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Background

In September 2008, with support from The Robert Wood Johnson Foundation, The George
Washington University undertook a 12-month planning effort to explore the interest in and
feasibility of establishing a dedicated nursing ‘policy voice.” Referred to as the Nursing Quality
and Safety Alliance (NQSA), the planning project has engaged a core group of national nursing
leaders in the design of NQSA and activated the broader nursing community in exploring its
potential.

As part of this effort, the NQSA had begun to determine its strategic direction by establishing its
mission, goals and objectives and conducting a SWOT (Strengths, Weaknesses, Opportunities,
Threats) analysis. However, critical questions remained regarding the optimum brand
positioning and messaging strategy for the new Alliance that would resonate with and motivate
target audiences. In addition, evaluation of the optimum name for the new Alliance was also
desired.

To address these needs, members of the Nursing Quality and Safety Alliance participated in an
internal brand workshop on July 20, 2009, to explore strategic branding and messaging issues.
This included the identification of commonly-held beliefs on the vision and attributes of the
Alliance that would be compelling to target audiences and should be leveraged in
communications.

Areas of Inquiry

In the course of this workshop, the following areas of inquiry were explored:

e Target Audiences: Who are the target audiences, what are their needs, and what do we
have to offer them?

o Competitive Context: What is the “space” in which the NQSA competes for share of
voice, who else is in this space, and what are the NQSA'’s unique offerings?

e Brand Aspirations: What are our long-term aspirations for the NQSA; what could it
become?

e Brand Architecture: What are the unique strengths of the NQSA from a rational
perspective, and what are the emotional rewards that the organization offers? What
words or succinct phrase best captures these rational and emotional elements that
would be compelling to target audiences?

¢ Name Considerations: What are alternative, potential names for the NQSA that may
more readily communicate the brand promise?
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Summary of Findings

The following sections present the findings for each area of inquiry.

TARGET AUDIENCES

The potential target audiences for the NQSA represent the broadest array of interests in the
health care arena.

Nurses

Professional nursing organizations

Schools of nursing and other allied health programs
Patients, Families, Communities

Legislators, Policy makers

Thought leaders: Health experts, Economists, Institutions (Brookings)

e The Joint Commission (JCAHO), Institute for Healthcare Improvement, Other quality
improvement organizations

e Global, International organizations

e Physicians

e Other health care providers

e CEO of hospitals and health systems
e Payors

e Media

e Funders

Those with the highest priority are identified as the following:
o Policy makers

Other quality improvement organizations

Professional nursing organizations

Payors

Nurses

Patients

Meeting Audience Needs:

The relevant characteristics of the NQSA for these audiences emphasize a pragmatic focus on
patient/consumer health care needs from a holistic, uniquely nursing vantage point. This “in the
trenches” perspective gives the NQSA a high level of credibility and impact, qualifying it to be a
major player in health care policy decisions. At the same time, the NQSA takes an inclusive
approach toward other involved organizations.

e Translating quality into practice

e Consumer/patient focus — more than a nursing perspective

Widmeyer Communications 2 Brand Planning, LLC



Holistic view on health and wellness (with other organizations)

e Essential voice at the table: patient/nurse interaction impacts outcomes

e “Trustworthy and credible” source of information about quality and what would improve
the quality of care

e Guarding the public health

o Offering more engagement by patients

o Offering “What can we do for you?” — for non-participating nursing organizations

Audience Specific:

Professional nursing organizations: magnify their influence on policy

Nurses: leadership and information on quality-related policy issues
Policy makers: nurse experts for national quality advisory boards

Thought leaders: nursing perspective on quality and safety

Schools of nursing and allied health programs: information about nursing's role in
advancing patient-centered quality and safety

Funders: guidance on how to support and translate nursing research and practice
related to quality and safety

General public: collaboration on issues related to quality and safety

Overarching themes:

Offering professional leadership and influence
A credible source for information
Offering policy solutions

A major influence on the quality and safety of health care

Why now?

The timeliness of this effort hinges on at least three key elements:

e Health care is at the top of the national agenda

e Nurses are highly trusted (Gallop poll)

¢ Internal goals within nursing to establish a leadership role
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COMPETITIVE CONTEXT

In answering the question, “What role do we play in health care?”, the holistic, birth-to-grave

guardianship of consumer health that nurses fulfill was emphasized.

Ensuring quality and safety in health care

Nursing is health care — we translate health care for patients
Optimizing health — for patients and preventative medicine
From birth to death, making lives better

Safe navigators of care

What do we offer?

Watching out for patients’ and consumers’ interests, offering policy solutions across the full
spectrum of health care issues, and speaking with a unified voice are all part of the NQSA'’s
overarching brand promise.

Standards/solutions for quality and safety in health care delivery

Watchdog for patients’ and consumers’ interests

o0 Creating a unified voice for individuals (not just groups)

Care vs. cure — focused on patient interaction, not just curing disease

Translate what we know into policy across the entire spectrum of health care — specific

to safety and quality

0 Not just for patients; also for consumers, families and care givers

Unified voice for the improvement of health care (unified voice for the improvement of

quality and safety in health care)

What are our rewards?

Logically, the rewards of the NQSA'’s activism include improved public health, equitable
treatment, increased patient satisfaction and cost savings — all reasons that the NQSA should
be at the health care decision table.

Improved public health

0 Healthier population
Equitable treatment
Patient satisfaction
Empowerment
Cost savings

0 High value health care
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o0 Part of the solution for larger economic problems

e Solutions to safety and quality issues

How are we different than other groups with similar offerings?

Some of the NQSA'’s distinguishing characteristics include a “partnering” philosophy while
representing the largest group of health care professionals in the U.S.. This combination of
clout through numbers and broad representation while embracing a team approach is unique
and laudable. In addition, the continuous and holistic attention that nurses and, by extension,
the NQSA pay to the lives of patients is also distinctive.

Partnering with patient and consumer groups
e Largest group of health care professionals in the country
0 We are involved in every component of the health care system

¢ Unique nursing knowledge and perspective: “We are at the front lines and understand
the quality at the patient level — we are the safety net for patients, but done as a member
of the team.”

¢ Constantly thinking about the patient’s total life: “l think about how people live their lives
on a day-to-day, hour-to-hour basis.”

o Looking at it from a continuum of care perspective

e Key educators of the public in terms of health

o The alliance creates a greater impact with all member organizations’ voices
0 Stronger political advocate for patients

o The alliance of so many health care organizations is unique — helps external
audiences by focusing on a single entity

o Different from ANA: We represent organizations, not individual nurses. We represent
organizations that represent different perspectives on nursing.

o Our focus is on quality and safety — different from a professional organization

BRAND ASPIRATIONS

Challenges

Some of the challenges facing the NQSA include identifying messages and actions that
embrace all members and advance its cause, while finding the boundaries with which all
members are comfortable. Ironically, addressing these internal challenges will play a large role
in the organization’s ability to overcome the external challenges/barriers of invisibility and
second-tier status behind other health care organizations and special-interest groups. To this
end, members of the NQSA must develop a high level of trust in the organization and its
actions.
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e Internal: Individual interests

0 “Quality and safety are big — a lot can come under it. We need to make sure that
the NQSA always speaks for all of the member organizations — acute care,
community care and primary care.”

e Internally: “Itis a weakness to think we are more than we are, instead of focusing on
quality and safety — stay focused on the target and how we communicate that.”

0 “We are specific to safety and quality.”
o External: Lack of visibility or indifference

0 “We have not been visible by producing papers, and we don’t control the
finances of quality and safety.”

0 “We need to be well known, have a strong presence.”

¢ Nursing is perceived to be in the second tier of influence/importance among policy
decision makers (below hospitals, physicians, providers and payors) — “We want to be in
the first tier.”

Strengths

Key strengths of the NQSA include its breadth of representation, large influence on patient
outcomes, and pragmatic translation of research. While the emphasis on quality of patient care
is admirable, nursing’s value in the health care economic equation also needs to be articulated.

e Breadth of representation and impact

o Patient-centered approach

o High level of public trust

e Expanding evidence-based linkage of nursing—quality—value

e Unique perspective

e Strength in numbers — of 2.9 million nurses and of member nursing organizations

o Can make a strong impact if unified

e “This group is not about being reimbursed (as opposed to other groups) — it's about the
quality of care that a patient gets, which demonstrates the value of investing in nursing.”

0 “We need to articulate our value as part of the medical team — to receive just
attention and compensation.”

0 “There must be a finance piece to the quality perspective — that's how we get the
attention of CEO’s.”

o0 Nursing value: patient outcomes, positive patient health. “We should point to
five things annually.”

o We fill the gap in translating research into practice.

0 “We have a unique expertise in that niche due to our numbers and breadth of
application.”
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Words at our Best

Adjectives that describe the NQSA at its best reflect an organization that is pragmatic, holistic,
caring, and leading the way for improved health care quality.

Pragmatic, Outcomes oriented
Holistic

Caring

United

Strong, Bold

Patient centric
Strategic, Essential
Visible, Prominent
Timely, Reliable
Consulted, Intellectual
Transparent

Most Important:
o Effective
¢ Influential: to make change, being heard
e Leading: leading in standards to improve quality

Future Vision

While today the NQSA is an alliance of nursing organizations for initiating improved health care
guality and safety, the vision for the organization embodies one of the most influential
organizations in health care policy development — becoming a leader in health care solutions
related to quality and safety.

Today:
e A group who sees a need for a new, unified direction in quality and safety

¢ Alliance for making change happen in the area of quality and safety
¢ An alliance of nursing organizations influencing health care quality and safety
¢ Network of organizations committed to improving quality and safety
e Having a voice in the health care arena
Tomorrow:

¢ The most influential organization on quality and safety in health care
e Leading the health care quality and safety movement

e No decision about health care quality or safety would be made without this group at the
table

e The leading voice for quality and safety in health care in America and the world

e The go-to organization when you need information about quality and health care
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o Consumers’ best advocate for safe, high value health care

e The lead organization for all things related to patient health

e Champions of quality and safety in the delivery of health care

e Leading nursing quality and safety policy efforts

¢ Innovate leader and influencing quality and safety

o The leading alliance for quality and safety in health care at home and globally

e Leaders in quality and safety in health care

¢ Organizations with solutions to improve the quality and safety in health care

¢ Nursing being the lead in providing a true patient-centered model (of health care)
e The most trusted voice on health quality and safety

¢ Able to mobilize nurses across the country to join quality and safety initiatives through
member association

e The voice of nursing to decision-makers and funders

e Recognized leader in influencing quality and safety in health care. Serving as an
advocate for health care improvement

e The group that makes quality and safety happen. Influential voice for the improvement
of health care. Reliable and effective champion for the quality and safety of health care.

e Premiére nursing alliance promoting quality and safety

BRAND ARCHITECTURE

Rational Elements

The unique selling points of the NQSA from a rational perspective center on its breadth of
membership and impact, patient/consumer-centric approach for solutions, and transparency.

Representing the largest health profession in the US
Patient/consumer-centered

Having the greatest effect on advancing quality health care and safety
Widest range of health care delivery considerations

Offering solutions

Most Important:

e Having the most pervasive effect on advancing quality health care and safety

0 Nurses are the largest number of health care providers, and the most pervasive
provider throughout health care

o The most influential organization for quality and safety
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0 Stay away from comparisons with use of the word ‘most’
o Essential voice for making safety happen
e Compelling
¢ Quality and safety, transparency and accountability

0 TASQ: Transparency, Accountability, Safety, Quality

¢ Indispensible, Crucial

Emotional Elements

The emotional rewards of such a caring and collaborative organization are feelings of
empowerment and safety.

Caring

Collaborative

Empowering

Confidence

Driving Force

Reliable

Making a difference in your life — Safer, Trusted (opposite of fear)
Survive, Thrive

Safe, Trusted

Relief, relieved that this group is here

Reassurance

Awe-inspiring in bringing multiple groups together

Inspired — an inspiration to nurses, doctors, patients, policy makers
Groundbreaking

Inclusive to other organizations, feel included and attended to

Brand Mantra

For workshop participants, the words or phrases that best capture the promise of the NQSA
reflect an action-oriented organization related to health care quality and safety. Probably the
most succinct statement of this concept was expressed very early in the workshop:

“Making quality and safety happen.”

Inspired by safety

Inspiring quality and safety
Safety net for quality health care
Optimizing quality care
Optimizing health

Optimizing life

Ideal health for life

“Only the very best will do”
Living life Longer
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Making safety happen — in policy and on the ground

Navigating safe, quality care — life depends on it

Improving quality to keep you safe

Promoting quality to achieve safety

Change — changing health for tomorrow

Transforming, transformational

Making the difference in quality and safe health care, making the difference in your life
Changing lives

Solutions for a healthier tomorrow

Driving solutions for a healthier tomorrow

NAME CONSIDERATIONS

While no clear direction for an alternative name to the Nursing Quality and Safety Alliance was
identified by workshop attendees, emphasis on the word “alliance” and all that word implies was
consistent. One advantage to “Alliance for Health Care Safety and Quality” is that it more
clearly communicates the goal of the organization to impact health care safety and quality, not
nursing quality and safety. However, it is too long to be a practical consideration.

e Alliance is good
o0 Avoid confusion with NQF and NCQA
Partnership, Coalition, Collaboration, United
Strength
Alliance for Health Care Safety and Quality
Alliance in Nursing for Safety and Quality
“I think we have a good name (NQSA).”
Trust as an alliance — as a noun: The Nursing Quality Trust
TASQ — Transparency/Accountability/Safety/Quality
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