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Improving the patient experience 
The challenge: 
Optimal communication between nurses and patients 
drives multiple positive outcomes: 
 
Relieving pain and reducing suffering 
Confidence in our care 
Patient and family education driving informed 
decision-making  
Avoidance of healthcare errors through a strong 
patient-family-health team partnership 
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The Nightingale Phone: 
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Staff  Assignment Tool: 
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Call flow models 

Patient presses call bell 
Light appears outside room 
& Rings at Nurses Station 

Someone sees light or 
hears bell 

Hand-off to responsible 
person 

Responsible person 
responds 

Patient presses  Nightingale phone call button Nurse picks up call & speaks to patient 

Traditional system, average response time 
of 7 minutes 

 

Nightingale system, average 
response time of 30 seconds 
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HCAHPS 
Communication with Nurses 
Percentile ranking (300 – 449) bed group 
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Press Ganey 

Nurses kept you informed 
Percentile ranking (All PG database) based on top box performance 
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Press Ganey 

How well your pain was controlled 
Percentile ranking (All PG database) based on top box performance 
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Press Ganey 

Nurses educate re: condition/care 
Percentile ranking (All PG database) based on top box performance 
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Transferability 

The Nightingale phone system is implementable in any in-

patient setting System-wide with anticipated benefits similar to 

those we report 

 

The cost is lowest when there is a pre-existing Vocera, Spectra-

link or similar wireless communication system in place 



March 9, 2016 12 

Key learnings 
Nurses prefer direct communication with patients using the 
Nightingale phone 

 

Patient experience improved 

 

Pain control 

 

Patient education 

 

Responsive, patient and family centered care 
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Our 1 North Team 
wins the 2015 HCAHPS  

 Recommend Trophy 


