
with IT staff with strong clinical experience, in the
planning, selection, design, reassessment, and ongoing
quality improvement of technology solutions, includ-
ing the system selection process. 

• Assess your organization’s technology needs before-
hand, such as supporting infrastructure; communication
of admissions, discharges, transfers, etc. 

• During the introduction of new technology, contin-
uously monitor for problems and address any issues as

quickly as possible, particularly problems obscured by
workarounds or incomplete error reporting. 

• Establish a training program for all types of clini-
cians and operations staff who will be using the technol-
ogy, and provide frequent refresher courses.

• Develop and communicate policies delineating staff
authorized and responsible for technology implementa-
tion, use, oversight, and safety review. 

• Prior to taking a technology live, ensure that all
standardized order sets and guidelines are developed,
tested on paper, and approved by the Pharmacy and
Therapeutics Committee (or institutional equivalent). 

• Develop a graduated system of safety alerts in the
new technology that helps clinicians determine urgency
and relevancy. 

• Develop a system that mitigates potential harmful
drug orders created by computerized physician order
entry (CPOE) by requiring departmental or pharmacy
review and sign off on orders that are created outside
the usual parameters. 

• To improve safety, provide an environment that
protects staff involved in data entry from undue dis-
tractions when using the technology. 

• After implementation, continually reassess and
enhance safety effectiveness and error-detection capa-
bility, including the use of error tracking tools and the
evaluation of near-miss events. 

•After implementation, continually monitor and
report errors and near misses or close calls caused by
technology through manual or automated surveillance
techniques. 

• Re-evaluate the applicability of security and confi-
dentiality protocols as more medical devices interface
with the IT network.  ■

No new NPSGs, but 
no time for EDs to relax

ED managers might breathe a small sigh of relief
following the announcement from The Joint

Commission (TJC) that there will be no new National
Patient Safety Goals (NPSGs) developed for 2010, but
experts say that doesn’t mean they should pay any less
attention to improving patient safety strategies. 

“I don’t know any place that has [patient safety]
down. I don’t know anyone who has completely hard-
wired all the elements,” asserts Becky Petersen, RN,
MS, manager of emergency services at Alta Bates
Summit Medical Center in Berkeley, CA. “I can’t
believe there’d be any reaction other than, ‘We have
another year go at this.’”

February 2009 / Supplement to ED MANAGEMENT® 3

Poor IT implementation 
teaches hard lessons

An ED’s poor implementation of information
technology (IT) several years ago was costly

in more ways than one, when  two valuable ED
physicians resigned in frustration. However, the
process yielded important lessons for Joan
Kolodzik, MS, MD, FACEP, an attending emer-
gency physician at Upper Valley Medical Center,
Troy, OH, and director of education/EMS for
Premier Health Care Services, Dayton, OH.

First, Kolodzik says, the people who are on the
care delivery end of operations, such as doctors
and nurses, need to have input on system compo-
nents to make sure there are no missing pieces.
This involvement is especially needed from physi-
cians, she says.

“They’ve got to have early input from the get-
go,” Kolodzik says. “Physicians are not com-
pletely ignorant about IT, but they do not like to
have something shoved down their throats.”

In addition, she says, the staff should have the
opportunity to ask questions of the vendor. In the
aforementioned case, for example, the staff mem-
bers weren’t able to ask the vendor about the sys-
tem’s ability to generate certain profiles such as
length of stay, throughput times, or door-to-doc or
door-to-X-ray times. 

“Had we been involved in the process, I assume
we would have made sure the system could do
those things, which it couldn’t when we imple-
mented it,” says Kolodzik. “If you don’t get
‘invested’ in the system, they’re not really allow-
ing you to manage your department.”

In addition, she recommends that ED managers
talk with people who are using the systems under
consideration. “Go for a site visit and see them up
and running, so you know what the nuances are,”
Kolodzik advises. “There’s no reason you should
make such decisions in a vacuum.” ■
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