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Section 2.1 Utilize -  Implement

Client Communications
As your home health staff provide services in the clients’ homes with new health information technology (HIT) or electronic record (EHR) systems, it is important—to both the staff and the clients—to introduce the new technology to the clients and/or their families. This helps new users address the fact that they are new to the technology and that it may take a bit more time than usual for them to do documentation of the visit, but that should not be the case in the future.
Acknowledging this up front removes the awkwardness that new users sometimes feel when using new technology in front of others. It also sets the expectation that the extra time spent during the first visit using the new technology should not be considered as “social time” or extra service provision. For the clients or their families, communication about the new technology reassures them that the tool is just a different way of documenting what is normally documented about them. It should put them at ease that their information is safe and secure, but more readily available to the visiting professional in support of the good quality of care the agency provides. 
Instructions for Use
1. Use the tools provided as part of your overall communication plan (1.1 Communication Plan). During early communication with staff, reassure them that when the time comes to start using the technology in the field, they will be provided support and scripts to use in discussing the tool with clients and their families.

2. Shortly before go live, plan how you will distribute information about the new technology to your clients. This may be a brochure, flier, or letter that you mail and/or that the visiting professional leaves with the client on the visit immediately prior to the first visit with the new technology. The sample flier/letter below contains talking points that should be rehearsed with staff in advance of their distribution. Modify it to meet your specific needs. The sample Distribution Script below recommends key points for discussion.
3. Shortly before the first use for each visiting professional, discuss their communication strategy with the clients and families. Use key points from the First Use Script.

4. Encourage staff to provide feedback to the agency on comments and questions clients and/or their families have about the HIT or EHR. This can be invaluable in adjusting the scripts as more visiting professionals start entering the field with the new technology.
Sample Brochure

Modify the brochure below to incorporate your logo, contact information, and nature of the technology you are adopting. If your EHR vendor can provide an illustration, add it to the bottom to personalize it. 
Flier or Letter
Name of Agency
Dear Client:

As your home care provider, we want you to have the health care services you need to enhance the quality of your life. To help us meet this goal, we are implementing an electronic health record (EHR) system. The computer will replace any paper documents we have been using to record your health information. The system helps us track your health care needs in order to provide you with safe and effective health care services.
Here are a few things for you to know about this new EHR computer system:

· The next time your nurse visits you, he or she will be using the computer to record information about your health and health care. Because the system is new to all of us, the nurse’s visit may take a few minutes longer than normal. This delay will be temporary. We apologize for any inconvenience.

· Your information stored in the computer is safe and secure. Your information will not be shared with anyone other than those who normally have access to this information. These are the people who provide your health care services or who manage payment for your care. 

· We believe this EHR system will help us continue to provide the quality of health care services you expect. If you wish, your nurse will be happy to show you how she or he is using the computer. 

· If you have any questions, please ask your nurse, or call our office at XXX-XXX-XXXX.   
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Our EHR helps us track information


about your health status and health care.



It is easy to use, safe and secure, and



keeps us informed of medical updates.



Ask your nurse if you would like to see



how it works.

Distribution Script
As we approach rollout of our new EHR, we want to help you talk with your clients and their families about what the EHR will mean to them. Here are some things to say or do:

1. As soon as you are supplied a set of brochures about the EHR, please give them to each client or the family member you normally speak to.
2. Tell them what the brochure says: “Mrs. Jones, I have some exciting news for you. Next time I visit, I will be using our new computer system for the first time. I want you to know because I may need to spend a few more minutes as I am getting used to using it. The new system replaces all the paper we have been using to document your health care. Here is a brochure that tells you more. I’d be happy to show you how it works when I’m here next.”
3. Respond to any questions. Some might include:


Q: What will you use the computer for?

A: “Today, I write down information about your health status and the health care I provide you. This helps me be sure I’m monitoring any changes in your condition. It is your medical record, just like you doctor has a record for you.” 


Q: What if you lose the computer?

A: “The information I put into the computer will get transmitted to our main office, so there is no information kept on the computer. Although I take great care not to lose the computer, it is a much safer way to protect your information than my carrying around paper records.”
Q:
Do you have to plug the computer into the electrical outlet in my home? Will it cost me money?
A:
“The computer runs on a battery and I will recharge it when I am in my car. It will not cost you any money for me to use the computer.
First Use Script
Here are some phrases to say when you first use the EHR in the client’s home:

1. “Mr. Smith, do you remember me telling you about the computer we’re going to use for your medical records?” If the client or family appears to recall the discussion, do not belabor the point. You might remind them you are still learning to use it and that you may be a little slower today than normal. If the client or family does not recall the discussion, repeat the distribution script above and provide them with a brochure.

2. As you use the computer, watch the client and family to see any signs that might suggest concerns. Offer to show them the information you are entering. Ask them if they have any questions. Here are a few questions they may ask you:


Q: Do you like using the computer? 

A: “I like it just fine. It is very helpful.” OR, “It takes a little time to get used to using it, but it will help me a lot.” (Do not say you don’t like it—as this can make the client more wary. If you have any concerns, please contact the office immediately and we will walk you through any issues you are having.



Q: What are you putting into the computer?

A: Identify what information you are entering at the point the client or family asks. Offer to show it to them.



Q: What if you put the wrong information into the computer?

A: “The computer helps me verify that I am entering correct information into the system. But I can also enter a correction. If you have any questions about what I enter, please ask me at any time.”
For support using the toolkit

Stratis Health ( Health Information Technology Services

952-854-3306 ( info@stratishealth.org

www.stratishealth.org
[image: image3.wmf]Copyright © 2009, Margret\A Consulting, LLC. Used with permission of author.

This toolkit was funded by Aging Services of Minnesota and its subsidiary, Alliance Purchasing for use by home health agencies in Minnesota. Produced by Stratis Health.
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LEADING CHANGE = CHANGING LIVES.
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