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Lori Burnell, RN, PhD, NEA-BC

Confident nurses complete assignments in a quietly competent manner. They 

build up confidence through education, experience and hard work. As a result, 

they believe in their ability and trust their own judgment.

Experts describe optimal confidence as a state of being certain about a planned 

or chosen course of action, and being able to convey those convictions to 

others. In nursing, confidence manifests itself by caring for a patient and his/

her family in a deliberate manner that is free from doubt or uncertainty. The 

following are characteristics of a confident nurse:

➢ n  Exhibits a sincere adaptability to change 

 n  Portrays a professional appearance and behaviors 

 n  Maintains a positive personality 

 n  Demonstrates self-assuredness and efficiency 

Here’s what confidence looks like:

A fourth year student completing her final clinical rotation before graduation 

was assigned to care for a recovering laryngectomy patient with a 

tracheotomy tube in place. Prior to meeting with the patient, the nursing 

student practiced the task of caring for a stoma as she reflected on her past 

experiences. She assembled all the equipment and studied the literature 

on the topic. She also considered the individual needs of the patient by 

reviewing his history and physical, progress notes and the nursing care plan. 

Recognizing her role as a team member, the student informed the charge 

nurse of her planned course of action. 

She entered the patient’s room with confidence and a positive attitude, and 

proceeded to care for him and his tracheotomy. She performed the task 

at hand in an efficient manner, explaining each step to the patient as she 

progressed though the procedure. At the change of shift, which occurred 

several hours later, the student relayed in specific terms exactly what she 

had accomplished to a 10-year nursing veteran. Meanwhile, the patient was 

singing the student’s praises to the charge nurse and his primary nurse as 

they performed their hourly rounds. 

The charge nurse made a mental note to herself: “Convey to the manager 

that the student appears to exemplify the qualities of a competent nurse and 

that we should seriously consider hiring her.”

It pays to be confident! Your confidence will inspire confidence in others and 

will give comfort to our patients and their family members. 
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Patient Satisfaction Corner
In the third quarter of FY 2014, our patient satisfaction results were mixed when compared to the 
same period in FY 2013. The most improvement was seen in Listen, with a 3.2 percentage point 
increase. The most significant drop was in Toileting, which decreased 3.4 percentage points. Our pa-
tient satisfaction targets are a benchmark for the future, as we continue to strive toward “excellence 
in all we do.” 

OUR HOSPITAL PARTICIPATES IN HOSPITAL CONSUMER ASSESSMENT OF HEALTHCARE PROVIDERS AND 
SYSTEMS BY SURVEYING PATIENTS ABOUT THEIR RECENT HOSPITAL STAY. UPON DISCHARGE, PATIENTS 
ARE ASKED TO RATE SEVERAL ASPECTS OF THEIR HOSPITAL STAY, INCLUDING NURSING’S OVERALL 
SERVICE, RESPONSE TIME, AND COMMUNICATION.

3RD Q 2013

3RD Q 2014

Global

Nurses
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RATE RECOMMEND

WHAT FOR SIDE EFFECTS

Rate: Using any number from 0 to 10, where 0 is the worst 
hospital possible and 10 is the best hospital possible, what 
number would you use to rate this hospital during your stay?
Recommend: Would you recommend this hospital to your friends 
and family?

Call button: During this hospital stay, after you pressed the call 
button, how often did you get help as soon as you wanted it?
Toileting: During this hospital stay, how often did you get help 
in getting to the bathroom or in using a bedpan as soon as you 
wanted?

Courtesy: During this hospital stay, how often did nurses treat you with 
courtesy and respect?
Listen: During this hospital stay, how often did nurses listen carefully to you?
Explain: During this hospital stay, how often did nurses explain things in a way 
you could understand?

What for: Before giving you any new medicine, how often did 
hospital staff tell you what the medicine was for?
Side e�ects: Before giving you any new medicine, how often 
did hospital staff describe possible side effects in a way 
you could understand?
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Feedback
Immediate
New Mobile Rounding Tool: Patient Advoate 

Rudy Serrano 
rounds on a 

patient in 6W.

Patient advocates from the Quality Department are using a 
new iPad rounding tool to gather real-time patient information 
during their daily bedside rounds.
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The tool offers nursing leadership the 
opportunity to address patient con-
cerns and issues during hospitalization 
with the goal of meeting their needs 
and expectations, and ensuring their 
overall satisfaction. The tool is being 
piloted by the patient advocates and is 
planned for roll-out to nursing.

“Daily rounding communicates to patients 
that we care about their experiences and 
well-being,” said Patient Advocate Rudy 
Serrano. “Now instead of simply telling 
patients they are a priority, we are able 
to show them with our actions. 

“The iPad rounding tool creates an ef-
fective way to proactively address any 
concerns or issues that may arise dur-
ing our rounds.” 

Each day, patient advocates are engag-
ing patients in conversations about their 
hospital experience. The questions cover 
various topics including the cleanliness 
of the environment, accuracy and timeli-
ness of meal trays, nursing and physician 
interactions, and more. Using the new 
iPad rounding tool, the patient advocates 
enter the patient responses into a round-
ing assessment form, and are able to in-
stantly route concerns/issues to nursing 
leadership, follow-up on the status of a 
concern/issue, and track when and how 
the concern/issue was resolved. 

Patient Advocates Veronica Uribe and Rudy Serrano review patient’s 
screening responses.

Dena Decker, Director of Quality & 
Risk Management, and Mr. Serrano 
teamed up with Programmer Analyst 
Doug Moore to create the rounding tool, 
which extracts live data from Meditech. 
The tool enables the patient advocates 
to complete a rounding assessment 
form for inpatients on every floor, as 
well as outpatients in the Emergency 
Department. 

Patient advocates shifted their focus 
from patient discharge calls to patient 
rounding in July. Rounding gives pa-
tients the opportunity to participate 
in their own care plan, voice their con-
cerns immediately, and have an open 
dialogue with hospital staff.  

“When a patient has a negative ex-
perience that remains unaddressed 
throughout the hospitalization period, 
he or she may go home with a poor im-
pression of VPH,” Ms. Decker said. “The 
patient discharge calls are an effective 
way to record and gather patient satis-
faction data, but the opportunity to ful-
ly correct an issue or change a negative 
perception is limited once the patient 
is discharged.

“Using a real-time reporting tool is an-
other way we can ensure our patients’ 
needs and expectations are fulfilled 
while they are in our care.”

“I had seen a 
patient who 
was frustrated 
with the way his 
health was go-
ing. The patient 

had renal failure and was on 
dialysis. Having gone through 
the same situation with my own 
father, I took the time to listen 
and understand all their frustra-
tions and worries. Together we 
talked about how pulling through 
as a family and sticking together 
makes all the difference in dif-
ficult situations.” 
  —Veronica Uribe

“My mother has 
had more than her 
share of health 
problems since I 
was a child. I re-
member comfort-

ing her every time we would pay 
a late night visit to the ER. As a 
patient advocate, I treat every 
patient the way I would want my 
mother to be treated. ” 
—Jose Leon

“Being able to 
assist a patient/ 
family member 
allows us to build 
a bond, which is 
priceless. We are 

here to ensure patients have a 
positive and pleasant stay.”
—Janet Villegas

VPH wishes 
to thank 
Programmer 
Analyst Doug 

Moore for designing the 
mobile rounding tool. His 
hard work and innovation 
has resulted in significant 
cost savings to VPH.
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Education
Focus on

Spotlight on the Valley Simulation Lab
This year marks the 5th year of the opening of 
the Valley Simulation Lab, which serves as an 
interactive classroom for nursing students and 
professionals in the San Fernando Valley. 

Located in the Health Education Center, the lab is 
designed to replicate a patient care setting. It is 
equipped with high-fidelity mannequins that nurse 
educators use as tools for education and skills 
training. 

“Students are able to gain hands-on patient care 
experience in a safe environment,” said Education 
Specialist Sylvia Duncan. “What happens in 
simulation stays in simulation.” 

The lab serves our nursing staff, as well as  
nursing students from Los Angeles Valley College, 
California State University, Northridge, College of 
the Canyons and Pierce College.

Educators use the mannequins to simulate 

physiological signals. New RN residents also 
use the mannequins to practice skills, such as 
inserting an IV or reviewing labor and delivery 
processes. Each mannequin is connected to audio 
visual equipment, allowing nurses to record and 
play back scenarios, and host live broadcasts. 

The lab is also used to practice for mega code 
situations, training nursing staff how to handle 
and react to unexpected events. 

Congratulations to the New RN Resident Graduates

S
ixteen nurses were honored for completing our 
New RN Residency Program in a graduation cer-
emony held September 22 at the Health Education 
Center Auditorium. 

The residency program is designed to encourage and sup-
port nurses in their educational and professional goals, 
offering the opportunity to learn new skills and enrich their 
knowledge of nursing best practices.

The six-month program pairs new graduates with precep-
tors, or experienced nurse professionals, at the start of their 
career, providing them the opportunity to learn and apply 
knowledge and skills in a practice setting with guidance, 
support and feedback. Nurses receive training in a specialty 
area such as emergency care, operating room, obstetrics/
maternity or telemetry, and receive regular evaluations on 
their progress.

Congratulations to the new graduate residents!

Jacqueline Adad
Intensive Care Unit

April Araneta
Intensive Care Unit

Auna Battistella
Telemetry

Jie Chen
Labor & Delivery

Ashley Cohen
Same Day Surgery

Vanessa Corey
Post-Anesthesia Care Unit

Daniella Enriquez
Labor & Delivery

Armine Ghukasyan   
Labor & Delivery

Mari Grigoryan
Medical/Surgical

Jennifer Kravatz
Medical/Surgical

Ramil Lim
Intensive Care Unit 

Marisol Lopez Garcia
Medical/Surgical

Gayle Milo
Telemetry 

Elena Rasin
Medical/Surgical

Desiree Shin
Intensive Care Unit 

Tatiana Zolotaia
Medical/Surgical 

Clinical diabetes educator Sandra Pieschel demonstrates 
how to measure patient blood glucose levels.
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VPHNews
Nurses Help with CPOE  
Go-Live, Reap the Benefits

N
ursing played a key role 
in the Aug. 19 implemen-
tation of Computerized 
Physician Order Entry 

(CPOE) and other workflow process 
improvements in Women’s Services, 
Med/Surge, ICU, Telemetry, and 
Emergency Services.

“In a short time, CPOE has had a pro-
found impact on our nursing team,” said 
Lori Burnell, Senior Vice President & 
Chief Nursing Officer. “Our nurses are 
fully engaged in our nursing practices, 
processes and workflow analysis. They 
are managing workflow changes by in-
creasing communication and tapping 
into their collective knowledge base.”

While adjusting to new process im-
provements, nurses have collaborated 
with project stakeholders to test po-
tential software and hardware solu-
tions. For example, nurses helped to 
pilot the Virtual Desktop Infrastructure 
(VDI) environment, giving input on 
various physician order sets during the 
program-building stage. Nurses also 
assisted physicians during go-live by 
troubleshooting and addressing their 
computer-related issues. 

“This close, collaborative support is ab-
solutely essential and highlights the vital 
role nurses play as the hub of communi-
cation in the hospital,” Ms. Burnell said.

For nurses, CPOE can lead to increased 
productivity, standardized care, enhanced 

patient safety, and an improved work en-
vironment. In addition to enhancing order 
legibility and expediting order completion, 
this type of information technology also 
has been shown to reduce medication er-
rors and adverse drug events.

“At first glance, CPOE seems like a lot 
more work for nurses in terms of steps, 

but it’s easier and more effective on 
the whole,” said 4 West Charge Nurse 
Analissa Gellekanao, RN.  “Plus, we are 
no longer second-guessing physicians’ 
handwriting. 

“The successful CPOE implementation 
is a progressive, inevitable step in the 
journey to improve health care delivery.” 

CPOE go-live support specialists assist Borna Solomon, MD, with the new 
order entry process.

In addition to enhancing order legibility and expediting 
order completion, this type of information technology 
also has been shown to reduce medication errors and 
adverse drug events.

While adjusting to new process improvements, nurses have collaborated with 
project stakeholders to test potential software and hardware solutions. 



V A L L E Y  P R E S B Y T E R I A N  H O S P I TA L  N E W S  F O R  N U R S E S8

Pegi Matsuda PUBLISHER 
Senior Vice President, Community and Market Development 
P: 818.902.2997  •  E: Pegi.Matsuda@valleypres.org

Jaclyn Giovis  EDITOR 
Director of Marketing & Communications 
P: 818.902.7920  •  E: Jaclyn.Giovis@valleypres.org

Ashley Guerrero  CONTRIBUTING EDITOR 
Communications Coordinator 
P: 818.902.7928  •  E: Ashley.Guerrero@valleypres.org

Robin Weisz/ Graphic Design   LAYOUT AND DESIGN

DISCLAIMER OF ENDORSEMENT:
Reference herein to any specific commercial products, 
process, or service by trade name, trademark, manufacturer 
or otherwise, does not necessarily constitute or imply 
its endorsement, recommendation, or favoring by Valley 
Presbyterian Hospital. The views and opinions of authors 
expressed herein do not necessarily state or reflect those 
of Valley Presbyterian Hospital, and shall not be used for 
advertising or product endorsement purposes.

VPH Nurse is published by the Community  
and Market Development Department at Valley  
Presbyterian Hospital.

TO SUBMIT STORIES OR IDEAS, please contact Jaclyn Giovis,  
Director of Marketing & Communications, at 818.902.7920 or 
email Jaclyn.Giovis@valleypres.org.

VP
H

N
U

R
SE

FA
LL

 2
0

14
Introducing Tamre Del Valle

VPH is pleased to welcome Tamre Del Valle, RN, MSN, as the 
new Director of Emergency Services.  

“Ms. Del Valle has a true passion for professional nursing and 
clinical excellence,” said Senior Vice President & Chief Nursing 
Officer Lori Burnell. “Her extensive knowledge and experience 
will be a great asset to VPH’s nursing leadership team.”

Before joining VPH, Ms. Del Valle served 
as the Manager for Emergency Services 
at Community Hospital of San Bernardi-
no, where she oversaw clinical opera-
tions for the Emergency Department. 
Her responsibilities included budget 
preparation, productivity management 
and disaster preparedness. She worked 
on processes to improve performance 
metrics, ensure compliance with National Patient Safety 
Goals, and collaborate on marketing projects to increase an-
nual Emergency Services visits. 

Ms. Del Valle received her Bachelor of Science degree in 
nursing from California State University, Fullerton, and her 
Master of Science degree in nursing from Capella University.   

Ms. Del Valle can be reached at extension 5726, or at 
Tamre.DelValle@valleypres.org. 

The staff on 6 West is hoping to sweeten their patient satis-
faction scores with a daily dose of warm, homemade choco-
late chip cookies. 

Using a new Easy Bake Oven, purchased courtesy of Goal Get-
ters, each morning the nursing and volunteer staff bake and 
serve the tasty treats to patients. Before making their rounds 
with the cookie tray, nurses check each patient’s prescribed diet 
order to see who is able to have a treat on that day. 

“Even the smell of the baking cookies is soothing to patients, 
evoking memories of home,” said Dalarie Manda, MSN, RN, Di-
rector of Acute Care Services. “The sweet snacks brighten up 
the day for our patients, family members and staff.”

The nursing staff is rewarded with warm gratitude from patients 
and family members who are eager to enjoy their cookie. 

“I get a little thrill when I see the nurses coming by with the 
cookie tray in the mornings,” said 6 West patient Karen Cooney. 

“Who can deny the simple pleasure of a cookie?”

After a successful launch on 6 West, this program is set to roll 
out to other Med/Surg floors throughout the hospital. The nurs-
ing team also is looking for ways to expand its cookie options to 
accommodate patients on special diets, such as a carbohydrate-
controlled or gluten-free diet.  

Nurses Aim to Give Patients a Taste  
of Home Sweet Home

Cookie Time:

Staff News

6 West patient Tony McGraib accepts a cookie from Unit 
Secretary Lermy Macias, pictured left, and Volunteer 
Arlene Olmedo.


