
A Mobile Solution for Nursing Communication

Item Type Abstract; Conference/Congress

Authors Lennon, Kathleen, M.B.A., R.N.; Dare, Frances

Publication Date 2017-01-11

Keywords communication technology; Nursing informatics; University of
Maryland, Baltimore. School of Nursing; Technology; Patient Care

Download date 19/05/2023 14:37:03

Item License https://creativecommons.org/licenses/by-nc-nd/4.0/

Link to Item http://hdl.handle.net/10713/6123

https://creativecommons.org/licenses/by-nc-nd/4.0/
http://hdl.handle.net/10713/6123


 

A Mobile Solution for Nursing Communication 
 

Kathleen Lennon, RN, MBA  
Frances Dare, MBA  

 
Problem Statement: Nursing communication challenges are an under-appreciated, often overlooked 
contributor to higher cost, lower quality care, and patient dissatisfaction. With ever increasing demands 
for improved quality and efficiency in hospitals, improving communications should be an executive level 
imperative. According to researchers from the Center for Health Information and Decision Systems 
(CHIDS), communication challenges carry a cost in terms of lost productivity, insufficient time with 
patients, and longer lengths of stay. U.S. hospitals "waste" approximately $12 billion annually due to poor 
communication among care providers. The loss, as a percentage of hospital revenues, is approximately 
two percent.  Methods: Accenture's research team conducted situational observations and 1:1 shadowing 
within acute care hospitals during three two-day periods. Observations took place in emergency 
departments, on medical surgical floors, within short stay and intensive care units, and perioperative 
areas. Results: Findings showed that nurses could invest more time in patient care, reduce avoidable 
medical errors and streamline workflows if communication challenges they currently face are resolved. 
Four primary challenges were identified: interruptions while providing care, communication and 
information sharing during care transitions, communicating with physicians while providing care, and 
communicating with patients and families. The study highlighted the process, culture and environmental 
dimensions that contribute to communication challenges. In addition, the observations revealed 
information and collaboration technology shortcomings. Technologies ranging from legacy telephony to 
electronic health records, to mobile phones, to multiple digital devices both hinder and help effective 
communication for nurses. Following the study, Accenture convened nursing leaders from health systems 
and clinicians from the firm to guide ideation and design of a mobile technology solution. Findings from 
interviews and iterative design sessions revealed four foundational imperatives: 1. A nurse should have 
constant visibility to key areas of responsibility; 2.The ideal mobile solution provides a constantly visible 
"command center" or dashboard; 3. The command center highlights areas of responsibility including 
assigned patients (location, status), care team members collaborating with care for a specific patient 
(current availability, location and preferred method of communication); and,  
4. How the nurse's actions optimize work value and contribute to improved care.  Easy, efficient 
communication among nurses, physician, patients, and families is central to efficient, effective care. 
Ideally, each person can identify his or her preferred communication method at any time based on work 
activities. The optimal mobile solution should provide a variety of communication choices, including text, 
voice and video along with "do not disturb" when appropriate.  "Gamification", which entails game 
thinking and mechanics to engage users in solving problems, plays an important role supporting optimal 
behaviors. Integrated gaming in the mobile solution communicates to a nurse how her actions contribute 
to improved communication and rewards desired behaviors.  A mobile solution is most effective if 
integrated with the in-place technology infrastructure and applications such as EHR, location, presence, 
and supply chain systems. Significance: While communication challenges have existed for decades, 
advancements with mobile and other technologies create the right environment to remedy the problems 
now. Mobile is truly a prescription for higher quality, safe, efficient, and effective care across care teams.



 


