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Welcome!
• Webinar	
  overview
• Introductions
• What	
  would	
  you	
  like	
  to	
  learn?	
  	
  Challenges?
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Provincial	
  role	
  and	
  support

• Who	
  are	
  we?	
  	
  SSC/	
  FE
• Provincial	
  Communications
• Site	
  Support

– Tools	
  and	
  templates
– Prov.	
  website	
  channel
– One-­‐on-­‐one	
  counsel
– Spread	
  successes	
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www.facilityengagement.ca
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Customizable	
  brochure	
  template
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Example	
  of	
  customizable	
  brochure	
  template
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Communication	
  is...
An	
  exchange	
  of	
  thoughts,	
  messages,	
  information	
  
Delivered,	
  received	
  and	
  understood.

And	
  set	
  the	
  foundation	
  for	
  
ENGAGEMENT
• Context	
  for	
  relationships
• Instills	
  confidence	
  and	
  trust
• Creates	
  lasting	
  perceptions
• Influences	
  behaviour

We	
  use	
  it	
  to:
• Inform
• Create	
  awareness	
  &	
  

understanding
• Set	
  expectations
• Share	
  knowledge
• Inspire	
  participation

Why	
  communicate?
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Who	
  should	
  organize	
  your	
  
communications	
  efforts?

• Project	
  Manager?	
  	
  (Templates	
  can	
  help)

• Sub	
  Committee?

• Consultant	
  as	
  needed	
  (e.g.	
  planning,	
  writing,	
  graphics)?
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Q:	
  How	
  do	
  you	
  effectively	
  communicate	
  with	
  
physicians	
  &	
  stakeholders?

A:	
  	
  Start	
  with	
  a	
  plan.	
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REPURPOSE	
  messages	
  and	
  content.

Sample	
  letters,	
  messages,	
  articles,	
  photos.
www.facilityengagement.ca
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Why?	
  	
  (Value	
  proposition)

Physician:	
  WHY	
  should	
  I	
  take	
  the	
  time	
  (to	
  read,	
  listen,	
  participate)?

– Individual:	
  	
  So	
  you	
  can	
  help	
  us	
  identify	
  and	
  solve	
  problems	
  that	
  affect	
  patient	
  care	
  
and	
  your	
  work,	
  and	
  feel	
  greater	
  professional	
  pride	
  and	
  satisfaction.

– Collective:	
  	
  So	
  physicians	
  can	
  be	
  involved	
  in	
  health	
  authority	
  decision-­‐making,	
  and	
  
truly	
  influence	
  how	
  we	
  care	
  for	
  patients	
  and	
  do	
  our	
  work.

Ø Physician	
  leads:	
  	
  Personalize,	
  in	
  your	
  words.	
  Model	
  the	
  WHY.”

Ø WHY	
  do	
  you	
  believe	
  this	
  is	
  worthwhile	
  way	
  to	
  spend	
  your	
  time?	
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Posters,	
  brochures,	
  powerpoint templates	
  
available.	
  www.facilityengagement.ca
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Effective	
  communication	
  for	
  busy	
  doctors
• Face-­‐to-­‐face	
  is	
  best	
  (+	
  e-­‐mail,	
  presentations,	
  etc.)
• Relevant	
  to	
  their	
  needs	
  (patient	
  care,	
  work	
  environment,	
  satisfaction,	
  health)
• Don’t	
  waste	
  time;	
  brief	
  and	
  impactful
• Communicate	
  WHY?	
  (should	
  they	
  should	
  take	
  time	
  to	
  engage)
• Set	
  expectations:	
  when,	
  time	
  commitment,	
  what	
  support,	
  what	
  will	
  be	
  different.
• Lots	
  of	
  lead	
  time	
  when	
  asking	
  to	
  participate
• Genuine	
  feedback	
  opportunities
• Messenger	
  is	
  key:	
  physician	
  leads,	
  peers	
  =	
  trust
• Use	
  evidence,	
  peer	
  testimonials	
  (quotes)

If	
  you	
  ask	
  for	
  input,	
  ALWAYS	
  communicate	
  back	
  
what	
  you	
  heard	
  and	
  what	
  you	
  will	
  do	
  with	
  their	
  
feedback.

When	
  writing:	
  
Fewer	
  words,	
  clear,	
  
plain	
  language,	
  
no	
  jargon	
  
+	
  scannable bullets
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Visual	
  communication	
  	
  
Fast,	
  effective	
  way	
  to	
  communicate	
  data,	
  processes,	
  relationships,	
  impact	
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Branding:	
  	
  Wordmarks,	
  logos
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ASK	
  MOAs	
  TO	
  HELP	
  
FILTER	
  /	
  DISTRIBUTE
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Health	
  Authority	
  MSA	
  websites

• Island	
  Health
http://www.viha.ca/physicians/

• Fraser	
  Health
http://medicalstaff.fraserhealth.ca/

• Vancouver	
  Coastal	
  Health
http://medicalstaff.vch.ca

• Interior	
  Health
https://www.interiorhealth.ca/AboutUs/Physicians/Pag
es/default.aspx

• PHSA
http://www.phsa.ca/medical-­‐staff/

• Providence	
  Health
http://www.providencehealthcare.org/medical-­‐staff

• Northern	
  Health
https://physicians.northernhealth.ca/
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E-­‐mail	
  distribution

Create	
  a	
  list:	
  	
  Get	
  from	
  MSA,	
  site	
  leadership,	
  or	
  build	
  (sign-­‐up	
  at	
  
meetings)

Get	
  Attention:	
  Not	
  all	
  can/will	
  read,	
  but	
  more	
  inclined	
  to	
  open	
  if:
– From	
  a	
  trusted	
  source,	
  descriptive	
  subject	
  line
– Short	
  and	
  relevant	
  – scannable
– Few	
  works,	
  plain	
  language,	
  bullets
– Text	
  or	
  graphic	
  embedded	
  in	
  the	
  e-­‐mail	
  window
– Attachment	
  or	
  link	
  to	
  longer	
  info

Delivery:	
  Internal	
  dist.	
  systems	
  (with	
  extra	
  printed	
  copies),	
  
Online	
  subscription	
  for	
  newsletters.

– Campaign	
  Monitor,	
  Constant	
  Contact	
  
– Track effectiveness + event	
  registration,	
  surveys
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EXAMPLES

Goal:	
  Set	
  out	
  benefits	
  and	
  expectations	
  to	
  inspire	
  member	
  participation	
  
• Member	
  meetings,	
  one-­‐on-­‐one	
  with	
  dept.	
  heads,	
  presentations	
  at	
  dept.	
  
meetings,	
  personal	
  letter	
  from	
  MSA	
  lead	
  in	
  physician	
  mailboxes,	
  
brochure,	
  e-­‐mail	
  to	
  all	
  physicians.

• Create	
  a	
  strong	
  ‘why’	
  and	
  use	
  testimonials,	
  progress	
  graphics,	
  stories.	
  

Goal:	
  Introduce	
  to	
  the	
  hospital	
  site/	
  admin	
  to	
  set	
  stage	
  for	
  collaboration	
  	
  
• Orientation	
  pkg,	
  invite	
  site	
  leadership	
  to	
  meetings, present	
  at	
  site	
  mgt.	
  
meeting,	
  co-­‐author	
  article	
  for	
  site	
  newsletter,	
  meet	
  with	
  clinical	
  staff,	
  
introduce	
  to	
  HA	
  executive.	
  	
  	
  

Goal:	
  Communicate	
  with	
  key	
  partners	
  to	
  avoid	
  confusion,	
  gain	
  support
• Meeting	
  with	
  Division	
  of	
  FP,	
  	
  communicate	
  what	
  FE	
  is	
  and	
  isn’t,	
  short	
  
article	
  in	
  their	
  newsletter,	
  have	
  quarterly	
  meetings,	
  e-­‐mail	
  updates.	
  	
  

Keep	
  appropriate	
  audiences	
  informed	
  of	
  progress.	
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Discussion	
  and	
  sharing	
  

Challenges?

What	
  approaches
have	
  worked	
  well	
  for	
  you?	
  	
  	
  



COMMUNICATIONS	
  WEBINAR

Early	
  adopters	
  are	
  key	
  to	
  building	
  engagement

Communicate	
  successes	
  of	
  early	
  adopters	
  to	
  create	
  buzz,
inspire	
  participation;	
  cultivate	
  more	
  adopters.	
  

(pass	
  on	
  the	
  torch,	
  spread	
  the	
  load	
  and	
  prevent	
  burnout)
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TELL	
  STORIES
to	
  inspire	
  further	
  engagement,	
  
build	
  awareness	
  and	
  support

Effective	
  to:

• Show	
  the	
  value	
  of	
  physician	
  involvement	
  in	
  this	
  work	
  	
  
• Gain	
  interest,	
  build	
  credibility,	
  additional	
  participation	
  	
  
• Inspire	
  ongoing	
  support	
  by	
  partners!



COMMUNICATIONS	
  WEBINAR

Stories	
  change	
  the	
  brain	
  

Important	
  cognitive	
  events	
  
• Activates	
  emotional	
  brain so	
  we	
  

remember,	
  connect,	
  care.

How	
  we	
  make	
  sense	
  of	
  the	
  world
• Simplifies	
  complex	
  information	
  

into	
  the	
  core	
  essence	
  of	
  
understanding.
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• 1	
  leaflet	
  with	
  facts	
  &	
  
figures

• 1	
  leaflet	
  with	
  facts,	
  
figures	
  PLUS	
  story	
  =	
  
DOUBLE	
  donation Presentations	
  in	
  which	
  

stories	
  are	
  used:	
  	
  

• 5%	
  remember	
  
statistics

• 63%	
  remember	
  the	
  
story
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What	
  is	
  a	
  story?

•  Experiences  • Examples  •  Successes

• Problem, solution, impact

– Problem:	
  what	
  was	
  the	
  issue	
  and	
  how	
  did	
  it	
  impede	
  
patient	
  care,	
  physicians’	
  work	
  and/or	
  the	
  hospital?

– Solution:	
  Who	
  was	
  involved	
  and	
  what	
  happened?

– Impact:	
  	
  what	
  difference	
  did	
  it	
  make	
  (practical	
  +	
  
human)	
  

+	
  What	
  changed	
  in	
  engagement	
  /	
  relationships	
  
to	
  make	
  it	
  a	
  success?



COMMUNICATIONS	
  WEBINAR

Physician’s	
  big	
  picture	
  thinking	
  
delivers	
  large	
  improvements	
  

Over	
  the	
  past	
  seven	
  years,	
  Lion’s	
  Gate	
  Hospital	
  ED	
  patient	
  
volumes	
  increased	
  steadily	
  by	
  4%	
  each	
  year	
  often	
  exceeding	
  
capacity.	
  The	
  waiting	
  room	
  sometimes	
  became	
  the	
  
treatment/assessment	
  space.	
  

Dr.	
  Kristian	
  Hecht,	
  an	
  ED	
  physician,	
  saw	
  a	
  better	
  way	
  to	
  
leverage	
  the	
  floorplan	
  and	
  available	
  manpower	
  to	
  help	
  ease	
  
the	
  challenges.

Through	
  a	
  collaborative	
  effort	
  aided	
  by	
  Facility	
  Engagement,	
  
ED	
  stakeholders	
  (MD,	
  RN,EHS,	
  RT,	
  DI,	
  portering,	
  stocking,	
  
lab	
  and	
  ECG)	
  came	
  together	
  with	
  LGH	
  acute	
  care	
  
administration	
  and	
  LGH	
  project	
  management	
  office.	
  The	
  
group	
  worked	
  to	
  transform	
  a	
  first	
  aid	
  room	
  and	
  19	
  patient	
  
care	
  spaces,	
  and	
  adopt	
  a	
  patient	
  assessment/	
  treatment	
  
process	
  used	
  in	
  a	
  Calgary	
  ED.	
  	
  

The	
  result?	
  Improved	
  patient	
  flow	
  through	
  the	
  ED,	
  reduced	
  patient	
  wait	
  
times,	
  improved	
  communication	
  between	
  MDs	
  and	
  RNs,	
  a	
  decrease	
  in	
  non-­‐
physician	
  tasks,	
  improved	
  patient	
  safety	
  and	
  satisfaction,	
  and	
  improved	
  
organization	
  and	
  scalability	
  for	
  future	
  demands.	
  	
  

Doctors	
  feel	
  better	
  informed	
  and	
  have	
  more	
  breathing	
  room,	
  and	
  patients	
  
are	
  getting	
  the	
  emergency	
  help	
  they	
  need	
  more	
  quickly.
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Where	
  to	
  share	
  stories?	
  	
  

• MSA	
  newsletters,	
  member	
  events,	
  meetings
• Hospital	
  newsletter
• HA-­‐wide	
  news	
  (via	
  communications	
  dept.),	
  quality	
  newsletters
• Provincial	
  channels	
  – submit	
  to	
  FEL	
  for	
  FE	
  website,	
  SSC	
  news,	
  

Doctors	
  of	
  BC
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Review

• Make	
  a	
  plan:	
  	
  map	
  to	
  MSA	
  strategic	
  goals	
  	
  
• +	
  plan	
  audiences,	
  tactics,	
  content	
  and	
  distribution

• Always	
  start	
  with	
  the	
  WHY

• Keep	
  audiences	
  informed	
  of	
  progress	
  on	
  regular	
  basis	
  
(physicians	
  +	
  HA	
  +	
  partners)

• Use	
  early	
  adopter	
  experiences	
  to	
  build	
  and	
  spread	
  engagement

• Use	
  visual	
  communication	
  for	
  fast	
  understanding

• Show	
  value	
  and	
  impact	
  through	
  stories	
  and	
  across	
  channels	
  

• Use	
  templates	
  and	
  tools	
  

Share	
  effective	
  approaches	
  with	
  us/	
  other	
  sites
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Who	
  can	
  assist	
  you?

• The	
  health	
  authority	
  communicator	
  assigned	
  to	
  your	
  hospital	
  
(identify	
  local	
  distribution	
  channels,	
  newsletters,	
  announcements,	
  
story	
  sharing,	
  site	
  leadership	
  or	
  health	
  authority	
  executive	
  channels)

• Your	
  Health	
  Authority	
  MSA	
  web	
  team	
  	
  (to	
  post	
  on	
  their	
  website)

• Your	
  Facility	
  Engagement	
  Lead	
  

• Provincial	
  Facility	
  Engagement	
  Communications	
  via	
  
engagement@doctorsofbc.ca

Let	
  us	
  know	
  how	
  we	
  can	
  help!
Templates?	
  	
  Tools?	
  	
  Contacts?	
  Counsel?


