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Section 2.1 Utilize – Effective Use

Optimization Strategies 
for Messaging
Use this tool to help you evaluate that the most effective use is being made of the messaging systems included in your HIT or EHR. Such systems can be used to communicate alerts and reminders, to manage resources, and even to deliver check-ins and celebratory messages for use of the HIT itself. 
Instructions for Use
1. Determine the nature of the messages you are able and want to send.
2. Critically evaluate each for it potential frequency and relevancy. 

3. Regularly review responses to messages, including amount of time estimated to respond and the nature of response.

4. Make adjustments in messaging policies and procedures as the need arises.

Manage Resources
Managing resources is a key administrative purpose of messaging. Such a messaging system should be able to:
· Create, send, and receive tasks, including details relating to sender, receiver, priority, and nature of tasks. Tasks should be able to be linked or not linked to a specific client and field staff.
· Set priorities for responding to and taking action on tasks. For example, an urgent message may be to alert a field nurse that a client was transferred from home to hospital so that no visit is required, which would require a simple acknowledgment by a specified time of day or period of time. 
· Following up on task status and completion. The office should be able to view all tasks, set reminders for task due dates automatically, reconcile task conflicts, and manage issues associated with task status and completion. Likewise, recipients of task messages should be able to view all tasks sent to them and accept or decline a specified task. 
Alerts and Reminders
While tasks may include alerts and reminders, specific types of alerts and reminders should be evaluated to determine if you are over or under alerting. The number of alerts generated, their nature, and frequency and timeliness of response should be evaluated. For example, if you send 20 critical alerts to one staff member in the field per day, it should be no surprise that the response rate to these diminishes rapidly over time, that staff are clocking more hours in a day than previously, or that some clients cannot be visited because there is not enough time left in the day. Obviously, this extreme situation must be avoided – but it is also surprising how rapidly the number of critical alerts increases when they are so easy to generate. Some HIT and EHR systems provide priority signals relative to critical and non-critical alerts vs. reminders. These can be helpful to utilize:
· Critical alerts are those that make a significant difference in the care of a client or utilization of agency resources, and usually require a very short time period for response. 
· Non-critical alerts are those that serve to notify field staff relative to an issue for another day or may be completed within a day or more of time. 
· Reminders are of lesser importance and urgency. They are most often directed to staff about matters other than direct client care. A reminder might be a notice that a training session is scheduled or signature is needed. 
Messaging
Some organizations may describe messaging as reminders, but the intent of separating messaging from reminders and alerts is to reflect more of a dialogue between two or more individuals rather than transmission of an actionable task or notice. For example, messaging systems can be used to exchange text messages – both within and outside the organization. First, consider whether “texting” will be permitted outside of the organization. Second, evaluate whether texting is the most appropriate way to communicate. Texting has become very popular on mobile phones, and can keep communications short and manageable. However, sometimes picking up the phone and speaking to someone is also very important, and should not be overlooked. 
For support using the toolkit
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LEADING CHANGE = CHANGING LIVES.
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