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Public Relations & Marketing Help

Spread ACH’s Good News

By Hilary DeMillo
Every month dozens of patient stories, department profiles and essen-

tial pieces of hospital news make their own rounds at Arkansas Children’s
Hospital in publications like Vital Signs, Around the House, OA Today, and
video communications Vital Signs TV and Chalk Talks/Video On Demand.
Details about the amazing happenings at ACH also circulate in advertise-
ments around the state, attracting new team members and patients. And
volumes of information about the hospital’s invaluable services are updat-
ed on the Internet each day.

These forums are the responsibility of the Public Relations and
Marketing department at ACH. The mission of this team is to ensure the
good word gets out about the incredible things that happen every day at
this hospital. While much of Team ACH focuses on what happens within
its walls, PR and Marketing concentrate on what happens outside of them.

“Over the past year, our marketing communications effort has really
evolved to better serve ACH employees, medical staff and leadership,” said
Dan McFadden, A.P.R., director of communications. “Our team takes a syn-
ergistic approach to every challenge, combining print, Web, photography,
research and strategic planning, video and e-communications.  Next up is
focusing on the growth of ACH, the organization and the brand.”       

With a marketing specialist, a publications manager, a Web manager,
two media relations specialists, a photographer, a part-time Web coordina-
tor, an office manager and a senior planner position, the PR and Marketing
team focuses on helping other departments do their job better.

“The mission of our department is to serve our internal customers,
helping them to get their message out about what they do,” said
Publications Manager Michael Spigner. “We help others achieve their mar-
keting communications goals.”

PR and Marketing coordinate all the hospital’s internal publications, as
well as some that are sent to customers outside of ACH. These include
Parenting in Arkansas, which goes out state-wide, and Pediatric Commentary,
which is sent to pediatric physicians across the state, as well as to those
who work here. The department’s Web manager and coordinator handle
the external hospital site (www.archildrens.org) and help with Web issues
related to OA Today. 

The marketing component of the hospital also molds the public image
of ACH by designing advertisements that run in print publications and on
the radio, as well managing the new Victory Vision program and the annu-
al Ballyhoo. The senior planner position keeps tabs on business trends and
works with data that can determine the future of hospital programs and
clinics.

The public relations department also works with newspapers, maga-
zines, TV stations and Web sites to spread the word about the children
ACH helps, the staff that cares so selflessly and the physician-conducted
research that will change lives. 

“Once people find out the tools we can offer them, they become a
repeat customer of our department,” said Shannon Boshears, marketing
specialist. “Since I've been here –  three years – we have increased our work-

load greatly as we work on projects that recur annually
and the new projects that come our way.”

Throughout the hospital, images of children
both playing happily and struggling for survival serve as
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Closure of Marshall Street 
to Make ACH Safer

Starting this month, commuters who drive near and to Arkansas Children’s
Hospital will need to make a route change as Marshall Street closes to thru traf-
fic. This street, which runs directly in front of the hospital, will be permanent-
ly closed between 8th and 10th Streets in order to ensure the safety of ACH
patients, families, staff and visitors. 

From now forward, Marshall Street will only be used for drop-off and pick-
up in front of the hospital. Those who need to reach the hospital’s front can
travel up Maryland Street from Martin Luther King and turn right on Marshall
to circle around the hospital’s entrance.

“We will set up concrete barriers that will block people from making a turn
in front of ACH from I-630,” said Scott Gordon, executive vice president and
chief operating officer of ACH. “These will be painted and have flashing lights
installed to direct people to travel east on 8th and turn right on MLK.”

Safety is the highest priority at Arkansas Children’s Hospital, and closing
Marshall Street is essential to strengthen this value. ACH has been the only hos-
pital in central Arkansas that has required its patients, families and children to
cross a busy city street to enter the hospital. This has put lives in danger, and it
is ACH’s desire to ensure that doesn’t happen. 

On a daily basis, about 5,000 cars travel in front of the hospital on Marshall
Street – two-thirds of which are only “passing through.” That’s 3.5 cars per
minute, 24 hours a day.

“More than 11,000 cars travel through the intersection (near I-630) every
day, and that creates a great challenge for our families and visitors trying to
enter the hospital,” Gordon said. “This closure will help us provide a safer envi-
ronment for our families, employees and patients as they come from our park-
ing areas into our buildings.”

The Little Rock City Board of Directors unanimously approved the closure
of Marshall Street earlier this year. The hospital has coordinated the closure
with the Little Rock Fire Department, the Little Rock Police Department and the
various ambulance services in the state that transport patients to ACH.

Traffic coming off I-630 will not be able to turn right in front of the hos-
pital as a result of the closure. Because of this, vehicles will need to make a right
turn on MLK and another right turn on Maryland Street to enter the ACH cam-
pus. ACH has outlined plans to alleviate traffic that will be directed to this area
near Martin Luther King Elementary School. In the future, traffic signals fund-
ed by ACH will be installed at 10th and MLK Streets, as well as at 10th and
Battery Streets.

ACH wants its patients and staff to have the safest and happiest experience
possible on campus. We appreciate the flexibility of the ACH community in
adapting to this change and look forward to offering a safer environment for
all who frequent the hospital.

Celebrating Miracles
By Chris McCreight, ACH Foundation

A month-long series of events in November and December is helping staff,
donors, patients and families celebrate the season and the miraculous health
care that is provided at ACH.

Every day at ACH, there are miracle stories – stories in which a child no one
thought would survive, does. No one expected 13-year-old Sarah Carney to live
after an injury that caused her to be deprived of oxygen for eight to 10 min-
utes, but she did and is thriving. A miracle? Her family thinks so, and that’s
what matters most. Sarah’s father, Kelly, gave us his take on miracles:

“Miracles don’t just happen. You have to set an environment – leverage
everything to the max – to be sure that a miracle can happen, and Arkansas
Children’s Hospital is excellent at that.”

The word “miracle” can have different meanings for different people, but
like Kelly Carney, we think of miracles happening in health care when a blend
of science, skill, persistent dedication – and sometimes great fortune – comes
together. We also don’t underestimate the role of family and faith, and ACH has
an environment supportive of those elements, as well.

It is in the spirit of taking time to celebrate these miracles that the Arkansas
Children’s Hospital Foundation is marking the holiday season with a series of
events in November and December. We celebrate the miraculous health care
that occurs every day on behalf of the children of Arkansas and invite our
friends and family to join us.  
Ways You Can Help

During this holiday season, there are ways you can help celebrate and con-
tinue the miracles at ACH:

• Bring toys during the Festival of Stars;
• Attend a Miracle Month event;
• Purchase your family’s or company’s holiday cards from the Holiday Card

Project;
• Become a Miracle Maker monthly donor; and
• Share this information with co-workers, friends and family.
Look in this month’s ACHIEVER magazine for more information, or check

out www.archildrens.org for Miracle Month activities and see additional ways to
be involved.
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Volunteer Corner

Volunteer Services invites you or your organization to participate in our
Festival of Stars! This celebration is a special time to deliver holiday donations
and mark the holiday season. Please choose one of our fun-filled days to drop
off your donation, visit with other volunteers and enjoy musical entertain-
ment. The Festival of Stars will be held in our main lobby and is a great oppor-
tunity for ACH to show our appreciation for our volunteers, toy donors and
supporters.  

Santa visits ACH each year for the holidays and he needs our gifts in order
to make the season special for our patients. Become an ACH holiday helper by
providing stocking stuffers for our patients! A few items from our 2006
Holiday Wish List are listed below to assist you in your holiday shopping:

Crayola Crayons (12 or 24 pack) Crayola Markers
Infant Rattles Portable CD Players
Disposable Cameras Sippy Cups
Receiving Blankets Card Games (UNO, Phase 10, etc.)
Playing Cards Infant Hardcover Books
Small Bubbles (4 oz. or 8 oz.) Playdoh Packs
Coloring Books (non-seasonal) Handheld Electronic Games
Matchbox Cars

We are encouraging all individuals and organizations to deliver their hol-
iday donations between Dec. 14 and 16. Due to infection control, 
all items must be new and in original packaging (not gift-wrapped). If you
have questions or would like a more detailed Holiday Wish List, please 
visit our Web site at www.archildrens.org/volunteer and click on the 
Festival of Stars or contact Volunteer Services at (501) 364-1825 or by e-mail
at volunteerservices@archildrens.org.

Verification of Radiology Orders
Effective Nov. 1, 2006, the Radiology department began requiring the

verification of written (legible), signed and dated orders before performing
exams. The verification process is part of the ongoing effort to provide safe
patient care, minimize a patient’s exposure to radiation and ensure that the
patient is receiving the correct exam as ordered by the physician.

What does this mean for inpatients? Radiology personnel shall ver-
ify orders by checking the patient’s chart for the written, signed and dated
physician order. Inpatients coming to the radiology department for their
exams shall have their charts sent with them.  

What does this mean for outpatients being referred to ACH from
outside physicians? There is no change. The radiology department will
continue to require the Referred Patient Requisition Form.

What does this mean for outpatients coming to Radiology from
ACH clinics? Radiology must receive a copy of the physician’s written,
signed and dated order. This can be accomplished in one of three ways:

1) A generic Radiology form;
2) A form that currently is used by your clinic or a custom form that

you develop;
3) The Referred Patient Requisition Form which is already in use by 

outside physicians.
Orthopedic clinic scans their orders into Meditech PCI; can

Radiology just look the orders up when the patient arrives? Yes, pro-
vided the written, signed and dated order has been scanned into Meditech
PCI prior to the radiological exam. Otherwise, the patient must bring a
copy of the written, signed and dated order to Radiology when they arrive
for their exam. An order in Meditech Order Entry does not constitute a
valid physician order. 

Who is responsible for ensuring the order is put in the patient’s
medical record? Unless otherwise determined, each clinic shall be respon-
sible for ensuring their orders are put in the patient’s medical record.

SBAR Coming Soon to a
Conversation Near You

Have you heard the term “SBAR”? Are you thinking “what is that”? SBAR
is a standardized communication tool used by the Navy and adapted for use in
healthcare organizations. SBAR frequently has been used in other organizations
as a tool to promote safety by decreasing misunderstanding between team
members. It has resulted in clearer communications and decreased errors relat-
ed to miscommunication.  

Communication issues actually are the single most common contributing
factor in sentinel events with undesirable patient outcomes at ACH. The
Interdisciplinary Care Committee has reviewed the SBAR communication tool
and has endorsed this as a standard model to use within our hospital. 

Have you ever had a conversation in which you wish you had more infor-
mation or a clearer understanding of the question being asked? Even more
importantly, have you received orders for a patient and then realized that they
are not quite what you were really asking for? SBAR can help with those
instances. Just like the acronym SOAP gives clear direction for patient docu-
mentation, SBAR will give clear direction for verbal communication. 

SBAR stands for Situation, Background, Assessment and Recommendation. 
A person using the SBAR communication outline will give a brief synopsis of
the situation (e.g., “I am calling to discuss Johnny Smith’s pain”); the back-
ground which may include a brief history and relevant  information (e.g., “He
is the 6-year-old admitted this afternoon with generalized abdominal pain, and
we are observing for possible appendicitis.  He is currently NPO and on IVs”);
an assessment of the current situation (e.g., “Johnny’s heart rate is elevated at
140, his pain is now 8 out of 10 and localized to the right lower quadrant, and
he has started vomiting. I think he is more ill than he was on admission”); and
a clear statement of what is needed or recommended (e.g., “I need someone to
come now and evaluate Johnny to see if anything else needs to be done at this
time or consider pain medication.”)

By using the SBAR model, the information communicated is more com-
plete and better organized. The model includes the caller’s analysis and obser-
vations and gives clear expectations of what is needed or expected from the per-
son responding to the call. The SBAR strategy effectively replaces the common
communication scheme of “20 questions” which may or may not lead to a
proper plan or response and frequently results in misinterpretation of what is
communicated. 

In Summary….
Situation – Communication between healthcare team members is often

chaotic, disorganized, hard to follow and may not contain appropriate infor-
mation which contributes to inappropriate responses and errors. 

Background – Consistent and standardized communication between
healthcare providers has been identified as essential in reducing harm to
patients and assuring good patient care outcomes. 

Assessment – The SBAR process has been successful in other healthcare
systems as a means of standardized communication, and ACH has demonstrat-
ed a need for an improved communication between care providers. 

Recommendation – All healthcare professionals at Arkansas Children’s
Hospital should begin to use SBAR when communicating about pertinent
patient information. 

Watch for more information to come on SBAR at ACH soon! If you have
further suggestions or questions (if you are interested in helping with this
process), please contact Carol Wright, Ext. 4-6406, SBAR implementation team
chair. You may also contact Mary Scotter, Ext. 4-1390, or Chris Smith M.D., ext.
4-2831, co-chair of ACH’s Interdisciplinary Care Committee. 

December is here, and it’s
time to move on up from the
Victory Deck and out to the
new ACH Parking Deck. In
other words, it’s time to “hit
the deck”! Over two days in
mid-November, ACH team
members who purchased
spaces in the new deck signed

up for their reserved slots and received
their parking pucks and stickers. The process went smoothly and gave purchas-
ing team members a chance to choose where they park.

The deck is now open to paying ACH team members and will make com-
mutes easier and more convenient.

As parkers get situated in the deck, ACH continues to explore more long-
term parking solutions. The Victory Deck contract expires this month.
Employees who have been parking there may choose to keep their cars in exist-
ing available spaces in the shuttle lots across from South Campus and other
ACH employee lots. As developments occur on the ACH campus, more parking
opportunities will be planned, and ACH will continue to keep employees
informed of their options.

ACH appreciates the flexibility of employees during the parking deck’s con-
struction and looks forward to sharing this exciting convenience with staff
members. The holiday season is going to be a great time for ACH employees to
“hit the deck!”

Dec. 14, 15 and 16, 2006
Thursday: 10 a.m. to 4 p.m.
Friday: 10 a.m. to 7 p.m.
Saturday: 9 a.m. to noon

a reminder of the miracles that happen at ACH every day. These photos are taken
during actual patient visits by photographer Kelley Cooper, who works in PR &
Marketing. Her favorite part of being in this department is the opportunity it
allows her to meet and photograph dozens of interesting people and unique sit-
uations on a daily basis.

“What other job would allow me to witness and shoot a heart transplant one
day and fly across the state shooting the transport team saving the life of a young
child the next?” Cooper said. “I’ve got the best job in the hospital, by far.” 

During the fall, ACH PR and Marketing garnered several awards for the work
they do to promote the people and miracles of ACH. At the Arkansas Hospital
Association Diamond Awards, the team, along with the ACH Foundation, took
home eight Diamond Awards, the organization’s top honor; nine Awards of
Excellence; and three Judge’s Merit awards. The honors continued for ACH, the
ACH Foundation and ACH’s Good Mourning Program at the International
Association of Business Communicators Arkansas Chapter Bronze Quill Awards:
a combined total of 14 Merit Awards and 14 Excellence Awards, making the
organizations the evening’s top winners.  

“Although our department does not provide direct support to patients at the
bedside, our services – Web, publications, marketing materials, business plan-
ning, statistical analysis and internal/external communications – support those
who do,” McFadden added. “Keeping that in mind, we feel very connected to the
ACH mission: providing care, love and hope to the children of Arkansas.”

As 2006 winds down, PR and Marketing is excited about the opportunities
to bring more attention to ACH next year. If you have a story that you think
would be interesting, either for local media or internal publications, contact the
department at extension 44300. It’s important to spotlight the hard work every-
one at ACH does every day of the year.

A different department will be spotlighted each month. If you or someone you know
is doing something exceptional, contact Hilary DeMillo in Public Relations (364-6445
or e-mail at demillohh@archildrens.org). Next month the spotlight may be on you!

Spotlight on 
Public Relations & Marketing
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