management levels 
and within all healthcare settings 

 
 
 



Organizations Driving Healthcare Quality - 
ISMP 

 The Institute for Safe Medication Practices 
 Mission: To understand the causes of medication errors 

and provide time-critical error-reduction strategies to the 
healthcare community, policy makers, and the public 

 



Organizations Driving Healthcare Quality - 
IOM 

 The Institute of Medicine  
 Mission: The IOM serves as adviser to the nation to improve 

health 
 The nation turns to the Institute of Medicine (IOM) of the 

National Academies for science-based advice on matters of 
biomedical science, medicine, and health  

 The Institute provides a vital service by working outside the 
framework of government to ensure scientifically informed 
analysis and independent guidance. The Institute provides 
unbiased, evidence-based, and authoritative information and 
advice concerning health and science policy to policy-makers, 
professionals, leaders in every sector of society, and the public 
at large 



Organizations Driving Healthcare Quality - 
HIMSS 

 Healthcare Information and Management Systems 
Society 
 Mission: To lead change in the healthcare information 

and management systems field through knowledge 
sharing, advocacy, collaboration, innovation, and 
community affiliations 

 Patient Safety and Quality Outcomes Initiative 



Organizations Driving Healthcare Quality – 
CARING 

 CARING 
 Mission: CARING is a nursing informatics organization 

advancing the delivery of quality healthcare through the 
integration of informatics in practice, education, 
administration, and research 

 Provide educational experiences including contact-hour events 
 Publish educational and informational articles 
 Act as a clearinghouse for seminars, positions and speakers 
 Provide a professional network for healthcare information 

systems professionals 
 
 



Organizations Driving Healthcare Quality – 
The Leapfrog Group 

 The Leapfrog Group 
 Mission: To trigger giant leaps forward in the safety, 

quality and affordability of health care by: 
 Supporting informed healthcare decisions by those who 

use and pay for health care; and, 
 Promoting high-value health care through incentives and 

rewards 
 



Defining Healthcare Quality 

 Quality healthcare is: 
 Error free 
 Delivered by competent professionals based on evidence 

that it results in the desired outcome 
 Delivered using efficient processes  



Healthcare IT Industry Response to the Call for 
Improved Healthcare Quality 

 EMR 
 CPOE 
 CDSS 
 Bar coding 
 Evidence Based Practice 
 Mobile devices 
 Non-punitive environment and reporting 
 Antibiotic surveillance systems 



WalMart’s Response to the Call for Improved 
Healthcare Quality 

FOR RELEASE: Monday, April 02, 2007  

Wal-Mart, University of Arkansas and Blue Cross Blue Shield Announce 
Center of Excellence to Boost Use of Information Technology in Health 
Care Operations 

Better Use of Technology Will Benefit Consumers by Improving Safety and Quality 

BENTONVILLE, Ark. - March 28, 2007 - Wal-Mart Stores, Inc., (NYSE: WMT) 
announced today it will partner with the University of Arkansas and Blue Cross 
Blue Shield to create a research center to focus on improving the health care 
delivery system with the use of information technology. 
 





Defining Healthcare Quality 

 I know I am receiving quality healthcare when….. 
 
 “The staff is really concerned on how you feel, making 

sure you are comfortable” 
 “They explain what everything is and what will happen” 





Nursing Informatics Response to the Call for 
Improved Healthcare Quality 

 We need to always be asking: 
 How can healthcare IT support healthcare quality? 
 How can we as nursing and healthcare informatics 

specialists help support quality, design quality into 
systems, and measure and evaluate healthcare quality 
using clinical systems?  



Instilling Quality in all Phases of the System Life 
Cycle 

 Analysis 
 Design 
 Development 
 Implementation 
 Evaluation 
 Maintenance 



Analysis and Design 

 Why are you putting the system in place? 
 How do you anticipate it will make things better?  

 Will it reduce errors (safety)? 
 Will it improve access to evidence based information 

(access)? 
 Will it improve or streamline a process (process)? 

 How will you incorporate user input? 



Analysis and Design  
 

 Safety: 
 Mandatory fields  
 Drop down menus instead of free text boxes 
 Use of CDS if included as part of system - take advantage of 

it. 
 Configure electronic solutions for required documentation: 

 Medication Reconciliation 
 Unacceptable abbreviations – acronym expansion 

 User friendly GUI. Not too busy 
 





Analysis and Design  
 

 If there is a chance a user could click on the wrong 
field or use it in an incorrect way – they will.  

 Remove the ability for a human to make a mistake.  



Analysis and Design  
 

 Safety: (cont’d) 
 Dose range checking 
 Auto calculations 
 Allergy checking 
 Drug-drug interactions 
 Pulling lab results into orders 
 Make allergies and isolation status carry over across 

visits 



Analysis and Design  
 

 Improve Access to Information/Knowledge 
 Incorporation of evidence based practice 

 Stand alone EBP systems 
 EBP incorporated into vendor systems 

 Access to literature 
 Understand workflow process 
 Provide links within clinical system 
 If too difficult to access, users will not take advantage 



Analysis and Design  
 

 Support/Improve Workflow Processes: 
 Clinical documentation that pulls data in 

 Vital signs 
 Lab and other results 
 Medication orders 

 Copy forward/Fan out features – use them 
 Flags for new orders, new results 



Analysis and Design  
 

 Support/Improve Workflow Processes (cont’d) 
 Use of standard terminologies  

 Clinical Care Classification (CCC) 
 NANDA-I 
 NIC 
 NOC 
 SNOMED CT® 
 LOINC ® 



Development/Building 

 Safety: 
 Testing 

 Unit, Function, Integrated 

 Support/Improve Workflow Processes 
 Parallel testing 

 Prior to implementation to assess workflow process issues 
with new system 

 Requires meticulous planning, but well worth the effort 

 



Implementation 

 Safety: 
 Activation Planning 

 Implementation checklist 
 Accurate prediction of length of downtime 
 User training for post implementation – recovery  
 Clear communication 



Implementation 

 Safety (cont’d) 
 During Implementation 

 Unit rounds 
 Ample supply of downtime forms 

 Post Implementation 
 Command center for users to call  
 More unit rounds 



Evaluation 

 Safety: 
 Monitor for errors 
 Monitor occurrence/incident reports 

 Remove the ability for a human to make a mistake 
 Automate when possible 
 Re-design with user input 

 Monitor interventions and outcomes 
 Use of standard terminologies 
 Or at least use of drop downs and suggested lists instead of free text 



Evaluation 

 Improve Access to Information/Knowledge 
 Perform queries/Develop reports 

 NDNQI 
 JCHAO’s National Quality Improvement Goals  
 HQA  

 Get the data out  information  knowledge 



Evaluation 

 Support/Improve 
Workflow Processes 
 Unit rounds 
 Surveys 



Maintenance 

 Safety: 
 Monitoring system performance and response times as  

the system grows  
 

 



Defining Healthcare Quality 

 You know you are receiving quality healthcare 
when….. 
 “All our concerns/questions are addressed” 
 “Nurses and doctors all told us the same thing” 
 “Everyone verified my identity and all rx’s and 

procedure slips had the correct name” 
 “My wife is not mad a the doctors/nurses” 



Information Technology’s Role in Supporting 
Healthcare Quality: How Can You Help? 

Patricia P. Sengstack MS, RN-BC 
psengstack@cc.nih.gov 


	Information Technology’s Role in Supporting Healthcare Quality: How Can You Help?
	Defining Healthcare Quality
	Defining Healthcare Quality
	Defining Healthcare Quality
	Defining Healthcare Quality
	Organizations Driving Healthcare Quality
	Organizations Driving Healthcare Quality - NQF
	Organizations Driving Healthcare Quality - AHRQ
	Organizations Driving Healthcare Quality - AHRQ
	Organizations Driving Healthcare Quality - JC
	Organizations Driving Healthcare Quality - HQA
	Organizations Driving Healthcare Quality - NAHQ
	Organizations Driving Healthcare Quality - ISMP
	Organizations Driving Healthcare Quality - IOM
	Organizations Driving Healthcare Quality - HIMSS
	Organizations Driving Healthcare Quality – CARING
	Organizations Driving Healthcare Quality – The Leapfrog Group
	Defining Healthcare Quality
	Healthcare IT Industry Response to the Call for Improved Healthcare Quality
	WalMart’s Response to the Call for Improved Healthcare Quality
	Slide Number 21
	Defining Healthcare Quality
	Slide Number 23
	Nursing Informatics Response to the Call for Improved Healthcare Quality
	Instilling Quality in all Phases of the System Life Cycle
	Analysis and Design
	Analysis and Design �
	Slide Number 28
	Analysis and Design �
	Analysis and Design �
	Analysis and Design �
	Analysis and Design �
	Analysis and Design �
	Development/Building
	Implementation
	Implementation
	Evaluation
	Evaluation
	Evaluation
	Maintenance
	Defining Healthcare Quality
	Information Technology’s Role in Supporting Healthcare Quality: How Can You Help?

