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Improving the Experience From a Patient’s Point of  View 

In October 2014, three patient focus groups were held 

at the Gateway Center in Collinsville.  The goal of 

the focus groups was to gather data on recent patient 

experiences.  The participants represented a cross-
section of our patients – all had utilized Anderson 

services between June – September 2014.   

None of the patients had been surveyed via the 

HCAHPS process or were taken off the list for 

surveying so we could gather information directly.    

Similar to the HCAHPS survey, we talked with 

patients about their nursing care, doctor care, pain 

management, hospital environment and overall 

experience. 

The focus groups resulted in a report nearly 80 pages 

long.   Administrative Council then reviewed and 

created a strategic plan.    The Patient Experience 

Team was chosen to champion the plan and develop 

initiatives to improve satisfaction, using the 

knowledge gained from the focus groups. 

Key Findings: 

 Most patient suggestions to improve nursing care 

focused on the area of communication. 

 Most patient comments around improving care 

from doctors also focus on the area of 

communication. 

 Patients expect their rooms and bathrooms to be 

cleaned daily. 

 Only half the patients felt staff did everything 

they could to relieve their pain. 

 Half the patients were unhappy with the discharge 

timing;  being told they could go home by a 

doctor, then waiting to be discharged. 

All of the above have a common thread:  

COMMUNICATION.  By simply talking with our 

patients, many of their concerns could change.   One 

patient said simply getting eye-contact with a nurse, 

doctor or other staff member, verifies we are 

listening. 

All of us have the ability to make a substantial impact 

in the patient experience… just by talking with them!   

Looking them in the eye and making sure the 

communication is a “conversation” not a 

“dissertation.” 

-- Natalie Head, Communications Director 

Do you have suggestions on improving 

communication with our patients?  Let our PET 

Team Administrative Leaders know:  Katie Parks, 

parksk@andersonhospital.org; Bill Eck, 

eckb@andersonhospital.org 
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 From the President  

Growing with the Community  

By Keith Page, Anderson Hospital President and CEO 
 
Anderson Hospital is working with the City of Edwardsville in their 

plans to develop the I-55 corridor in anticipation of future growth in 

the area.   I am excited to announce the purchase of a 10 acre parcel in 

the I55 Corridor Growth Plan.   Like the City of Edwardsville, 

Anderson Hospital continues to plan proactively for the future. 
Edwardsville and Glen Carbon have played an integral role in 

Anderson Hospital’s growth and success.  As the preferred healthcare 

provider for these communities, we feel it is important to continue to 

plan for future facilities that will enhance the convenience and array of quality healthcare 

services.  We are as committed to these communities as they have been to us.   
There is no specific timeline or service identified for this project, but the facility may include 

outpatient services such as physician offices, imaging services, urgent care, and outpatient 

surgery.  The hospital will continue to evaluate the community healthcare needs as it plans for 

the development of the property. 
 
For an overview of the I55 Corridor project, log onto edwardsvillealliance.com 

Anderson’s 10 Acre Parcel 
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Hospital News 

Enhancing the Patient Environment 

Another key finding from the patient focus groups of 

October 2014, was a resounding need to refresh the 

patient rooms.  The Environment Team, an ad-hoc 

team of the PET, developed two new plans to update 

patient rooms in 2015. 
The first program will improve a “room a week.”  

Bill Eck, Administrative Director of Facilities 

Management explained that the “room a week” will 

entail shutting down service to 

one patient room each week in 

order to allow maintenance and 

housekeeping in to refresh the 

room.  “Each room may have 

different needs,” said Bill.  

“The rooms may require fresh 

paint, new lighting, patching 

walls, or even new bathroom 

fixtures.”   Housekeeping will 

finish up with a thorough floor 

cleaning and waxing before 

returning the room to service. 

The other program currently in place involves 

specific patient rooms on 3rd Medical.   In recent 

years, the flooring and nurses stations have been 

updated and now it’s time to update patient rooms as 

well. In fact, 14 rooms in total are planned to have 

updates made to them, similar in décor as the ICU 

rooms.   Once finalized, these patient rooms will 

serve as “flex” style rooms – allowing the room to 

be private when space is 

available and semi-private when 

not.   
“These are some of the very 

first steps being taken to 

prepare for our “Private 

Rooms” project in the future,” 

said Bill. 

Anthem Breach Affects Some of Anderson’s Staff 
According to reports, more than 2 million people in 

Missouri had portions of their personal information hacked 

during the Anthem cyber-attack in February.    
 
Due to our past affiliation with Blue Cross/Blue Shield of 

Illinois, we were notified that there were some Anderson 

employees affected.  This could be due to either the 

employee or their family member accessing care in 

Missouri between 2004-2011, or their provider used an 

Anthem Missouri service during that period of time.  
 
Anthem said no medical or financial information was 

stolen during the attack, but names, dates of birth and/or 

social security numbers could have been accessed. 
 

If you were affected, you will receive a letter from Blue 

Cross Blue Shield, Illinois.  But please be aware, it is 

possible you could receive two letters because one of their 

other affiliates, Health Care Services Corporation (HSCS) 

was also involved. You are urged to follow the instructions 

in the letters in order to obtain free credit monitoring and 

ID theft insurance.  We have been informed that all letters 

to affected members will be mailed no later than the week 

of 3-16-15. 
 
As additional information:  the website for free credit 

monitoring and ID theft insurance is http://

www.AnthemFacts.com. They also have a hotline 

available at:  877-263-7995. 
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Technology News 

Anderson Hospital is excited to partner with 
Diligent, a safe patient handling initiative to 
assist in continuing to provide safe and 
excellent care to our patients and protection 
from safe patient handling injuries for our 
staff. Diligent is ArjoHuntleigh’s Safe Patient 
Handling and Mobility Clinical Partnership 
Program.  
 
Our staff and patients at Anderson Hospital 
are our most valuable resource. Our goal is to 
help implement and sustain a safe patient 
handling environment throughout all patient 
care areas. The program will help protect all 
staff and patients from injury when 
transferring or assisting patients. 
 
Integrating this program into the Anderson 
Hospital Patient Safety Program will be an 
exciting, challenging and rewarding journey. 
By providing consistent care, the outcomes 
will be more consistent as well, and we will 
create the new standard and best practice for 
how we move patients. This will ensure the 
safety of our staff, the safety of patients, as 
well as improve quality outcomes and 
increase patient satisfaction. By embracing 
this initiative we can make a difference in our 
lives and the lives of our patients. 
 
We will work together as a team to continue to 
provide exceptional healthcare. 
 
Over the next few weeks, all employees who 
provide direct patient care will receive 
information to sign up for training classes on 
the new equipment. This is mandatory for all 
direct patient care staff. 
 
We look forward to a new and safe 
environment for all staff. 

New Technology Allows Safer Patient Handling 

Training with these devices is currently underway… 

go live date is April 21!   Here are some of the types 

of equipment that will be in use: 
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Staff News 

In lieu of purchasing Christmas gifts this year, the 

Nursing Directors, Managers and House 

Supervisors chose a  “pay it forward” method.  

The money they would have spent purchasing 

gifts to one another, was instead donated to the 

Emergency Medicine Fund, created years ago by 

the Social Services Department.  In January, 

CNO, Lisa Klaustermeier, presented a check for 

$450, to Amy Grulke, Core Coordination’s Social 

Services Manager.  

Paying It Forward 

Staff In the Community 
On February 28th, local Girl Scouts attended an 

event to earn the "When I Grow Up" Patch.  They 

spent time at 8 different stations learning about 

the professions of women in the communi-

ty.  Katie Siemer, a Physical Therapist at Ander-

son Hospital, spends time with the girls to discuss 

what her role is as a physical therapist and how 

that affects the community.  Katie spent time dis-

cussing the various populations that physical ther-

apists serve and explained the basic role of a 

physical therapist as helping people to move and 

function better.  Katie then encouraged the girls to 

think about how they might be able to help their 

family and friends to move in order to prevent in-

jury and illness.  

New PACU/OP/PAT Manager 
In November, Tara Beck accepted the 

position of the PACU/OP/PAT manager.  
Tara brings to Anderson over 20 year of 

nursing experience. Tara began her nursing 

career as an LPN and went on to complete 

a BSN and MSN.  Tara has worked most 

of her career at Memorial Health System in 

Springfield, Illinois from 1995 through 

2014 and, also few years at St. John’s in 

Springfield during this time. 
During her employment at Memorial and 

St. John’s, Tara worked on the SIU trauma 

team, was manager of GI, Pre-Admission 

Testing, Holding Room, Pre-Anesthesia, 

and Phase Two Recovery, and Pain Clinic 

and assisted with running OR, during a 

Director vacancy. 
Tara has two children, Whitney, 19, who is 

attending Lincoln Land College, and 

Shayna, 17, who is a senior and will be 

going to Greenville College in the fall. 
Tara’s hobbies included, fishing, boating, 

gardening and anything outside, including 

hunting. Tara grew up in Hillsboro, 

Illinois, where she recently built a new 

home and also enjoys working on her new 

house. 
Tara’s area of responsibility includes the 

Pre-Admission testing, Outpatient Surgery 

and the Post- Anesthesia care unit 

(PACU). Tara is a great asset to the 

Surgical Services department which was 

evident by her contribution to a successful 

Joint Commission survey one month after 

beginning employment. 
We welcome her to our team! 
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 Patient Satisfaction at A Glance 

 
 
 
 
 
 
 
 
 
 
 
 

By Carla Hamilton, Anderson 

Hospital Patient Advocate 
 
It’s time to provide you with an 

update regarding our HCAHPS 

“patient satisfaction” scores so far 

in 2015.  We have currently 

received 44 patient satisfaction 

survey results from patients who 

were admitted to  Anderson 

Hospital during 1st Quarter this year 

(as of 3/12/15) .   
We know that scoring in the top 

50th percentile for all categories is 

an achievable goal.  The Patient 

Experience Team and Ad-Hoc 

Teams are working diligently in 

making changes to ensure our 

patients have the best possible 

experience.  
Our goal in 2015 is to score in the 

top 50th  percentile (green) in all 

of the 8 categories.    Did you 

notice that “Overall Rating” and 

“Pain Management” are currently 

blue?  That means in both of 

those categories we are currently 

ranking in the top 5% of 

hospitals across the United States 

at this point in time!     
We are proud to work here and 

want our patients to know how 

much we care.  If we treat patients 

as we would want to have our 

family members treated, I have no 

doubt we will continue to provide 

excellent care and service.  Keep up 

the great work!   


