


Creating a Culture of Health



Dr. Sandra Scott
Chair, Emergency Medicine

Mary Mitchell, RN
Nurse Manager, Emergency 

Department

Diane Porter-Senior
Patient Care Technician, 
Emergency Department

Presenters



Labor

Julianne Boyd

Eric Cintron

Veronique Etienne

Travis Humes

Pauline James

Diane Porter-Senior

Rahston Stoney

Angela Sanchez

Management

Cynthia Bui

Nicole Francois

Patrick Lamont

Priscilla Maya

Morombaye Mbaidjol

Mary Mitchell

Sandra Scott

Team Members



Culture of Health and Wellbeing

“To improve the health of 
their employees, businesses 
can create a wellness culture 
that is employee-centered; 
provides supportive 
environments where safety 
is ensured and health can 
emerge; and provides access 
and opportunities for their 
employees to engage in a 
variety of workplace health 
programs” *

Senior Leadership Involvement:

 Express support for worksite 
wellness

 Model healthy behaviors

 Establish a workplace that 
places value on and is 
conducive to employee health 
& wellbeing

Managers & Supervisors are 
encouraged to support employee 
participation and involvement in 
programs and activities

* Centers for Disease Control



* Institute for Healthcare Improvement



L/M Team 
Development

Leadership 
Development

Assessment Alignment

Organizational Alignment
Formation of One Brooklyn Health System & ED 

Expansion

Leadership Development
Three tier competency-based program on 

leading self, leading others, and leading the 

organization

L/M Team Formation

Cross functional team; Friday Night in the ER 

learning activity; Workout Methodology; Co-

Lead Development; Patient Experience 

Institute 

Wellness Assessment
Focus groups on signs and causes of 

stress;  Professional Quality of Life 

survey on compassion fatigue, burnout 

and secondary trauma; employee 

recognition & serenity RRRRM

The Process



Background
We engaged in the work to better align our culture and processes with 

what we value as an organization and clinical department

Emergency Department is a Level II trauma center with 100k 

visits annually
01
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28% of residents live in poverty (NYC 20%); unemployment 

14% (NYC 9%) and rent burden 57% (NYC 51%)

29% of homes are without maintenance defects (NYC 44%); for 

every 1 supermarket in Brownsville, there are 15 bodegas

13.3 % of live births have had late or no prenatal care; 

12.7% of live births are preterm births

WE VALUE

• Integrity, accountability, 
engagement

• Diversity, inclusion, wellness

• Compassionate care

• Relational work and team 
approach



SETUP



Project Goals

Lower levels of self - reported measures of stress

Focus Group Data

10% decrease in staff burnout and 10% decrease in 
secondary traumatic stress

Professional Quality of Life Survey

Increase  program utilization by 10% each quarter during 
year one

ED S/HEROES and Serenity RRRRM

Create a culture of health and well-being01

Compassion Fatigue, Burnout and Secondary Trauma02

Employee Recognition & Wellness Programming03



Patient Satisfaction

New Family Room; Patient Experience 

Representatives for the ED; Interdisciplinary Rounds

Early Care Patient Flow Initiative

Physician in triage to quickly treat and discharge 

lower acuity patients, reducing their wait time

Staff engagement

Increased focus on the part of leadership to 

include staff in process change and problem 

solving

Work place Safety 

ED Staff, Security, and Patient Experience 

Representative focus groups; environmental 

changes to promote safety; Crisis Response Team

Interventions & Accomplishments



Outcomes

2.2%

46.1%

Zero

Patient 
Satisfaction

38.9% positive comments in Q1 2017 to 

46.1% positive comments in Q2 2018 

based on NRC data

Walk 
Out Rate

Reduced from 3.9% in Q1 2018 to 2.2% 

in Q2 2019

Violent 
Incidents

Reduction in reported violent incidents in 

the ED from Jan 2018 to September 2019.  

No incidents reported in the months of 

August and September of 2019.



Interventions & Accomplishments

 Leading Self: 

 Behavioral Styles Profile

 Transition vs. Change

 Emotional Intelligence

 Leading Others: 

 Leading Change

 Models of Team Effectiveness

 Trust & Repair Strategies

 Leading the Organization:

 Understanding Data

 Performance Improvement
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Bridges Transition Model

Emotional Intelligence

Leading Change

Team Effectiveness

ED Leadership Development Series

Average Knowledge Level (1-5)

Before After

ED Leadership Series: Three tier 
competency-based model:



Focus Group: Signs of Stress in the ED

SIGN OF STRESS
# OF GROUPS 

MENTIONING
SELECT QUOTES

Hostility/Conflict/Disrespect 7
“Yelling, ignoring.”
“It is a hostile work environment – peer to peer, physician to staff, management to staff.”

Facial Expressions/

Body Language
6

“We see a lot of staff stressed. We see it in their face, their behavior and outbursts.”
“The stress shows in body language, facial expressions.”

Impaired Judgment/Thinking/Task Completion 4
“Impaired judgment shows in not being able to process information”
“An inability to complete tasks.”

Sick Calls/Leaving Work 3
“The stress also shows in sick calls and sometimes people leave with an emergency to 
home because they can’t cope with the stress.”

Staff Resistance 3
“People start raising their voices and saying things like ‘this isn’t my job.’”
“When the employee shuts down and just doesn’t want to work.”

Anger/Tension 2 “I feel like exploding due to the lack of respect.”

Feeling Overwhelmed Or Tense 2 “Nurses being overwhelmed.”



Professional Quality of Life Survey 

High Satisfaction
(42 or more)

Low Satisfaction
(22 or less)

Moderate Satisfaction
(between 23 - 41)

0 5022 42

Lower scores signify that you may 
either find problems with your job or 
derive your satisfaction from 
activities other than your job.

Higher scores signify that 
you probably derive a good 
deal of professional 
satisfaction from your job.

41

Overall Compassion 

Satisfaction Score at 

Brookdale ED

Compassion satisfaction is about the pleasure

you derive from being able to do your work well. 

For example, you may feel positively about

your colleagues or your ability to help others through your work.  



Burnout at Brookdale ED

High Burnout
(42 or more)

Low Burnout
(22 or less)

Moderate 
Burnout

(between 23 - 41)0 5022 42
Lower scores reflect positive feelings 
about your ability to be effective in 
your work.

Higher scores give reason to 
reflect on what at work makes 
you feel like you are not 
effective in your position. 

22

Overall Burnout Score 

at Brookdale ED

Burnout is one element of Compassion Fatigue (CF)

Burnout is associated with feelings of hopelessness and 

difficulties in dealing with work or doing your job effectively.

Burnout is associated with a very high 

workload or a non-supportive work environment.



Secondary Traumatic Stress (STS) at 

Brookdale ED

High Level of STS
(42 or more)

Low Level of STS
(22 or less)

Moderate Level of STS
(between 23 - 41)

0 5022 42

Lower scores reflect low levels of STS as 

a result of secondary exposure to 
extremely or traumatically stressful 
events.

Higher scores give reason to reflect 

on what at work, including your 
work environment, may be 
frightening to you.

22

Overall STS Score at 

Brookdale ED

STS is about your work related, secondary exposure to extremely or 

traumatically stressful events.

Developing problems due to exposure to other’s trauma can happen to people 

who care for those who have experienced extremely or traumatically stressful 

events.



ED Culture of Health & Wellbeing

Stress Reduction Launch 

 Wellness Expo

 Relax & Recharge Guided Meditation

 Massages

 Physical Activity 

 Reduction of Sugary Drinks

 Monthly Programming and Education

SERENITY 

RRRRM



ED Wellness Expo

“ I wish this expo was 

an everyday thing.”

“ I really enjoyed the 

expo. I appreciate what 

was done for us”



Emergency Department S/Heroes

ED Recognition Program:

Spotlighting

Healthcare

Employees and 

Recognizing

Outstanding 

Emergency Department

Staff



Lessons
Learned

01

02

03

04

05



Plans For Sustainability

Leadership 
Commitment

01

02

03

04

Joint L/M Co-Leads  
with coaching 

support

Joint L/M Teams & 
monthly team 

meetings

Continuous process  
Improvement



The Value Of Partnership

Neutral and outside 
perspective

Equity and inclusion

Hold for Mary

Networking and exposure 
to best practices



QUESTIONS/PREGUNTAS


