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By Mark Moore, President and CEO
Bloomington Hospital
Bloomington, Ind. 

An IT Strategy Out of Sync with Our Patient-Centric Mission
For more than a century, Bloomington Hospital has served the communities of south-central Indiana as a 
not-for-profit, regional referral center with a reputation for clinical excellence, innovation and collaboration. 

Rapid growth in our first 100 years brought high-quality medical care to our patients. But as we grew, 
we failed to integrate our technology, so it was difficult to share patient information electronically across 

departments and hospitals. When I joined Bloomington Hospital in 2002, the issue was clear: our department-driven IT strategy 
was out of sync with our patient-centric mission and vision.  

A System-wide Approach 
We needed a different approach. We knew we had to align IT across the organization to create an integrated delivery system that 
would advance quality and safety, rein in costs and expand services.

Our goals were to:

– Synchronize disparate systems

– Create a common framework to assimilate patient information system-wide 

– Provide fast, easy access to that information 

– Improve care quality and coordination 

– Increase medication and patient safety

– Reduce costs

Because IT was a fundamental component of every goal, we opted for an enterprise-wide design and implemented McKesson’s 
comprehensive suite of clinical, financial and connectivity solutions. In record time, our solutions were up and running. 

Creating a Patient-Centric Framework  
Now we’ve leveraged that technology to transform Bloomington Hospital from a disparate collection of departments and hospitals 
into a truly integrated, patient-centric delivery model. In the process, we’ve significantly improved safety, coordination and access 
to information across our continuum of care. 

Our clinicians can identify patients seen at our facilities and centrally store data at each encounter — everything from medication 
administration and Emergency Department (ED) reports to radiology and cardiology images. With quick and easy access to 
comprehensive information, caregivers make faster, more informed decisions. Nearly 800 physicians, nurses and clinical staff log in 
to our clinical portal every day.

A Patient-Centric Framework Boosts Quality, Safety and Efficiency 
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By John Oliverio
President and CEO, Wheaton Franciscan Healthcare
Glendale, Wis.

Transforming the Patient-Care Delivery Process 
Wheaton Franciscan Healthcare is dedicated to delivering quality care through advanced technology, 
highly trained staff, and superior and compassionate service. In 2003, we committed to a new business 
model to optimize clinical outcomes, physician relations and financial performance. In combination with 
process and culture change, we have successfully transformed our patient care delivery process. 

An electronic health record (EHR) that works across care delivery settings was the key enabler. Without standardized clinical 
processes and an integrated EHR – which makes patient information accessible to authorized caregivers regardless of the setting 
of care – we would be unable to realize our clinical and financial goals. We wanted to leverage technology across our system to 
improve patient care quality by giving clinicians access to critical information that is accurate, timely and actionable.

Objectives were developed to standardize clinical processes using evidence-based best practice, improve clinical quality and patient 
safety, engage physicians, and maximize documentation compliance. By identifying the benefits of each component of the EHR 
and monitoring the results, we stayed focused on our goals. 
 
Adopting a Staged Implementation Approach�
When the decision was made to implement an integrated EHR, we turned to the Horizon Clinicals® solution suite from McKesson. 
A staged implementation approach was adopted, with two teams forming to oversee the initiative: the governance and EHR 
operations teams.  

– Each team included both McKesson and Wheaton executives 

– Technical, education and communication teams supported the work of the various application teams

– A major key to success was engaging physician and clinical leadership in the design, testing and adoption of the applications

Enhancing Quality  
While some quantitative results like cost reduction can take months or years to fully realize, quality measures were realized almost 
instantaneously.

Easy Chart Completion – Our doctors now can electronically view, complete and sign off on patient charts using a document 
imaging solution via our physician portal. Physician reaction has been overwhelmingly positive, and the solution’s workflow 
automation has enabled us to transform the staffing structure of our medical records departments.

Improved Bedside Medication Administration – Implementation of a wireless point-of-care application enables nurses to 
electronically scan bar-coded wristbands and medications at the bedside to ensure “five rights” checking. Perhaps most important, 
patients say they “feel safer.” 

Wheaton Franciscan Healthcare Deploys an Integrated EHR to Improve Care Quality 
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Up-to-Date Allergy Information – Our pharmacy information solution provides up-to-date patient allergy information across 
all our facilities. The system ensures that allergy information is consistently collected and documented throughout the enterprise.

CPOE for Decision Support – Our computerized provider order entry (CPOE) solution has improved access to patient data and 
enables us to provide decision support at the point of care. CPOE helps to prevent potential medication errors by eliminating 
illegible handwriting on paper orders. 

Standardizing Care  
Using targeted solutions, we were able to standardize care throughout our enterprise.

Portal for a Single View of Patient Data – Physicians can access CPOE and other solutions through our physician portal, 
which provides secure access to inpatient and outpatient data from across our health system. In addition to vital patient 
information, clinicians have a comprehensive, dynamic view of what medications patients have taken, what they are taking 
and what they will take. 

Care Team Collaboration and Shared Documentation – McKesson’s care documentation system enables nurses to review each 
patient’s status and document information at the point of care. Clinicians across multiple disciplines can communicate, evaluate and 
coordinate the patient’s care and progress. Nursing best practices and guidelines are incorporated into the system to help standardize 
care throughout the enterprise. 

An integrated emergency department information system enhances collaboration among the care team while enabling a more 
efficient workflow and patient management.   

Assisting Physicians with Clinical and Practice Management Tools  
Wheaton offers software to its employed physicians for their offices, including an ambulatory EHR that is integrated with the 
inpatient EHR. In addition, we offer them a practice management system that is integrated with the ambulatory EHR and assists 
them with billing, scheduling and workflow management.

Achieving Outcomes
Wheaton partnered with McKesson to implement a broad range of systems in nine hospitals and more than 70 clinics across two 
states in three years. We have projected that the financial benefits from implementing this broad range of solutions to support an 
electronic health record at more than $70 million over a five-year period.

We’re proud to now have an integrated EHR deployed throughout our system that enhances patient safety, facilitates the exchange 
of information and reduces overall costs. Our work will continue as we further optimize this important tool. 

Wheaton Franciscan Healthcare is a winner of McKesson’s 2009 VIP Award. Each year McKesson recognizes customers 
that demonstrate vision and innovation in the use of information technology to enhance healthcare performance. 

John D. Oliverio is the President and Chief Executive Officer of Wheaton Franciscan Healthcare, a Catholic, not-for-profit 
organization with more than 100 health and shelter organizations and nearly 23,000 associates in Wisconsin, Iowa, Colorado 
and Illinois. Serving Wheaton since 1984, and President and CEO since 2000, Oliverio has led the organization’s move to an 
integrated business model. 









To move all of our hospitals toward these goals, we quickly realized that we would have to:

– Provide mandatory patient safety training for all associates and physicians

– Monitor and share “lessons learned” from safety events occurring system-wide

– Leverage information technology to help “make safety automatic” 

– Actively engage the physician community to effectively modify physician workflow

Our greatest challenge, therefore, was to quickly implement various technologies and leverage the benefits across our large organization. 

To start, more than 3,000 staff members were trained to use a pharmacy information system, a bar-code medication 
administration solution and a lab information system That was followed with the introduction of comprehensive digital 
documentation, positive identification, and computerized provider order entry (CPOE).

Tapping the Benefits of Technology
Leveraging the power of these technologies across OhioHealth, we developed a clinical repository of patient-specific 
documents and information across the enterprise. We developed a rich set of tools and viewing capabilities into the 
repository and then incorporated McKesson’s physician portal to fully enable our physicians to electronically view, complete 
and sign off on patient charts from any location. 

We took medication safety a step further at our all-digital hospital, Dublin Methodist, where we implemented McKesson’s 
computerized physician order entry (CPOE) system. With electronic orders, Dublin practitioners are eliminating prescribing 
errors, enabling faster turnarounds in medication delivery, and are managing patient care in accordance with evidence-
based guidelines and standards.  With a staged approach, CPOE is actively rolling out to our remaining member hospitals.  
Most important to the success of CPOE in Ohio, was our ability to meet the stringent Ohio State Board of Pharmacy 
requirements for positive ID for anyone involved in the ordering and/or administration of medications.

With these systems in place, we are now administering medication via a closed-loop system. Nurses scan and verify the 
“five rights” – right patient, right drug, right dose, right route and right time – prior to administering medications. The 
system ensures that records are legible, timely and immediately accessible to authorized caregivers.

Improved Safety Results with IT 
The fact that we have been able to get clinicians to use these systems is, perhaps, the most important accomplishment of 
this initiative. As a result, we have met or exceeded our goals and improved patient safety at OhioHealth:

– 97% compliance in scanned medications prior to administration 

– An almost 100% reduction in medication errors related to wrong patient, wrong medication, wrong dose and wrong route

– 98% decrease in mislabeled blood specimens

– A significant reduction in transfusion errors

Although the initiative was meant to improve patient safety, we realized financial benefits as well. For instance, we reduced 
lab labor costs by more than $300,000 by avoiding unnecessary rework. And we have captured more than $100,000 in 
revenues that would have been missed using the former processes. 

Our efforts have made it possible for us to create a culture that truly puts patient safety first.  By re-engineering processes 
and leveraging technology, we are getting patient safety results that can hold up to just about any scrutiny – whether by 
patients, regulators or the media.

OhioHealth is a winner of McKesson’s 2009 VIP Award. Each year McKesson recognizes customers that 
demonstrate vision and innovation in the use of information technology to enhance healthcare performance. 
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Leveraging information technology enabled OhioHealth to achieve or exceed 
its patient safety goals. 

Related Solutions

Clinical Consulting Services 

Horizon Admin-Rx™ 

Horizon      Physician Portal 

Horizon Lab™

Horizon Expert Orders™

Horizon Meds Manager™WP®
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Michael Krouse is the Chief Information Officer for OhioHealth. In this role, he is responsible for providing leadership, vision and 
oversight for information systems and technology throughout the 17 member and affiliate hospitals. He has overall responsibility for 
direction, coordination and management of all IS/IT business and clinical functions. He is the key executive at OhioHealth focused on 
leading and implementing business strategies to align the Information Services department with organizational goals and to meet 
the challenges of the changing healthcare environment. Mr. Krouse is an experienced speaker and author of articles on IT trends 
and technology, and is currently authoring a book on leadership development.
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Winning With Analytics and a Culture of Transparency  (Cont.) 

Baptist Healthcare System improved its Appropriate Care Measures (ACM) scores 
signifi cantly during the period 2004-2007, with an average overall increase of 
87% in the scores.

Voices of Success: Baptist Healthcare System
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Patients Kick the Tobacco Habit with Call Center Technology

By Rita Svatos, RN, BSN, Director, 
Affinity NurseDirect Call Center
Menasha, Wis.

High Levels of Tobacco Use in Service Area
Alarmed by high levels of tobacco use in our northeastern Wisconsin service area, Affinity Health System 
wanted to find an effective method to help smokers quit. Well-documented studies have long 
demonstrated that tobacco use increases the incidence of a host of diseases and results in increased 
healthcare claims. The answer was prevention in the form of a smoking cessation assistance program 
that achieved greater than national average quit rates while rating high in patient satisfaction. 

A Growing Health Threat
Touching more than 46 million Americans, smoking and the use of tobacco products is the most preventable cause of premature 
death in the U.S. More than a decade ago when we started to focus on cessation efforts, tobacco use in Wisconsin was 24% 
among adults. Even worse, 37% of Wisconsin teens 14-17 years of age were using tobacco.

To create an effective program, we needed to integrate all patient information into one system to identify and manage patients 
seeking long-term cessation solutions. 

While attending a conference, I learned about another organization’s success in helping patients quit smoking with McKesson’s 
RelayHealth CareEnhance   Call Center solution. We already were using the system to manage our 24-hour Affinity NurseDirect triage 
call center, which I direct, as well as physician and training class referrals. I realized we already had a versatile software tool that 
could be tailored for use in this new project.

Technology to Support Cessation 
We expanded our use of the software by creating the Call It Quits Tobacco Cessation Program. Its primary focus was to help 
patients, employees and community members become tobacco-free. Our goals were straightforward: 

– Increase the number of physicians advising their patients to quit tobacco

– Offer patients at Affinity hospitals bedside intervention, physician interaction, pharmaceuticals, counseling and telephone follow-up 

– Benchmark participants who are tobacco-free after one year against national averages 

– Educate teens about the harmful effects of tobacco

The Affinity team, working in conjunction with RelayHealth professionals, programmed the solution to meet the needs of providers 
and patients. The program was designed to leverage tobacco users’ “teachable moments” such as physician interventions, counseling 
and telephone follow-ups. It was also designed to provide cessation information through the call center’s disease management, 
survey, education and class registration modules. We added a customer relationship module to the call center that enabled us to 
flag patients for routine outbound calls at key cessation intervals. 

®


