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A recent travel
experience renewed
my appreciation and
compassion for hospital
patients. I found
myself in a situation
without “control.” At
the time, it was not
clear whether it was a life or death
situation. Nonetheless, the fact that

I would be weighing that possibility
produced anguish. I could not determine
how long the episode might last, what
was next, or what the final outcome
would be. Nor did I know where to go
for answers.

It was about 3:15 pm on December 7
when American flight 3244 tucked its
main gear under its belly and turned
northwest toward Cleveland. I was
engrossed in some mindless in-flight
magazine article trying to reshape my
body to fit the metal-framed, cafeteria-
style seat and attempting to block out
the roar of the turbo prop inches from
my window. Twenty minutes outside of
Raleigh-Durham (RDU) airport a crew
member’s voice crackled over the
intercom: “We have fo turn around.
The dispatcher has requested we
return to RDU.” The pilot made an
abrupt 180. We received no further
information. The flight attendant
strapped herself in just behind the
cockpit. It was a white knuckler from
that point forward. I recall glancing at
my watch several times, but I could not
keep track of the time. I was thinking
about recent crashes of the same
model aircraft in Pittsburgh and

Indiana. It was a chilly day; cold
enough for ice to form on the wings.
An unpleasant image oozed into my
mind. How difficult it would be for my
wife to look after our three kids, maintain
her job, and run a chaotic household?

We landed 30 or 40 or 50 minutes
later. Thirty-seven passengers deplaned
on the flight ramp amidst wind gusts,
whining engines, and taxing airplanes.
The agent herded us to a waiting area
without word. No instructions, no
explanation, no apologies. There were
nearly as many airline staff as there
were passengers in the waiting area.
Yet no one appeared to know what
was happening. Nor did the staff
initiate discussion with the passengers.
Eventually I received a new ticket,
found my way to another terminal
and made it to Cleveland.

On the log books, the service was
successful. The pilot landed safely
at RDU. An agent reissued a ticket.

I arrived at my final destination.
From point of entry at RDU airport to
point of exit at Cleveland, a great deal
of sophisticated technical service was
delivered. But what was wrong with
this picture?

There are several parallels that I'd
like to draw between my airline flight
and our business of healthcare. While
I did not have to endure the kind of
pain that many of our patients bear, the
ambiguity, loss of control, vulnerability,
and the discomfort conspired against
me to create a very tense and anxious
experience. I sought information and
reassurance from “the airline.” Like
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the hospital, there are many staff
members with multiple roles; all with
opportunities to make contact with the
patient. I just wanted someone to give
me a moment’s attention. It didn’t
have to be the pilot...nor does it need
to be the doctor.

Yes, I did get to Cleveland. But I am
now an angry customer and I will share
my story with many other potential
customers. My negative evaluation of
the episode is based on the impersonal,
uncaring treatment I received. The
glitches, late departures and arrivals
are never welcomed but certainly
understood. The airlines provide a
service that invariably encounters
unanticipated events, changes in weather,
and equipment or systems malfunctions.
As a customer, my expectation is that
the airline workers be prepared and
willing to work under those conditions.
As healthcare professionals our patients
expect no less.

Michael E. Pepe, Ph.D.
Chief Human Resources Officer
Frankford Hospitals
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New Employee Orientation (NEO) Gets a Makeover!
Contributed by: Lisa B. Dunn, Training and Development Manager

There was good news on Tax Day (April 15) for new employees of Frankford Health
Care System (FHCS). Thanks to the collaborative efforts of lots of our own experts
and Lisa B. Dunn, Training and Development Manager, a new and improved

New Employee Orientation (NEO) program was pilot tested on April 14 and 15.
Participants reported that the event was “engaging and informative.”

The program goals were aimed at meeting the business needs of FHCS and the
needs of the new hires. We’ve learned that people are most likely to be successful
if they know what is expected of them as employees. Thus, it is crucial that new
employees understand and identify with the mission and values at FHCS to help

reduce early turnover.

Feedback from past programs indicates that active learning is the best method to
drive home the importance of service and clinical excellence. So, we introduced the
Who Wants To Be A Millionaire? activity as an engaging approach to discuss fire
safety, occupational health, security and infection control.

The new hires also spent some time learning about their communication and
thinking styles and as applicable to their new jobs. The re-instituted Diversity
segment included activities that challenged perceptions and provided techniques

of working with diverse populations.

Final result — a great makeover! Even the lunches were made into a gourmet experience!

Annual Golf Classic —= A Frankford Tradition!

Frankford Hospitals’ Golf Classic will
be held on Monday, May 19, 2008, at
the Torresdale-Frankford Country
Club. The Golf Classic has been
designated as the primary fundraising
activity for the hospital this year, with
all proceeds from the event benefiting
our Health Center Clinic.

Sincere thanks to M&T Bank for
once again serving as the title sponsor
of the Frankford Golf Classic.

Over the past three years the Golf
Classic has raised over a half million
dollars in net revenue to support
various hospital programs.

Frankford Auxiliary Steps Up - Again!
Thanks to the generosity of the
Frankford Hospital Auxiliary, this
year’s contest gives three lucky winners
the opportunity to win great prizes.

Grand Prize: Electronics Package...

e Sony 40” LCD Flat Screen TV

¢ Sony Home Theater (surround sound)
¢ Sony Blue Ray Disc Player

2nd Prize:
¢ [POD & Bose SoundDock®
Digital Music System

3rd Prize:
e Digital Camera & LG 8”
Portable DVD Player

Drawing date is May 19th at the
outing. No need to be present to win.
The cost is $10 per chance or 3 chances
for $20.

Please look for ticket sales coming
soon to your campus!

For more information about the
Golf Classic or raffle, please contact
Gail Sullivan at 215-949-5682.

2007 CAREPlus Employees
of the Year Honored

Congratulations to the following
three employees chosen as Frankford
Hospitals’ 2007 CAREPlus Employees
of the Year:
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Marybeth Forward, Nurse Care Manager,
Care Management - Torresdale Campus

Brent James, ER Tech, Nursing — Frankford Campus

Nursing - 2 North - Bucks County Campus

The winners, selected from the group
honored as CAREPlus Employees of
the Month during 2007, were recently
honored with award plaques and a
special luncheon.

CAREPIlus is an employee recognition
program that rewards employees for
exhibiting the behaviors of Courtesy,
positive Attitude, Respect, and Enthusiasm.
These employees also have shown that
they support our values of patient and
physician satisfaction along with cost
effective service.



WorkLife Balance Program News
Help for Springtime Allergies

Each spring nearly 35 million Americans suffer from pollen
related allergies. A family history of allergies is the most
important factor in predisposing someone to seasonal allergies.
Grass, trees and flowering plants revive in the spring, sending
pollen flying through the air. For those individuals who suffer
from allergic rhinitis, often called hay fever, the body’s immune
system overreacts when it comes in contact with the pollen.
When people with allergies inhale these substances, their bodies
treat them as dangerous invaders and release histamines to
destroy the pollen. The histamines can cause sneezing, running
and/or stuffy noses, watery and itchy eyes, pressure in the
nose and cheeks and dark circles under the eyes. In recent
years allergies have become increasingly common. Some feel
this is due to the overly “clean” environment where antibiotics
and disinfectants provide protection. With little else to “fight,”
the immune system may produce antibodies against pollen,
resulting in annoying allergic reactions.

Individuals with seasonal allergies can best avoid them by:

e Staying inside during the early morning and late afternoon
and during dry, windy weather when pollen is airborne

¢ Keeping windows closed and using air conditioners in your
home and car — perhaps a high efficiency particulate air
(HEPA) filter in your bedroom

e Keeping your pets off the bed, since pollen clings to pet fur
¢ Using a dehumidifier to reduce indoor humidity
¢ Drying laundry indoors so it doesn’t collect pollen

¢ Having someone else who is less pollen sensitive
mow your lawn

e Showering or bathing before bedtime to remove pollen
from skin and hair

¢ Staying away from other irritants like tobacco smoke or
insect spray

Until rain washes away some of the air-borne pollen, many
individuals find that over-the-counter medication can help.
Discuss the best course of action with your healthcare provider.
Antihistamines work well if taken routinely during the
spring. Decongestants treat the respiratory symptoms but
don’t relieve the itching and sneezing. Steroid nasal sprays
reduce nasal inflammation and the accompanying congestion,
but may take a week or so to generate improvement. Seek
medical attention if you develop sinus or ear infections,
repeated headaches, coughing or wheezing. If medications
cannot effectively control your allergy symptoms, discuss
allergen immunotherapy, also known as allergy shots, with
your healthcare provider.

Carebridge services are available to covered employees
and their families at no cost to them. Contact Carebridge
at any time by calling 800-437-0911 or emailing
clientservice@carebridge.com

Frankford Hospitals Celebrate
Doctors” Day 2008

In celebration of Doctors’ Day 2008, Frankford Hospitals once
again held hot buffet breakfasts for the medical staff at each
campus during the week of March 24. Frankford’s Senior
Leaders were on hand to serve breakfast and recognized our
physicians’ hard work, devotion, care and compassion. We
look forward to continuing to work with our medical staff to
provide the highest level of patient care to our community.

Frankford Hospitals Recognize Medical Staff with Celebratory Breakfasts
at each Campus.

NEW E-Learning System at Frankford
Hospitals

Contributed by: Lisa B. Dunn, Training and Development Manager

Frankford Hospitals are instituting the latest technology
for our computer based learning initiatives. On May 29, we
will be moving to a web-based, intuitive Computer Based
Training (CBT) system called HealthStream. HealthStream
is user-friendly and adds the convenient feature of remote,
web-based access.

We will provide training on all three campuses for Managers
between May 19 and May 30. The training schedule will be
communicated within the next few weeks.

If you have any questions regarding our new CBT system,
please contact Tracy Fragassi at x24509 or Lisa B. Dunn at
X24331.



Laboratory Department Celebrates
Deep Vein Thrombosis (DVT)

Awareness Month
Contributed by: Jadine Chow

In recognition of March as Deep Vein Thrombosis (DVT)
Awareness Month, staff in the Laboratory Departments at
both the Frankford and Torresdale Campuses decorated socks,
symbolizing the lower extremities where most DVTs occur,
and displayed them in their work areas. The socks were
provided by the Coalition for Preventing DVT. DVT is the
formation of a blood clot in a deep vein and is common in
the legs. In this condition, there is a great risk of the clot
travelling to the lungs, causing a pulmonary embolism that
is potentially fatal. Frankford Hospital has an active safety
committee to discuss the prevention and treatment of DVT.

Decorated socks symbolizing legs, where DVTs most often occur, were
decorated and displayed by staff in the Laboratory Departments at the
Frankford and Torresdale Campuses.
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Frankford Hospital Auxiliary
Spring Events

Flea Market

The Auxiliary’s Spring Flea Market will be held on Saturday,
May 3, from 7 a.m. to 12 p.m. in the Torresdale Parking Garage.
Tables are sold out. Stop by and pick up some treasures!

Bingo Dinner

A Frankford Tradition! — The Auxiliary Bingo Dinner will be
held on Thursday, May 15 at Rosewood Caterers beginning
at 5:30 p.m. Tickets are $25 each. Admission includes dinner
and three bingo cards. Checks should be written to the
Frankford Hospital Auxiliary

For more information, please call the Volunteer Services
Department at 215-612-4170.

Nutrition Center Hosts Annual
Philadelphia Cardiovascular Institute
(CVI) Heart Health Lecture

Frankford Hospitals’ Nutrition Center presented a Heart
Healthy Cooking Workshop in the Food Court at the
Torresdale Campus on February 25. The workshop was held
in honor of American Heart Month and was funded by a grant
from Philadelphia Cardiovascular Institute (CVI). A cooking
demonstration was followed by lectures from Sue Stahl,
Manager, Cardiopulmonary Rehabilitation Program, and Art
Fogelson, a Sodexho dietetic intern.
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Sue Stahl, Manager, Cardiopulmonary Rehabilitation Program,
leads CVI lecture.

Barbara Salapata, RN, Recognized
for Awarding Wow Cards

Gary Perecko, Chief Operating Officer (COO) (right), awards
Barbara Salapata, RN, ICU Nurse Manager, Frankford Campus,
with tickets to an upcoming Phillies game for issuing more
that 10 Wow cards to her staff since the Employee Recognition
Program was launched in February. Wow cards, which managers
award to staff members demonstrating superior performance,
can be redeemed for movie tickets, lunch vouchers, Wawa
and Dunkin’ Donuts gift cards, and Frankford Hospital Spirit
Wear, which is now available in the gift shops at each campus.




Ultrasound Services Receive
ACR Accreditation

Frankford Hospitals’ Ultrasound services recently earned the
distinction of American College of Radiology (ACR) accreditation.
The ACR’s minimum requirement is a score of 85% for
accreditation. After a thorough review, Frankford ranked far
above this score across a number of exam categories:

Scores:

Frankford Hospital ACR Minimum Requirement
Obstetrical Exam 98.9% 85%
General Exams 100% 85%
Vascular Exams 99.5% 85%
Gynecological Exam 99.4% 85%

The ACR awards accreditation to facilities for the achievement
of high practice standards after a peer-review evaluation of
the practice. Evaluations are conducted by board-certified
physicians and medical physicists who are experts in the
field. They assess the qualifications of the personnel and the
adequacy of facility equipment. The surveyors report their
findings to the ACR’s Committee on Accreditation, which
subsequently provides the practice with a comprehensive report.

The ACR is a national organization serving more than
32,000 diagnostic and interventional radiologists, radiation
oncologists, and nuclear medicine and medical physicists
with programs focusing on the practice of medial imaging
and radiation oncology and the delivery of comprehensive
health care services.

Congratulations to Dr. Jason Sagerman, Section Chief,
Ultrasound Services, and Denise Boyle, Ultrasound Supervisor,
all the ultrasound radiologists and technologists for a job
well done.
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Hardwiring Excellence

Session #4 - Diversity, Teamwork
and Friendliness

Hardwiring #4 sessions are being rolled out to all
employees between May 19 and June 27.

The Learning and Education Committee is recruiting
new team members to participate during our meetings
and/or to facilitate HW#4 sessions. If you feel you
have passion for service excellence and training, please
contact Lisa B. Dunn (x24331 or Ibdunn@fhcs.org)
for Train-the-Trainer (TtT) Sessions. TtT sessions will
be offered 3 times during the first 2 weeks of May.

We look forward to having you.

Physicians, Employees and Community
Members Celebrate Opening of Oxford
Valley Medical Plaza (OVMP)

(Photos Below): Frankford Hospital employees and physicians,
along with community members, helped celebrate the opening
of the Oxford Valley Medical Plaza (OVMP) at an open house
held on Tuesday, April 15.

The event highlighted some of Frankford’s key medical services
offered at the site, including women’s health, minimally
invasive surgery, surgical oncology, pain management and
pulmonary medicine. The open house also featured a number
of health and wellness screenings, prizes and refreshments.




Streamlined Heart Care at
Frankford Hospitals

Contributed by: Ruth Rambo and Stacey Prociuk,
Chest Pain Center Committee

Did you know that Frankford’s Torresdale and Bucks County
Campuses are both Level I Accredited Chest Pain Centers?
What does accreditation mean to hospital employees, our
families and the community? Why is accreditation so important?

Accreditation as a Level I Chest Pain Center is founded
upon our institution’s administrative commitment to providing
streamlined, leading-edge care to the Acute Coronary Syndrome
(ACS) patient. The Society of Chest Pain Centers is focused on
improving the delivery of care from admission thru discharge,
as well as implementing a continuum of education to staff
members and the community for the early assessment,
diagnosis, and treatment of Acute Coronary Syndromes.

This process is overseen by Frankford Hospitals’ Chest Pain
Center Committee, which is a multidisciplinary team devoted
to promoting an operational model that facilitates ACS care.

Research has shown that when a heart attack strikes, “time
is muscle,” and every minute is crucial toward reducing heart
muscle damage. Since 2006 our institution has dramatically
reduced the time it takes to restore blood flow to the heart
by developing our “STEMI ALERT” process, and centrally
locating patient care services within our new Heart Center
that opened in December 2007. Through ongoing process
improvement we will continue to build upon our present
practices to provide exemplary ACS care.

Please join us on our quest to renew our accreditation in
December 2008. For more information regarding Chest Pain
Center Accreditation, or ideas to improve ACS care please
contact Ruth Rambo (rrambo@fhcs.org) or Stacey Prociuk
(sprociuk@fhcs.org).
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Department of Cardiology Launches Remote,
Web-Based Access to Cardiac Studies
Contributed by: Tom Stride, Director, Medical Informatics

In late March, Frankford’s Department of Cardiology began
using the Cardiology Heart Suite VERICIS Web application
and its related technology to view cardiac catheterization and
ECHO images and reports via the Internet and Intranet. The
new application allows images to be conveniently viewed on
any computer equipped with a broadband Internet connection
and the required specifications.

This new environment makes training in VERICIS of
vital importance for all users and potential users. Medical
Informatics Application Specialist Ginny Skoczylas, is
currently providing technical instruction by appointment
only. To schedule an appointment for a training session or to
obtain further information regarding the application, please
call Ginny at 215-612-5193, internally at ext. 2-5193, or via
email vskoczylas@fhcs.org.
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COMING IN JUNE....

Long awaited and
anticipated, the Benefits
Section of Human
Resources will piloting a
benefits information
session for those
employees who changed
status and are now benefit
eligible. This would
include any employee who
recently changed status to
a benefit eligible position
and would like more
information about their
benefit options.

The times and dates will
be announced through
email and through the
hospital Pulse. Those
employees wishing to have
a ‘refresher’ on their
healthcare benefits are
also encouraged to attend.
Sessions will require
registration. This is a pilot
program and will continue

as needed throughout the
year....Stay tuned for
further information on how
to register and where the
sessions will be held.

FRANKFORD AETNA
PPO PLAN

As some of you may have
noticed, we are having
minor problems with the
new Frankford Plan that
was put in place in
January 2008. We are
working diligently with
Aetna to resolve the billing
issues that you are
experiencing. Aetna has
assured us a quick
resolution to the problems
we have faced and we
expect all bills to be
reprocessed at the correct
level of service very
shortly. If you have any
concerns with Explanations
of Benefits that you have
received on the new

Frankford Aetna Plan,
please contact Connie
Mancini at 215-612-4313
or email at
cmancini@fhcs.org for
help. We apologize for the
inconvenience this is
causing some of you.
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STUDENT ROSTERS

If you haven't already
turned in your child’s
Spring roster, please do so
as soon as possible to
ensure healthcare
coverage continuation.
Without a current roster,
we cannot assume that
the child has remained a
full-time student at an
accredited institution.
Rosters can be dropped off
at any of the Human
Resources Departments.
Please make sure your
name (as the employee) is
on the form so that we
have the correct contact
information for the
carriers.



