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From the
Executive Administrator

Moving Forward
This was a year to embrace new possibilities.
The Affordable Care Act, reduced reimbursement rates, integration of services in the Department
of Public Health, and San Francisco’s changing demographics combined to generate fresh ideas and
opportunities to move forward.
The hospital’s 53 departments initiated 180 specialized quality improvement projects to promote
resident success, sustain a healing environment, create community partnerships and foster
innovative excellence.
We cemented relationships within DPH and with our community partners to advance integration and
to further a seamless system of care for our patients.
We streamlined clinical and operational practices, accelerated community integration efforts and
established specialized programs to advance as a leader in skilled nursing care.
The milestones presented in this report celebrate the work of a team of dedicated professionals
working together to create the hospital of the future. We are pleased to present it as a reflection
of our commitment to the well-being and independence of the seniors and adults with disabilities
whom we serve.
Mivic Hirose, R.N., M.S., C.N.S.
Executive Administrator
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Executive Summary

Our Values

In this report of the year’s activities, the Laguna Honda staff presents progress on three clear priorities:

At Laguna Honda Hospital and Rehabilitation Center we believe in the power of caring relationships.

• Providing resident-centered care
• Ensuring an appropriate level of care, whether at the hospital or elsewhere in the community
• Integrating hospital services with the other branches of our parent agency, the San Francisco
Department of Public Health, and with other community-based organizations

Every day we create new possibilities for seniors and adults with disabilities by combining expert health
care with close attention to the needs of each person we serve.

Our values, our services and our strategic goals are the foundation of the work we do. They are our basic
commitments. We hold ourselves accountable to them, and we expect others to do so as well.

Laguna Honda is California’s first green-certified hospital. Our 62-acre campus is designed to offer choices
for living, to encourage community involvement and to provide a therapeutic environment for 765
residents in 13 specialized nursing and rehabilitation programs.

Our approach is to see the whole person, not just the diagnosis.

The highlights of the year reflect progress on the priorities we have set for ourselves. We focus on four key
areas: quality, integration, service delivery and an environmental initiative, Go Green.
The departmental initiatives portray specific commitments to excellence by a staff with a wide range of
professional specializations and competencies.
The section on awards and employees of the month highlights representatives of the 1400 employees who
make Laguna Honda’s therapeutic environment a reality by bringing their creativity and commitment into
work with them every day.

At a Glance: 2011-2012

Each program serves a maximum of 60 people, allowing us to get to know the experiences, challenges and
hopes of every unique individual.
We are committed to ensuring that the people we serve are being treated at the most appropriate level of
care to meet their needs, and to working closely with our community partners to find the right placement
for every person.

Discharges
to Community
Living (Detail):
Detail
of Community
Discharges,
2005-2012 (n=1503)
Hotel/SRO/Shelter,
Hotel/SRO/Shelter,12%
12%

Residents Served: 1,257
Age			
under 25
1%
25-44		
8%
45-64		
42%
65-84		
34%
85 +		
15%

Ethnicity
African-American
Asian			
Latino			
Native American
White			
Multi-Ethnic		
Gender
Female
Male		
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45%
55%

24%
23%
13%
<1%
34%
6%

Payer Source
Medi-Cal			
Medicare			
Healthy San Francisco
Private Insurance		
Self-Pay			
Medi-Cal Managed Care

House/Apartment
House/Apartment

97.8%
1.6%
<1%
<1%
<1%
<1%

Board
Boardand
andCare,
Care,6%
6%

Residential
Treatment
Residential
Treatment

Other,
Other,2%
2%
Specialized
Specialized Housing
Housing (HIV),
(HIV), 3%
3%

Skilled
Nursing
Skilled
Nursing

Specialized
Specialized Housing
Housing (DD),
(DD), 1%
1%
Skilled
Nursing,
1%
Skilled Nursing, 1%
Residential
Residential Treatment,
Treatment, 3%
3%

Specialized
Housing
(HIV)
Specialized
Housing
(HIV)

House/Apartment,
House/Apartment,72%
72%

Specialized
Housing
(DD)
Specialized
Housing
(DD)

Other
Other
Board
and
Care
Board
and
Care
Hotel/SRO/Shelter
Hotel/SRO/Shelter
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Our Services
Laguna Honda provides four distinct types of care.

 Skilled nursing
 Rehabilitation

Our Goals
Resident Success
To provide programs and services that promote
choice and maximize residents’ abilities and
placement in the most independent setting

 Acute care for Laguna Honda residents
 Outpatient care

We treat a spectrum of diagnoses, including

Healing Environment
To achieve highest quality of life through
professional, caring relationships and compassionate
services in therapeutic surroundings

complex and chronic illnesses, neurological and
orthopedic disabilities, dementia and HIV/AIDS.

Our programs draw upon the talents of
practitioners in multiple fields of health care.

Community Partnerships
To strengthen relationships among residents,
families, staff, and the larger community for the best
continuity of care

Physician specialists are on site 24 hours a day,
7 days a week. Nurses and nursing assistants,

Innovative Excellence

social workers, activity therapists, dietitians,

To develop and sustain best practices and technology
to achieve the highest quality of care, organizational
effectiveness, efficiency and fiscal responsibility

occupational therapists, physical therapists,
speech pathologists, neuropsychologists,
psychiatrists, and pharmacists are all part of our
multi-disciplinary caregiving team.
4
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Highlights of the Year
Our work for fiscal year 2011-2012 was driven by three priorities.

Improve the health of the
Population

(1) National standards known
as the “triple aim” developed
by the Institute on Healthcare
Improvement (see chart)

IHI
Triple
AIM

(2) Priorities of the
Department of Public Health
for service integration

Improve the
experience
of the individual

Reduce the per capita
cost of health care

(3) San Francisco’s level of
need for skilled nursing care

Each hospital department went through a rigorous process to create specific objectives to meet these
priorities. Highlights include the following.

Quality of Care
The federal Centers for Medicare and Medicaid Services raised Laguna Honda’s rating in the category of
quality measures to four stars in the fiscal year.
The hospital retains a 3-star overall rating. Overall ratings are based on (1) quality measures, (2) health
inspections, including survey outcomes, and (3) staff-to-resident ratios. The hospital’s goal is to attain five
of five stars by 2014.

Community Discharges
The goal of care at Laguna Honda is to help people achieve their highest level of independence whether
they live at the hospital or are moving elsewhere in the community.
Community integration is an integral part of providing the appropriate level of care for each person served.
6

Activity Therapist Adam Cooperstein celebrates with a former resident at her new apartment.

Hospital discharges to community settings are strong. From 2005 – 2012 the hospital discharged over 1500
residents, 72% to independent living.
Most hospital discharges come from the Rehabilitation program and the Positive Care program. To help
ensure that residents in the hospital’s other skilled nursing programs who no longer need hospitalization
are able to secure an appropriate level of care outside Laguna Honda, the hospital established special
neighborhood-based programs, including a discharge household.
The discharge household provides an intensive focus for a cohorted group of residents on community
living skills and allows residents preparing to leave the hospital to share information about resources and
form relationships that will carry over into community living.
Every clinical department, and partner agencies, provide specialized services to support residents to reach
their appropriate level of care.
7

Highlights of the Year
Departmental Roles in Discharge Preparation
Physicians and nursing staff develop care plans with the goal of self-sufficiency.
Pharmacists and nursing staff provide daily educational training on medication administration
and disease management.
Physical and occupational therapists assist with the development of mobility and community
living skills.

Discharge Fairs
The hospital’s Social Services department hosted two enormously successful discharge fairs this year. The fairs,
in the hospital’s Kanaley Community Center, provide one-stop shopping for residents returning to community
living. Residents have the opportunity to meet with representatives from community service agencies to get the
support they need to move.
Agency participants included the Community Living Fund, the Diversion & Community Integration Program, the
Independent Living Resource Center, In-Home Support Services, Paratransit Services, the Peer Mentor Program,
Targeted Case Management, Veterans’ Affairs, and West Bay Housing.

Clinical nutrition staff provides a specialized approach to meeting nutritional needs that includes
training in food preparation and how to make healthy eating choices.
Activity therapists assist each resident to choose leisure and community-based activities that
enhance independent living skills.
The In-Home Support Services’ Peer Mentor program, a Laguna Honda community partner,
provides peer mentors for each resident.
The Moving On group, a project of the hospital’s Substance Abuse Treatment Services (SATS),
provides targeted services to help residents make an addiction-free transition. The group is cofacilitated by a former resident.
Individual psychotherapeutic and neuropsychological assessments are available from the
hospital’s Psychiatry Department.
Social Services provide case management and links to community resources.
Provider visits take place in the medical clinic whenever possible, assisting residents to become
accustomed to making and keeping medical appointments.
8
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Highlights of the Year
Service Delivery Improvements
The hospital made significant progress on resident-centered care this year. Four initiatives paved the way.
1. Setting the Foundation for Change

Clinical Dietitian Julie Lai assists a
resident with meal planning at a local
grocery store in anticipation of his
move to community living.

The new hospital provided the infrastructure for innovative practice changes, creating a platform
to support reform. An 18-month organizational development project managed by the City Services
Auditor, a division of the Controller’s Office, concluded during fiscal year 2011-2012. It was made
possible by Prop C, a voter initiative that set aside funds for the improvement of city services.
The project was led by Lumetra Healthcare Solutions and B & F Consulting, national experts in nursing
home reform. The project introduced the concept of “small tests of change” at the hospital. These
pilot projects provide an opportunity to test new ideas in a targeted way, then make assessments and
determine whether and how house-wide implementation is appropriate.
The most significant change produced by the project was the house-wide adoption of consistent
assignments of caregivers to residents. Consistent assignment is a national best practice that enables
caregivers and care-receivers to build working relationships for close adherence to resident needs and
preferences. With consistent assignment, residents can generally expect that their direct care provider
from day to day will be someone they know.
Other important tests of change included use of the Laguna Honda spa rooms for pain management,
counseling to reduce clinic no-shows for enhanced discharge preparation, zero tolerance for pressure
ulcers through early identification of risk factors, and zero tolerance for avoidable decline through
individualized restorative interventions.
2. The Eden Alternative: Building Relationships
Forty Laguna Honda staff members became certified practitioners of the Eden Alternative during fiscal
year 2011-2012.
Eden is a model of care that centers on relationship-building among staff and residents. Included in
the Eden innovations is a focus on decision-making at the nursing assistant level. Eden helps nursing
assistants, who often know the patient best, to develop skills to manage care.
10

11

Highlights of the Year
3. Change of Shift: Enhancing Commitment

Vocational Rehabilitation Coordinator Vivian Imperiale (right) with a resident in the hospital’s general
store. The store is a project of People Realizing Employment Potential (PREP), a hospital program to
assist residents to learn retail skills for post-discharge employment.

Laguna Honda nursing assistants took on a higher profile in managing patient needs. Nursing
assistants provide much of the direct care, and under this initiative, they now convey patient
status to interdisciplinary colleagues at change of shift meetings, traditionally a responsibility
of charge nurses.
Under the new initiative, charge nurses manage the change of shift hand-off, and nursing
assistants make recommendations based on their knowledge of the resident and observations
from the previous eight hours.
4. Patient Experience
The hospital’s 15-bed acute care unit participated in the Patient Experience Project (PExT),
an initiative of the Safety Net Institute that focuses on creating staff efficiencies to improve
patient outcomes.
Laguna Honda was one of 11 public hospitals in the eight month program, including Alameda
County Medical Center, Contra Costa Regional Medical Center, Natividad Medical Center
(Salinas), Riverside County Medical Center, San Francisco General Hospital, San Joaquin
General Hospital, San Mateo Medical Center, Santa Clara Valley Medical Center, UC Davis
Medical Center and Ventura County Medical Center.
PExT introduced the concept of the “always event” to acute care operations. The hospital
acute care staff established four always events to streamline staff operations and five always
events to improve patient experience.
The staff-to-staff always events incorporate the SBAR reporting tool, which helps provide a
concise depiction of patient status. SBAR calls for descriptions of (1) the patient’s situation,
(2) the background of the issue, (3) the reporting clinician’s assessment, and (4) the clinician’s
recommendation.
Improvements to staff communication in turn enable improved communication from clinician
to patient.
12
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Highlights of the Year
Go Green: Environmental Sustainability
The greening of California’s first LEED-certified hospital continued during fiscal year 2011-2012.
1. An Orchard Takes Root
Thanks to online voters, who turned out in droves, Laguna Honda was the recipient of a 50-fruit tree
orchard from Dreyer’s Fruit Bars and the Fruit Tree Planting Foundation whose Communities Take Root
program awards orchards to organizations and communities nationwide every year.
Laguna Honda community supporters cast 34,592 votes to make the hospital the second highest vote
getter in the first two rounds of voting.
The new trees, selected to thrive in the various micro-climates on the hospital’s 62 acre campus, include
varieties of apple, persimmon, guava, fig, lemon, orange, lime and kumquat.
2. Water Conservation Partnership with San Francisco Public Utilities Commission
The hospital received a $600,000 water conservation grant from the San Francisco Public Utilities Commission to replace water-dependent lawn with native species that are more appropriate to the microclimates on the hospital’s 62-acre campus.
The hospital’s Facility Services Department, which applied for the grant, convened meetings with local
experts on native flora and fauna, and developed a new, accessible landscape plan for part of the
hospital’s front yard.
The redesigned landscape will provide a peaceful place for contemplation and conversation for the
hospital’s residents and its hospital’s West of Twin Peaks neighbors. Due to plant selection, it will also
serve as a destination for honey bees, butterflies and other insects that are native to Twin Peaks. Planting is due to be completed in mid-2013.
3. Two initiatives by Laguna Honda’s Environmental Services Department (EVS).
The hospital’s EVS Department helped lead the way on sustainability. See “Innovation” on p. 21.
14

Growing the Future: Dignitaries turn over the first spades of earth for the new Laguna Honda
orchard. From left to right: Hospital Executive Administrator Mivic Hirose, San Francisco
Health Commission President Sonia Melara, hospital gardeners Noah Santiago and John Alexander, Dreyer’s Fruit Bars executive Marina Encinias, Friends of Laguna Honda past president
Joe Lerer and current president Bruce Nelson, Fruit Tree Planting Foundation arborist Rico
Montenegro, Laguna Honda benefactors Stephen Sutro and John Payne, and Laguna Honda
Residents’ Council president David Ratliff.
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Highlights of the Year
All across the city, San Franciscans can look out
their windows and see street banners celebrating
the new Laguna Honda.

On the next pages, we feature some of the
events of the past year that make that promise
a reality.

The banners, made possible by the generosity
of the Friends of Laguna Honda and the Laguna
Honda Foundation, convey a promise of
Community, Compassion and Innovation.

Below: Hospital banners line Divisadero St.

Awards and
Community
Community
Fellowships

the Soul of

The hospital’s LEED certified buildings received the
annual Green & Blue Award for Green Building Leadership
from the San Francisco Department of the Environment in
2011. The Department honors city projects that promote
sustainability. Presenting the award, Mayor Edwin lee called
the hospital’s design “tremendous work in the field of green
building,” and said “The new Laguna Honda encourages a
holistic approach to human and environmental health and
gives our city a center for long term care in a sustainable,
community-oriented environment.”

North 2 PCA Shanti Dutt
(second from left) received
the hospital’s first Daisy
Award this month in honor
of national Nurses’ Week.
Shanti was selected from 170
nominees for her outstanding
resident-centered care. A
letter from one family member
said residents “eyes light
up” when she comes into
the room. Shanti is shown
with (l. to r.) Nurse Manager
Cris Reyes, Nursing Director
Mercedes German and Chief
Nursing Officer Madonna
Valencia. The Daisy Award was
created in 1999 by the family
of Seattle resident Patrick
Barnes to honor the clinical skill
and compassionate care he
received during the final days
of his life. Since then, over
26,000 nurses nationwide have
received the award.

the City

Welcoming
Welcoming the
the
Morning
Morning
Laguna Honda particiLaguna
pated inHonda
World participatTai Chi
ed
in
World
Tai
Chi
Day
Day on April 28, 2012,
on
Apriltai
28,chi
2012,
joining
joining
enthutai
chi in
enthusiasts
in a
siasts
a world-wide
world-wide
hour
of
rehour of relaxation and
laxation
andmovement.
therapeutic
therapeutic
movement.
The
annual
The annual awarenessawareness-raising
raising event takesevent
takes
place
in 70 counplace in
70 countries
tries
and
all
50 states.
and all 50 states.
LaLaguna
Honda’s
guna Honda’s
taitai
chichi
classes
assist
residents
classes assist residents to
strengthen
muscles
and
to strengthen
muscles
joints,
and are
and joints,
andan
areimporan
tant
aid
to
community
important aid to comreintegration.
The classes
munity reintegration.
are
taught
by
Bay
Area
The classes are taught
tai
chi virtuoso
by Bay
Area tai Judith
chi virSchwartz
as
a
community
tuoso Judith Schwartz
partnership
withpartCity Colas a community
lege
of San
nership
withFrancisco.
City College of San Francisco.

Marking an Important Anniversary
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an Important
Anniversary
Residents, staffMarking
and volunteers
celebrated
the hospital’s
first anniversary in its new buildings in 2011. On a crisp
staff and
volunteers
celebrated
the the
fallResidents,
day, 400 people
enjoyed
a bar-b-que,
live music,
hospital’soffirst
in its new
buildings
dedication
theanniversary
Virginia Leishman
Farm
and theinJohn T.
2011.
On a crisp
fall day,
400
people
enjoyed
a game
Kanaley
Community
Center,
and
a big
outdoor
bingo
bar-b-que, live music, the dedication
of
the
Virginia
on the basketball court.
Leishman Farm and the John T. Kanaley Community
Center, and a big outdoor bingo game on the
basketball court.

ANNUAL
REPORT
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Community
Community
Traveling Band
Laguna Honda resident-staff singing trio
the Gumbo Boyz opened their 2012 world
tour at the Bush Street On Lok Senior
Center in June. The Boyz are resident Paul
H. (vocals), Activity Therapist Cho T. (guitar
and vocals) and resident Walter (vocals).
How did they do? “We did okay,” said Paul,
“if not held to close scrutiny.”

Kids in the House
Kids in the House:
Every year, Laguna Honda staff members
andyear,
theirLaguna
familiesHonda
join in staff
national
Bring
Every
members
Your Kids
to Work
Day.join
Designed
to expose
and their
families
in national
Bring
young
people
to
different
job
possibilities,
Your Kids to Work Day. Designed to expose
the people
day is also
an important
part of the
young
to different
job possibilities,
integration
of
the
hospital
and
the of
wider
the day is also an important part
the
community.
Pictured
at left: Laguna
integration
of the hospital
and theHonda
wider
physician Dr.
Eric Jameson
and a hospital
community.
Pictured
at left: Laguna
Honda
resident
share
stories
withathe
kids.
physician Dr. Eric Jameson and
hospital
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resident share stories with the kids.

Laguna Honda has partnerships with over 60
community-based organizations providing
such diverse services and activities as art and
exercise classes on campus that are open to
the general pubilc; books, art and music for
residents; clinical internships and continuing
education classes; housing and support services
for former residents; spiritual care; and volunteer
opportunities and mentorships. Here are a few of
the organizations we work with every day:
Alcoholics Anonymous•Allies for Children, San
Francisco services for at-risk teenagers•Alsabeel
Masjid Noor Al-Islam•American Buddhist Cultural
Society•Bayview Church of Christ•Bread
and Roses•Chinese American Coalition for
Compassionate Care•City College of San
Francisco nursing program and art and exercise
classes open to the public at Laguna Honda•

Eldergivers’ Art with Elders program•Friends of
Laguna Honda•Golden Gate Regional Center•Hua
Zang Si Buddhist Temple•In-Home Support
Services’ Peer Mentor Program•Jewish Vocational
Services nursing refresher program•Laguna Honda
Foundation•Narcotics Anonymous•National
Youth Leadership Forum•Old Russian Orthodox
Cathedral•Primero Bautista de Sur de San
Francisco•Safeway•San Francisco Catholic
Archdiocese•San Francisco Jewish Healing
Center•San Francisco Opera•San Francisco
Public Library•San Francisco SPCA•San Francisco
State University nursing program and dietetics
internship program•University of California at San
Francisco (rotations in family medicine, geriatrics
and pharmacy)•University of the Pacific Dental
School•University of San Francisco nursing
program•Waldorf School•West Bay Housing•Zen
Hospice of San Francisco

Future Leaders
Right: High school students from around the
country spent part of their summer with clinician
mentors at Laguna Honda. The students are
selected for participation in the National Youth
Leadership Forum based on academic excellence
and their interest in medical careers. They
observed delivery of care and met with staff
and residents. Laguna Honda’s community
partnership with the mentorship program is
organized by Dr. Monica Banchero-Hasson.
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Comfort
Care
Dignity and Comfort
Laguna
Honda ensures that
Laguna
Honda
ensures
that
each
each person
reaching
the
end of
person
end
of theirhas
life
their lifereaching the
at the
hospital
has companionship.
The hospital is
companionship
part
of a nationalcritical
initiative,
No One
at that
moment.
The
Dies
Alone,
provides
trained
hospital
is whichpart
of a national
volunteers
to
sit
vigil
with
the
dying.
initiative,
No One Dies Alone
The
hospital’s volunteer
chaplains
(NODA),
that provides
are
assisted in the
program
by 13 layto
specially
trained
volunteers
Achievement in Psychology: Dr. Brenda
volunteers.
shown
sit vigil withThe
the chaplains
dying. Theare
hospital’s
Austin, Ph.D., Vice Chair of the Laguna
with
Executive
Administrator
Mivic
volunteer
chaplains
are assisted
in
Honda Psychiatry Dept., was named a
Hirose
(third
from
left)
and
Spiritual
the program by 13 specially trained
National Academy of Neuropsychology
Care
Director
Bob
Deel (fourth
from
volunteers.
The
chaplains
are shown
Fellow in July, 2012. Dr. Austin supervises
left).
with Executive Administrator Mivic
the hospital’s neuropsychology
Hirose (third from right) and Spiritual
internship program.

Compassion

Awards
and
Compassion
Innovation

Partnership for Compassionate Care
Laguna Honda and the Chinese American Coalition for
Compassionate Care announced a community partnership
in June 2012 to recruit and train bilingual, bicultural
volunteers to serve Chinese patients and their families
facing the end of their lives.
CACCC and the Laguna Honda palliative care team
presented two weekend-long workshops at the hospital
in July to train and orient hospice and palliative care
volunteers.
The joint endeavor supports Laguna Honda’s strategic
goal to build sustaining community partnerships and the
Department of Public Health’s Culturally and Linguistically
Appropriate Services (CLAS) standards.
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Pictured in the hospital garden at the announcement are
representatives of CACCC’s partner hospitals as well as
Health Commissioner Ed Chow (third from right), CACCC
Executive Director Sandy Chen Stokes (second from left)
and Laguna Honda Clinical Nurse Specialist for palliative
care Anne Hughes (right).

Go Green
Laguna Honda’s Environmental Services staff
(shown at right) took a leading role in promoting
sustainable operating practices this year. The
EVS team actively encouraged recycling and
composting, diverting waste from landfill and
saving the hospital $400,000 in refuse collection
costs. The team also reduced water use through
an education campaign to remind care providers
about the proper use of mattress pads. The
campaign focused on using the pads properly
to allow the hospital’s specialized mattresses to
protect sensitive skin as they were designed to
do. The innovative efforts of the EVS team cut
costs, improved resident care and reduced the
hospital’s carbon footprint.

Comfort Care
Laguna Honda ensures that each
person reaching the end of their life
at the hospital has companionship at
that critical moment. The hospital is
part of a national initiative, No One
Home and Hearth
Dies Alone (NODA), that provides
Elegant Dining
specially
volunteers
to sit
It has been said that food
is life. trained
At Laguna
Honda, our
vigil
with
the
dying.
The
hospital’s
Volunteer
sommelier
Jon
Woods,
14,nourishment
offers sparkling
kitchen
is the
center of
warmth
and
just as
volunteer
chaplains
are
assisted
cider
to
a
North
Mezzanine
resident
at
the
neighborhood
it is in any home. This year, in response to requests fromin
the
program
by 13 specially
candlelight
in June.
North
Mezzanine
is one trained
of
the
residents
ondinner
the annual
satisfaction
survey
seeking
more
volunteers.
The
chaplains
are
shown
hospital’s
Memory
Care
neighborhoods.
Residents
at
the
variety in their dining experience, the Departments of
with
Executive
Administrator
dinner sported
elegant
attire
courtesy
of theTherapy,
hospitalMivic
Nutrition
Services,
Clinical
Nutrition,
Activity
Hirose
(third
from
right)
and
Spiritual
clothing
room,
run by super
Gary
Speer.
and
Nursing
collaborated
onvolunteer
a program
of special
meals
Care
Director
Bob Deel
(fourth
from
that featured candelight
dining,
Hawaiian
luaus,
summer
right).
Special socials,
meals are
an integral
of and
Laguna
Honda
yogurt
afternoon
highpart
teas,
picnics
and life.
bar-bThis
year,
clinical
dietitians,
activity
therapists,
Nursing
ques in the Sutro Meadow.
staff and Nutrition Services staff arranged afternoon teas
(below), summer yogurt socials, Hawaii-style luaus, and
At
left volunteer
Woods, 14, offers
bar-b-que
picnicssommelier
in the SutroJon
Meadow.
sparkling cider to a resident at a candlelight dinner.
Residents at the dinner sported elegant attire courtesy of
the hospital clothing room, run by super volunteer Gary
Speer.

Fellow-
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Results

Departmental Initiatives
Giving Back
Mark McGovern (third from left), a Gaelic Football player who
received rehabilitative therapy at Laguna Honda after serious
injuries sustained during a game in San Francisco, brought team
mates from Ireland on a thank you visit to the hospital in 2012.
With Mark and his mates in Laguna Honda’s backyard is physical
therapist Loran Hollander. In addition to her work at Laguna
Honda, Loran is rehabilitation curriculum coordinator for Heal
Africa, which trains orthopedic practitioners on the continent.
Press reports called Mark’s progress at San Francisco General and
Laguna Honda a “miracle recovery.” He is now an ambassador for
the Acquired Brain Injury Association in Ireland.
Gina McIntire (left) came to Laguna Honda at what she says was
one of the lowest points in her life. Not only was she ill, she had
no means of support and no community to turn to. In her year at
Laguna Honda, Gina says she recovered everything.
“I could give you so many examples of how Laguna Honda
changed my life,” she says. “The things people did for me were
not in the package of the government program. No they weren’t. I
asked my social worker, is there anything I can do, any phone calls
I can make? But I could hardly make a phone call. He said, “You’re
not here to make calls; you’re here to heal. We will take care
of the rest.” That sounds like words, but I invite you to picture
yourself in a situation where you cannot do anything for yourself
and you hear a voice that says, “We are here to hold you and do
everything for you.” There is not a price for what Laguna Honda
has given me.”
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Gina is now a Laguna Honda volunteer.

Health care practice at Laguna Honda takes place in an environment of continual
transformation in which everyone teaches and everyone learns.
The hospital serves patients with a high level of complexity who need 24 hour care or
those who can participate in an intensive program of rehabilitation following a physically
traumatic event.

the Soul of the City

As innovations in areas such as quality of care, quality of patient life, safety, and business
practices produce new results, managers and direct care staff systematically re-evaluate to
improve outcomes.
The culture of change at the hospital is guided by four strategic goals (described on page 5):
Promoting Resident Success
Creating a Healing Environment
Establishing Community Partnerships
Fostering Innovative Excellence
The objective of new initiatives is to improve the experience of both residents and staff by
encouraging excellence in patient care and by developing collaborative relationships that
contribute to a well-functioning organization.
On the following pages we present initiatives representative of 180 projects implemented
by hospital departments during the fiscal year.
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Initiative

Department

Initiative

Department

With Admissions and Eligibility: Reduced all checks older than 12 months from
patient trust account to free up trust fund balances

Accounting

Hosted quarterly mixers for residents and staff to meet informally over coffee
and cookies with executive team

Administration

Integrated Finance, Payroll and Human Resources electronic record keeping systems to support cost center controls and achieve 98% accuracy rate

Accounting

With Billing and Social Services: Decreased delinquent accounts through case-bycase intervention with residents and families

Admissions and
Eligibility

With Nutrition Services and Clinical Nutrition: Piloted specialty meal program in
resident neighborhoods involving healthy cooking demonstrations, specialty luncheons and candlelight dining, healthy yogurt socials, bar-b-ques

Activity Therapy

With Social Services and Nursing: Established procedures to confirm that funds in Admissions and
trust accounts are used for residents’ benefit and do not become overdrawn
Eligibility

Established coordinated program in creative arts therapy with Eldergivers, Community College of San Francisco and in-house art and music therapists; program
includes classes in painting with adaptive devices

Activity Therapy

Established music therapy internship program with California Institute of Integral Activity Therapy
Studies. Laguna Honda music therapist provides training and supervision

Enhanced technology-based activity programs, including iPads in each resident
Activity Therapy
neighborhood (funded by Friends of Laguna Honda), laptops to facilitate wireless
internet access, movies on closed circuit TV, Skype for residents to communicate
with family members living remotely

With Quality Management, Communications, Respiratory Therapy, Nursing, Medi- Acute Care
cine: Implemented patient experience transformation initiative (PExT) to improve
resident centered care
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With Health Information Systems and Utilization Management: Decreased billing
cycle from 8 to 10 days; maintained accounts receivable cycle at 52 days

Billing

Conducted unit-based training to increased scope of Lifetime Clinical Record to
include height, weight, vital sign entry by Nursing staff.
Attained zero error rate in discharge entries to Lifetime Clinical Record

Clinical Informatics

Offered flexible meal times and flex dining food options

Clinical Nutrition

Revised menus for seasonal changes, cultural provisions and sustainability

Clinical Nutrition

With Nutrition Services and Speech Pathology: Revised textured diets for residents with dysphagia

Clinical Nutrition

Strengthened participation in resident care conferences by building better resident-to-staff and staff-to-staff relationships

Clinical Nutrition

With Admissions and Eligibility: Produced new hard copy referral form and new
on-line “submit by email” capability

Communications

Continued to update and revise collateral materials

Communications

Clinical Informatics

25
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Initiative

Department

Initiative

Department

Revised hospital-wide orientation, developed and implemented new curriculum,
increased staff orientations to one per pay period

Education and
Training

Reduced hiring timeline from 89 days to 80 days

Human Resources

Managed successful attainment of department-by-department emergency prep
targets and goals

Emergency
Preparedness

Reduced intermittent use of Family and Medical Leave hours by 30% in Nursing,
10% house-wide

Human Resources

Conducted multiple emergency prep drills

Emergency
Preparedness

Reviewed medical separation for staff on leaves in excess of 6 months without
pay, reducing raw numbers from 25 to 3

Human Resources

With Communications: Produced emergency prep resource guide for each
resident neighborhood and hospital department

Emergency
Preparedness

With Nursing and Safety Officer: Reduced lost days due to injuries from average
of 30 to 20 days
Managed staff and resident vaccination program, collaborated with Department
of Public Health Infection Control Dept. to contain viral outbreaks and limit resident influenza to 17 cases

Human Resources

With Activity Therapy: Recovered machine access information (MAC) on resident
computer equipment enabling residents to automatically connect to wireless
system without entering a password

Information
Systems

Infection Control

Increased recycling and composting by 10% for cost savings of $52,000

Environmental
Services

Implemented appropriate par level of linen for each resident neighborhood for
cost savings of $400,000

Environmental
Services

With Communications and Legal: Began implementation of $600,000 water conservation grant from San Francisco Public Utilities Commission

Facility Services

Integrated facilities maintenance for Department of Public Health branches of
Community Oriented Primary Care (COPC) and Community Behavioral Health
Services (CBHS)

Facility Services

Implemented 2-hour posting for STAT labs results Sustained “unable to draw”
venipuncture rate at less than 10% by end of each shift

Laboratory

With Communications and Volunteer Services: Built community support and established community partnerships to win 50-tree fruit orchard in national online
competition

Facility Services

Sustained “unable to draw” venipuncture rate at less than 10% by end of each
shift

Laboratory

Conducted extensive review of network security to protect personal health infor- Information
mation; implemented staff credentialing process for PHI access
Systems
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Initiative

Department

Initiative

Built efficiencies into supply distribution system for departmental relocation following completion of Administration Building remodel

Materials
Management

With Pharmacy, Psychiatry, and Activity Therapy: Conducted small test of change North Mezzanine
to reduce use of psychotropic medications through non-pharmacological behavior Neighborhood
management
Memory Care

Implemented customer service surveys

Materials
Management

Reduced incidence of injuries related to direct care by 5%

Nursing

Expanded admissions to 7 days per week

Medicine

Implemented process to increase staff attendance for live in-services to 90%

Nursing Education

Attained 85% consistent assignment of staff members to regular neighborhoods

Nursing Operations

Decreased use of overtime and “as-needed” staff by 10%

Nursing Operations

Implemented upgrades to electronic staff assignment system (OneStaff) increasing accuracy to 96%

Nursing Operations

Upgraded tray service to Dinex system for improved food temperatures and appeal

Nutrition Services

Expanded menu choices in next-day meal selection program

Nutrition Services

Implemented e-Referral

Outpatient Clinics

Expanded post-discharge services to residents on all neighborhoods

Outpatient Clinics

Expanded services to include cardiology, podiatry, pulmonary, and infectious
disease

Outpatient Clinics

Expanded services to 7 days per week

Pharmacy

Implemented electronic records (QS/1 WebConnect) enabling clinicians to access
prescription information for residents 24/7

Pharmacy

Conducted small test of change to use spa rooms for comfort care and pain reNorth 1
duction; implemented bimonthly review of communication principles to promote Neighborhood
therapeutic environment
Integrated Wellness

28

Conducted small test of change to attain zero avoidable pressure ulcers through
early identification of risk factors

North 2
Neighborhood
Memory Care

Conducted small test of change to reduce falls by 20% through early recognition
of risk factors

North 3
Neighborhood
Memory Care

With Activity Therapy, Nutrition Services and Clinical Nutrition: Conducted small
test of change inaugurating specialty cooking program using neighborhood galley to enhance nutritional intake and satisfy cultural needs

North 4
Neighborhood
Spanish Language

Conducted small test of change to develop partnership with Asian community
resources increasing mentorships and visits with residents by 10%

North 5
Neighborhood
Chinese Language

Conducted small test of change to achieve community reintegration of 1 resident
per quarter

North 6
Neighborhood
Memory Care

Department
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Initiative

Department

Initiative

Department

Implemented Substance Abuse Treatment Services discharge preparation
group, “Moving On”

Psychiatry

Initiated comprehensive program with other clinical departments to normalize
resident routines by structuring activities to reflect a balance of self-care, work
and leisure

Rehabilitation
Occupational
Therapy

Improved capacity for electronic mental health and substance use records
(EMRD90) to improve continuity of care and community reintegration

Psychiatry
Began computer entry of all progress notes into Lifetime Clinical Record

Rehabilitation
Physiatry

With Nursing Education: Conducted refresher courses in altercation de-escalation techniques (SMART) for all staff

Psychiatry
Initiated program to enhance Physical Therapy educational resources for residents and caregivers

Rehabilitation
Physical Therapy

Managed implementation of performance improvement plans for all hospital
divisions consistent with federally mandated Minimum Data Set 3.0 evaluation
tool

Quality Management
Increased efficiency of non-billable time, allowing for more direct care

Rehabilitation
Speech Pathology

Implemented on-line reporting of unusual occurrences

Quality Management

Social Services

Expanded coverage to weekends

Radiology

Initiated community immersion program, accompanying residents to community
based resources, events, places of worship, support groups, coffee shops and
restaurants, libraries, public transit, family events; assisted residents with registration on social networking sites
Organized regular discharge fairs to present community resources to residents
in-house

Social Services

Achieved 15 minute response time to requests for STAT x-rays and 2-hour turnaround time for entering x-ray reports into Lifetime Clinical Record

Radiology

Conducted small test of change to assist residents to become discharge-ready by
reducing clinic no-shows to less than 10% through use of daily log, in-service training, volunteer support, individualized consults with residents who routinely miss
their clinic appointments

South 2
Neighborhood
Positive Care

Decreased significant corrections to MDS reports to 0%

RAI/MDS Nurses
(Resident Assessment
Instrument and Minimum Data Set)

Conducted small test of change to achieve zero avoidable pressure ulcers
through early identification of risk factors

South 3
Neighborhood
Palliative Care and
Hospice, Enhanced
Support
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Initiative

Department

Conducted small test of change achieving zero incidents of avoidable decline in
activities of daily living through timely implementation of individualized restorative interventions

South 4
Neighborhood
Enhanced Support

Conducted small tests of change to achieve zero avoidable pressure ulcers
through early identification of risk factors and to reduce moderate to severe
pain by 75% through resident education, family involvement, adjustment of medication, use of pilot pain assessment form
Conducted small tests of change to achieve zero avoidable pressure ulcers
through early identification of risk factors and to reduce moderate to severe
pain by 75% through resident education, family involvement, adjustment of medication, use of pilot pain assessment form
Began “No One Dies Alone” program (NODA), providing spiritual care sitters to
be with residents in their last days of life

South 5
Neighborhood
Enhanced Support

Expanded number and variety of religious services to 25 per month, adding
Buddhist chanting, English language Pentecostal, Jewish and Islamic programming

Spiritual Care

Established criteria for overhead paging to reduce unnecessary noise in resident
neighborhoods

Telecommunications

With Resident Care Teams: Maintained updated list of residents with potential
for discharge based on records review and Treatment Authorization Reports

Utilization Review

Planned for Implementation of electronic Treatment Authorization Reports as
electronic records system is implemented

Utilization Review

Began compilation of Pre-Admission Screening and Resident Review database
(PASRR)
Began educational emphasis to support residents’ ability to manage their own
work schedule

Utilization Review

the

Achievement in Psychology

Spiritual Care
Health Care Leadership

Vocational
Rehabilitation

Four hospital administrators
were honored for their
contributions to the
Laguna Honda move at
the 32nd Annual Municipal
Fiscal Advisory Committee
(MFAC) Good Government
Awards in February, 2012.
Clockwise from top left:
Quality Management
Director Regina Gomez,
Human Resources Director
Willie Ramirez, Nursing
Director Debbie Tam, and
Department of Public Health
Pharmacy Director David
Woods were recognized
for their extraordinary
contributions to the success
of the largest hospital move
in California history.

Soul of the City

Dr. Brenda Austin, Ph.D. (left), Vice Chair of the Laguna
Honda Psychiatry Dept., was named a National Academy
of Neuropsychology Fellow in July, 2012. Dr. Austin
supervises the hospital’s neuropsychology internship
program.

South 6 Neighborhood
Enhanced Support

Developed protocols to maintain active volunteer base using Volgistics software Volunteer Services
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Awards and
Fellowships

Good Government

Rehabilitation Services Director Jennifer Carton-Wade (right)
is a 2011-2012 Fellow in the California HealthCare Foundation’s
Healthcare Leaders Program. Jennifer oversees the hospital’s
services in occupational and physical therapy, speech pathology
and audiology.

Excellence in Nutrition:
Achievements in Public Health
Chief of Medical Staff Dr. Steven Thompson,
M.D. (left) and Medical Director Dr. Colleen
Riley, M.D. (below), were recipients of
fellowships this year. Dr. Thompson is a

Fellow of the National Association of
Public Health Systems and Dr. Riley is
a Fellow of the Institute for Physician Leadership.
Drs. Thompson and Riley are co-founders of the
hospital’s Positive Care program, which serves
people with HIV/AIDS.

Laguna Honda Registered
Dietitian Tiffany Kearney
(left) was honored this
year by the California
Dietetics Association for
excellence in community
nutrition. Tiffany serves
a diverse population
with multiple nutritional risks including HIV/
AIDS; polysubstance abuse; mental health
challenges; diabetes; and cardiovascular, renal
and liver disease.
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Awards and
Fellowships

the Soul of

Achievement in Sustainability

California’s first LEED-certified hospital received the Green
& Blue Award for Green Building Leadership from the San
Francisco Department of the Environment in 2011-2012.
Presenting the award, Mayor Edwin Lee called the hospital’s
design “tremendous work in the field of green building,”
and said, “The new Laguna Honda encourages a holistic
approach to human and environmental health and gives our
city a center for long term care in a sustainable, communityoriented environment.”

Daisy Award
Nursing Assistant Shanti Dutt
(second from left) received the
hospital’s first Daisy Award this
year in honor of national Nurses’
Week. Shanti was selected
from 170 nominees for her
outstanding resident-centered
care. A letter from one family
member said residents’ “eyes
light up” when she comes into
the room. Shanti is shown with (l.
to r.) Nurse Manager Cris Reyes,
Nursing Director Mercedes
German and Chief Nursing Officer
Madonna Valencia. The Daisy
Award was created in 1999 by the
family of Seattle resident Patrick
Barnes to honor the clinical skill
and compassionate care he
received during the final days of
his life. Since then, over 26,000
nurses nationwide have received
the award.

the City

Right: Owen (third from right) at Laguna Honda with students from

34 California College of the Arts

Every month, the Laguna Honda Executive
Committee pays tribute to members of the
hospital staff who have made an extraordinary
contribution to the advancement of the
organization.
The employee of the month award recognizes
individuals whose commitment reflects three
important values:
Innovation
Team Building
High Standards of Excellence

The award is presented at the hospital’s monthly
Leadership Forum and the recipients are featured
in the staff newsletter, hospital bulletin boards,
and on the intranet home page. We are pleased to
present the 2011-2012 employees of the month to
readers of this report.

Hospital Mosaics Gain National Recognition
Artist Owen Smith’s mosaics in the Laguna
Honda lobby and cast stone bas reliefs on the
fifth floors of the hospital’s residence buildings
were named among the top 50 national works
of public art in 2011 by Americans for the Arts,
an organization that supports arts education.
Smith’s work at Laguna Honda pays homage
to murals in the lobby of the Administration
Building from the era of the Works Progress
Administration, providing continuity between
the building’s 1920’s Spanish Revival
architecture and the modernist design of the
new hospital. Smith’s work at Laguna Honda
was selected for the award from over 500
entries from around the country.

Employees of the
Month
the

July 2011: Health Care Analyst
Domonic Spaccarotelli

Soul of
the City

Domonic is a data-crunching
virtuoso whose work is
critical to measuring hospital
progress on key issues like
community integration
and patient satisfaction.
His work made a decisive
difference in the conclusion
of federal oversight, and the
implementation of the Patient
Experience Transformation
project.

August 2011: Dr. Michael
McShane
Dr. McShane was
nominated by residents,
staff and families who
describe him in as a “kind,
gentle and witty” person
who takes time to serve
residents breakfast and
befriends each person on
the neighborhood. His
competent work and his
humanity set an example
for residents and staff alike.

September 2011: South3 Neighborhood Clerk Monica Huynh

ANNUAL
REPORT

Monica is a dedicated and skillful coordinator of neighborhood business
matters. Her organizational ability is a daily contribution to resident success,
family involvement, and the job satisfaction of her colleagues.
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Employees of the
Month
October 2011: In an abundance of excellence,
the hospital gave five awards in October,
presented by the Health Commission at its
yearly meeting at Laguna Honda. These were
in Individual Achievement, Teamwork and
Customer Service.

Teamwork:
The staff of the medical clinic make
collaborative decisions and maintain an open
and welcoming resident environment.
Clinic Members from left to right are Medical
Director Dr. Colleen Riley; Clinics Manager
Gary Cozzi; Satomi Kobayashi, Dental
Clinic; Michelle Fang, Dental Clinic; Oscar
Gomez-Cruz, MEA; Clinics Charge Nurse
Bi Huang; Emma Martinez, MEA; Maria
Victoria, LVN; and Margie Bonilla, LVN.
(Not pictured: Niall Quinn, MEA)
36(October 2011 Awards Continued on next page)

Individual Achievement:

Nurse Manager Ellen
Apolinario advocates
for her patients,
mentors her staff
and runs a caring and
effective resident
neighborhood. She is
the manager in charge
of the Discharge
Household.

Employees of
the Month
(October 2011 Awards Continued)
Teamwork: The North Mezzanine care team has embraced the household-and-neighborhood floor plan of
the new Laguna Honda, using living rooms for specialized activities to help residents live healthier lives
and require fewer psychotropic medications. Representing the North Mezzanine Team from left to right
are Dr. Ma Sabai, Marthalina Comia, John Chan, Evangeline Madayag, Oliva Ignacio, and Marie Porter. (Not
pictured: Jinky Dioquino, Luzviminda Wu, Perla Garcia, Dr. Larry Sullivan, Michelle Fouts and Mariel Badiola)

Charge Nurse Irene
Monteclar sets the
standard for creativity
and flexibility
demanded by the
rapidly changing
circumstances on
the Positive Care
Neighborhood.

ANNUAL
RE-

Customer Service:

Administrative assistant Sandy Ng (left of three), switchboard operator Dio Lazio (center), and locksmith
Jack Bradley (right) manage the dozens of issues that come their way every day with talent and ingenuity.
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November 2011:
Carpenter John Gomez
John is a highly
skilled carpenter who
is dedicated to his
craft and to making
the hospital shine.
He is known for his
enthusiasm, creativity,
efficiency, quick turnaround and an eye for
cost savings. On top
of all that, he does
everything with a smile
and he knows almost
every Laguna Honda
employee by name.
December 2011:
Diet Technician
Elisa Wan
Elisa was
nominated by
her peers for
her outstanding
resident-centered
focus, her
efficiency and
attention to detail,
and her ability to
inspire excellence
in others.
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Employees of
the Month

Employees of
the Month
February 2012:
Clinical Informatics Team
These are the masterminds who implemented the
hospital’s Aeroscout resident safety system among
many other technological innovations. From left
to right: Larry Reyes, Jotter Carinal, Mel Ferrer and
Monique Decharat. Not pictured: Psychiatrist and
clinical informatics expert Dr. Charles Stinson, now
retired, who was an early and ardent champion of the
resident locator system and other information systems
innovations.

January, 2012:
Employee Activity Committee
This creative and dedicated group of
volunteers were responsible for building
morale with a gala Employee Recognition
Dinner. From left to right: Dickson Adetuyi,
Karen Joubert, Gloria Del Rosario, Maxwell
Chikere, Fatima Lau, Antonio Sunga, Evelyn
Palomares, and Linda Acosta

March 2012:
Charge Nurse Araceli Pasalo
was nominated by resident Felipe Martinez
(pictured), who says he submitted her name
because she is such a hard worker. Felipe said that
even when the neighborhood has big parties like
Cinco De Mayo or Fiestas Patrias, Araceli is the one
who makes sure things run smoothly and everyone
enjoys the day.
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Employees of
the Month

Hospital Leadership Forum members gathered for two half-day retreats in June, 2012 to set priorities
and plan departmental projects for fiscal year 2012-2013. New projects will correspond to six
overarching priorities adopted by the group:
• Achieving 5 Stars / Improving Patient Outcomes

April 2012: Acute Care Team (above)
The members of the acute care team deliver
resident-centered care with an enduring vision
for healthy outcomes. From left to right: Marilyn
Hashimoto, Alberto Oliveros, Josephine Chu, Taeho
Byu, Fely Jamili, Emily Lee, Edward Guina, Belena
Cabuntala, Aimee Calimlim, Audrina Frazier, Desiree
Uy, Nellie Sarte, Wilmie Hathaway, Mandy Sen, and
Myrene Fuertes.

May 2012: Charge Nurse Zexu Fang
Zexu was nominated by Dr. Elaine Gecht, who was
eloquent in her praise, commending him for setting
a welcoming and professional atmosphere that
ensures services are delivered with respect and care.
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Looking Ahead

• Meeting appropriate level of care in assignments to hospital nursing programs and discharge to
integrated community settings
• Implementing DPH Integrated Delivery System goals
• Integrating fiscally responsible management practices
• Improving service delivery
• Promoting wellness

June 2012:
Home Health Aides Fnu Moneta (left) and
Nieves Morano (right)
Fnu and Nieves are talented providers of
resident-centered care, often anticipating
residents’ needs even before they arise. Both
of them were offering to assist residents even
while they were posing for their photo!
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Contribute
You can be a part of the important work that
Laguna Honda does to build a healthier San
Francisco.
Donate to the Residents’ Gift Fund or to the
two remarkable community organizations
that support the hospital, the Friends of
Laguna Honda and the Laguna Honda
Foundation.
To make a contribution, visit us on the web
at lagunahonda.org.

ANNUAL
REPORT
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