


Objective

Measure/Indicator

Target

2018/2019 Quality Improvement Plan — Year End Report

Comments

Quality Element: Patient-Centred Care

Improve % Satisfied Patients 299% L . % of respondents who selected a positive score in
patient Quarterly Trend of Satisfied Patients response to the question: “Overall how would you
. . . . o
satisfaction 100% g0 379 99.19% 99.68% 99.64% ratg 'Fhe quality of care you received from Ornge?
98,379 08 56% 98.61% Positive responses include excellent, very good and
good.
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Improve Rate of complaints per 1000 | 1.2/1000 Quarterly Trend of Complaints (per Thousand) The rate of complaints target is based on hospital
patient patients transported a complaints literature. ED visit literature shows 1.17
satisfaction complaints per 1000. Hospital literature shows 1.42
3.5 complaints per 1000.
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=== Family/Patient Complaints == Hospital Complaints

Quality Element: Effective Care




Objective Measure/Indicator Target Trend Comments
Improve % Documentation of :
clinical quality | temperature in: Quarterly Trend of Temperature Monitored
100% Monitoring temperature is part of vital signs
() Strok tient monitoring. Monitoring and documenting
! roke patients 90% temperature is important in these 3 clinical areas, as
90% 80% 785% hyper or hypothermia may have a negative clinical
(i) Trauma patients ? effect on the patient condition.
90% 0%
(iii) ROSC patient (Return of
Spontaneous Circulation A0% A0.7%
after cardiac arrest)
20% 24 4%
2.1%
0% 2.0%
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amfesStroke ==@s=Trauma ==@==R0OS5C
Imorove % Appropriate analgesia Quarterly Trend of Analgesia Given o . _ . o
P! . ° APprop g Providing appropriate analgesia to patients with pain
clinical quality | during transport for: 100% is important for patient comfort in transport
especially in patients suffering trauma or who are
(i) Trauma patients 90% 9586 intubated. The goal is that patients experience
a7 o minimal pain during transport.
(i) Ventilated adults >18 90% 90%
years
90%
8504 B5.4%
(iii) Ventilated children
B1.4%
B0%
73%
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amewTrauma  ==@es\entilated Adult  ==BesVentilated Children

Quality Element: Patient and Staff Safety




Objective Measure/Indicator Target Trend Comments
Improve % CPR Rates during 0.68% Quarterly Trend of CPR Given % of patients transported requiring chest
Patient Safety | transport compressions to be performed from the time the
1-{]% " ” H
transport team assumes care (“hands on”) until the
patient hand-off is completed at the destination
0.8% facility. The target reflects the published rate from
Ground and Air Medical Quality Transport (GAMUT)
metrics for Adult transport programs.
0.6%
0.4%
0.2%
0.14%
0.0%
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) Quarterly Trend of Hand-Off Checklist Used
Imp!rove % U‘sage of a standardized 80% % of total patient transports on Ornge dedicated
Patient Safety patlenf care hand-off Rebortin 100% asset showing documented use of a standardized
Checklist to I?e in ii hand-off checklist. Checklist is being newly
Qi 95% introduced, with implementation in Q3.
90%
85%
o ,_.n.;-"""‘ 7.15%
75% 2%,
T0%
65%
0%
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Objective

Improve Staff

Safety

Measure/Indicator

Accident frequency rate

Target
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Quarterly Trend of Accident Frequency
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Comments

Accident Frequency Rate, as calculated using an
accepted formula, allowing for comparison with
other employers in the same industry. Numerator:
Total number of recordable injuries or illnesses x
200,000, where 200,000 represents the number of
hours worked by 100 full-time employees, 40 hours
per week for 50 weeks per year. Denominator:
Hours worked by all employees during the calendar
year.

Quality Element: Timely Care

Improve
Timeliness

Length of stay at sending
hospital after handover to
Ornge

(i) Vented Patients
(Intubated BEFORE
Ornge arrival)

(ii) Vented Patients
(Intubated AFTER Ornge
arrival)

(iii) Non Ventilated Patients
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Quarterly Trend of Timely Care
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==f=="\/2nted Patients (Intubated BEFORE Crnge arrival)

s=fe==\/ented Patients (Intubated AFTER Ornge arrival)

=== Non Ventilated Patients

This is a new indicator and is measured in median
minutes. Performance is being monitored with no
specified target.




Objective Measure/Indicator Comments
uarterly Trend of Overall Base Response Time
'TP“’_"e 9verall Bas.e rfesponse Q v P Represents the air bases’ ability to respond in less
Timeliness Time: % within threshold 100% % than 15 minutes (25 minutes when fuel is required),
(i) Helicopter- Scene 95% Ww ***defined as the time period from Accept Trip to Air-
>95% 90% .'H“"'.‘%—O—oana-_mr-—o-m-""%—ﬁm-" ape Traffic-Control contact.
(ii) Helicopter - Interfacility > 90% 83%
0 20% ﬂ 1% Represents the land bases’ ability to respond in less
(iii) Fixed wing > 90% —_— - 78%than 10 minutes, defined as the time period from
) N > 959 20% 7795 Ta% 73% ‘il T3%adispatch by Ornge’s Operations Control Centre to the
(iv) Critical Care Land - time the land ambulance departs the base.
Ambulance 65% 64% 65%
60% 60%:
25%
a0%
FY17-18 FY17-18 FY17-18 FY17-18 FY18-19 FY18-1% FY18-19 FY18-19
a1l 02 as Q4 a1l a2 Qa3 Q4
== RW Scene ==@==RW Interfacility  =—=—=FW Land Ambulance
Quality Element: Equitable Care
Improve Rate of Transport of Quarterly Trend for Pediatric Patients with Accompanying
Pat-lefnt . Accompa:ymg F?mn!y Family Member % of interfacility pediatric patients (<16 years) that
Satisfaction Me.mber or Pediatric were Serviced and Transported, accompanied by
Patients (< 16yrs) 100% family member or accompanying adult present
(i) Any air transport from 100% 555 3% during their transport
air-only accessible 90% )
iti
communities 90% g5
(i) Fixed wing from land- 20%
accessible communities. _—
(iii) Interfacility helicopter 80% 20%
transport from land-
accessible community 90% 65%
(iv) Land ambulance 60%
transport FY17-18 FY17-18 FY17-18 FY17-18 FY1819 FY18-19 FY18-19 FY18-19
a1l a2 as 04 a1l a2 a3 Q4
s Air Transport  es@esFixed Wing  ss@ss=Interfacility RW Land




Objective Measure/Indicator Comments

Quality Element: Efficient Care
Improve Resource Availability Quarterly Trend of Resource Availability o . . .
Availability o % Availability of pilots, paramedics and aircraft all at
% Availability of all three 90% 100% the same time. Ornge seeks to maximize the
resources as below at the availability of pilot and paramedic staff as well as
same time: 95% aircraft. To provide the best possible service
delivery, all need to be available at the same time.
(i) % Pilot Availability: 90% 0% The goal is to achieve this reliably.
2 Fixed Wing Pilots 90%
2 Rotor Wing Pilots B85%
90%
(i) % Availability: 2 80%
Paramedics providing 90%
minimum ACP(f) level of 75%
care
. . . g ?D%
(iv) % Vehicle availability FY17-18 FY17-18 FY17-18 FY17-18 FY18-19 FY18-19 FY1819 FY18-19
a1 a2 a3 Q4 a1 Q2 a3 Q4
s F\N Pilots ssesR\W Pilots sl OC ==8==\ehicle Availability === Base Availability




