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Welcome and introductions
Barbara Fain, JD, MPP, Betsy Lehman 
Center for Patient Safety
Ronald Iverson, MD, MPH, Co-Chair, 
PNQIN MPQC; Boston Medical Center

▸ Co-production during COVID-19
Madge Buus-Frank, DNP, APRN-BC, 
FAAN, Dartmouth Institute
Joanna Celenza, MBA, Children's 
Hospital at Dartmouth-Hitchcock

Critical issues for the critically ill
Sarah Rae Easter, MD, Brigham and 
Women’s Hospital

Safe breastfeeding during COVID-19
Meg Parker, MD, Co-Chair, PNQIN 
NeoQIC; Boston Medical Center

Question and answer session
Moderator: Audra Meadows, MD, 
MPH, Co-Chair, PNQIN MPQC; 
Brigham & Women’s Hospital

Reminder:
• Direct message Alex Zhang for 

technical support
• To ask a question, use the chat 

feature or raise your hand and we 
will unmute you



The Challenge? 
Coproduction /or / “ Same Page Care” in Crisis 
Elwyn G, Nelson E, Hager A, Price A. Coproduction: when users define quality. BMJ Qual Saf. 2019:0:1-6;.
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What Practical Changes Can We Test?
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Idea #1 Being Tested 
Family Advisor Led Telehealth Chats 
WHO?
WHAT?
WHERE?
WHEN? 
HOW = Implementation Challenges 
Evaluation Metrics Under Development
• # of sessions (data from calendar); 
• feedback via “Voices” program; short e-survey.
NEED TO CONSIDER ACCESS / HEALTH EQUITY!     
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Idea #2  Being Tested 

Coordinated and Family-Sensitive 
Critical Communications
Even MORE IMPORTANT in CRISIS Mode!  

Initial Language With collaboration with families

We recognize the 
importance of  your role as 
a healing partner for your 
baby here in the ICN. Your 
presence is important and 
we want you to be here with 
your baby.
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Continuum of Influence

Now More Than Ever!
Patients, Families – AND –

Your Team Members 
Do Not Want to be “Acted Upon!”

Cooperation                                                              Collaboration   
Bate P, Robert G. 2006. Experience-based design: from redesigning the system around the patient to
co-designing services with the patient.  Qual Saf Health Care 2006;15:307–310. 
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Key COVID-19 Communication Resources 
and Tools 
Academy for Communication in Healthcare
COVID-19 Telemedicine Tips https://www.achonline.org/COVID-19/Telemedicine
COVID-19 Quick Tips to Connect http://www.achonline.org/COVID-19/Quick-Tips

Dartmouth-Hitchcock
Breastmilk for My Baby Tool https://www.dartmouth-hitchcock.org/patient-education/breastfeeding-
and-breast-milk.html

Institute for Patient & Family Centered Care 
Patient- and Family-Centered Care and COVID-19 https://www.ipfcc.org/bestpractices/covid-
19/index.html
Pandemic Toolkit https://ipfcc.org/resources/Pandemic_Planning_and_PFCC.pdf
Frequently asked questions https://www.ipfcc.org/bestpractices//covid-19/IPFCC_PFCC_and_COVID.pdf

Celenza JF, Zayack D., Buus-Frank ME, Horbar JD. Family Involvement in Quality Improvement: From Bedside Advocate 
to System Advisor. Clin Perinatol:2017; 44, 553-566, 
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