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Preface

Children’s Hospital Boston is guided by the values of innovation, optimism, and a devotion to
pediatric care. These core attributes run throughout the hospital’s four interwoven missions:
providing the best clinical care to children, researching new cures for diseases, training the next
generation of pediatric caregivers, and improving the health and well being of children with a
special emphasis on making Boston a better place for families to live, work, and play.

Every day, Children’s strives to improve the physical and mental health of children through
innovative services, initiatives, and partnerships, all approached with a recognition and
appreciation of the racial, cultural, and religious diversity of its community. As one of the largest
institutions in Boston and in Massachusetts, Children’s also feels an important responsibility as a
civic leader.

Thus, Children’s takes a wide view of community benefits, broader than that defined by the
Office of the Attorney General. The concept of community benefit for Children’s encompasses
four broad investment areas:

1) serves as the community’s safety net hospital by caring for all children in Massachusetts
regardless of their ability to pay; offering family-centered services to ensure that basic needs
are met as families care for their children; and providing and subsidizing hospital and
community-based services that either are not available in the community or are available in
limited capacity, such as primary care, mental health services, dental care, or child protection
services.

2) targets the most pressing health care needs of children and families in local communities —
asthma, mental health, injury prevention, and fitness and nutrition. Children’s targets its
resources to address health disparities by developing and supporting innovative programs and
initiatives in these core commitment areas. Furthermore, the hospital works to ensure and
improve the quality of these efforts through measurement and evaluation.

3) speaks out as a voice for children through public policy adveeacy to change laws that will
lead to improvements in the health and the lives of children and families.

4) supports essential community partners — particularly community health centers, schools,
community organizations, and city-sponsored initiatives — to make Boston a better place for
children and families, and a more vibrant and livable city. These partnerships include
improving child health, being a good neighbor, supporting the city’s infrastructure, and
acting on the hospital’s civic responsibilities as a child health provider and an employer.




Executive Summary

Children have unique health needs that simply cannot be addressed by the adult medical systéin.
Their medical conditions, the type of care they need, and how care is delivered differ
significantly from adults.

As the only independent hospital in the state, Children’s Hospital Boston is the only hospital in
Massachusetts with a singular focus on children and their needs. And that singular focus is
brought to its work with and in the local community. Known for excellence in patient care,
teaching, and research, Children’s also strives to be a dedicated, enduring, and culturally
sensitive community partner, a beacon of access to care for the underserved, an accountable
health-improvement organization, and a civic and public policy leader. This is particularly true in
times of greater need, when everyone — patients and families, our community and civic partners,
and even our organization — feels the pinch of an economic recession. Children’s has

- encapsulated its vision for a system of care for Boston children — care that is local, accessible,
culturally responsive and comprehensive — in a few simple words: “Healthy Children. Healthy
Communities,” a vision predicated on the hospital’s commitment to four fundamental
“deliverables,” outlined below.

This commitment requires that the hospital expand the traditional medical model of care and
combine it with a public health model of care to reach a new, more comprehensive definition of
child health — one that involves a seamless continuum encompassing patient care, community
health, and public policy advocacy.

It also requires the formation of deep and lasting partnerships with community organizations
already engaged in improving the health and lives of Boston’s children and their families.

Finally, it requires taking a very broad and long view, effecting change on a broader scale over

time. While maintaining longstanding partnerships and core programs in targeted neighborhoods, |
the hospital seeks to leverage its resources and work toward systemic change, with public policy
advocacy as the primary vehicle. By sharing local program successes with elected and appointed
officials, providers and other decision-makers, the hospital can make a case for expanding
proven interventions and approaches beyond the hospital’s targeted neighborhoods.

‘While this is a long-term approach, three examples from 2008 in these key areas of activity

speak eloquently about the hospital’s ability to achieve its vision:

1. In community health, the hospital showed that a comprehensive approach to asthma care can
improve health and reduce the number of emergency department visits and inpatient
hospitalizations, and that children referred to physical fitness activities through the Fitness in
the City program have increased the level of their physical activity.

2. Inadvocacy, Children’s led a partnership of health and community leaders who successfully
accomplished legislative reform of the Commonwealth’s children’s mental health system.

3. In partnership with community health centers, public housing developments, and community
residents, the hospital formed a Trauma Response Team in Jamaica Plain to address the
problem of youth violence; team members provide support to victims’ families as well as
support and education for the community.




To begin to achieve the “Healthy Children. Healthy Communities.” vision, the hospital has
reinvigorated its role and commitment to the community. For 140 years, the hospital has stood
out as an example of excellence in pediatric patient care, teaching, and research. But providing
superb hospital-based care is not enough.

Children’s also embraces its role as the community hospital for the children of Boston, and is the
largest provider of inpatient and outpatient services to them. More than half of all children
hospitalized in the city of Boston come to Children’s; nearly one-third of the hospital’s patients
come from Boston and immediately neighboring towns. Children’s is the single largest provider
of medical care to low-income children in Boston and in Massachusetts.

Children’s has recognized and must respond to the wide range of factors outside its doors that

affect the health status of Boston’s children, and has a special commitment to the wellness of the

city’s children. The hospital addresses these factors on four levels:

1. serving as the community/safety net hospital for the children of Boston

2. targeting the most pressing health care needs by using a community-based care model that
focuses on eliminating health disparities and ensuring quality through measurement and
evaluation

3. speaking out as a voice for children, through public policy advocacy, about the crucial,
unmet needs of children, adolescents, and young adults

4. supporting community partmers to make Boston a better place for children and families,
and a more vibrant and livable city

The Community Safety Net

Children’s is the community’s safety net hospital and the largest provider of medical care to low-
income children in the state, so it is vitally important that the hospital maintain an open-door
policy for all Massachusetts children, regardless of their families’ ability to pay. To improve
access to care and to enhance parents’ ability to care for a sick child, the hospital provides an
array of family-centered services, from parking to meal vouchers, and many others. Children’s
also provides, or supports others who provide, those vital, hospital-subsidized services that either
are not available elsewhere or only are available in limited capacity, such as primary care, mental
health services, dental care, or child protection services. This is what we mean by providing a
health care safety net.

A Focused Commitment to the Most Pressing Community Health Needs

Children’s is committed to helping children lead healthy, safe, and actives lives; to ensure that
they are ready to learn; and to encourage them to be engaged in the world around them. To
accomplish this, the hospital must address the most serious health issues faced by the city’s
children. These problems — asthma, obesity, injury and vioclence, and mental health disorders —
are best addressed by a coordinated, culturally sensitive, and accessible program of prevention,
treatment, education, and advocacy. By partnering with the local community to merge the
medical model of care with a public health model, the hospital and its partners provide a
continuum of needed services in these issue areas. This model has the potential to achieve some
very important outcomes: true coordination within the systems of care, the ability to treat “the
whole child” rather than episodic or discrete problems, and the ability to track and measure
improvements in child health in targeted communities by developing systems that set quality
benchmarks and evaluate the effectiveness of each program.




Promoting community health is one of Children’s four core missions and one of its eight
strategic goals. As such, community health, along with the hospital’s patient care, teaching, and
research missions, is monitored and measured through a “quality dashboard” against benchmarks
for safety, effectiveness, timeliness, patient centeredness, efficiency, and equitability. Children’s
is among the first hospitals in the nation to include community health among its strategic goals
and to measure results using the same rigors and benchmarks against which patient care quality
is measured. Process and outcome measures (process measures track service-related issues such
as waiting times for appointments, while outcome measures track health-related issues such as
repeat hospitalizations) have been developed for each of the four core commitment areas and are
used both to track quality and to identify gaps in services. This is Children’s approach to
community health programming.

A Voice for Children

Influencing public policy by working to change laws that will improve the health of children and
families 1s an important aspect of the hospital’s commitment to community health. As the critical
safety net hospital for children throughout Boston, the Commonwealth, and the region,
Children’s recognizes its special obligation to engage in public policy activities that will ensure
access to the services children need. This is what we mean by Speakmg out about the crucial
needs of children.

Supporting Essential Community Partners

In working with community partners, the hospital seeks to be a good neighbor, a health partner,
and a civic leader. The hospital’s community commitments are directed at improving the
infrastructore of organizations that care for children and families in the city — supporting
community partners and working with them to make Boston a better place for children and
families, and a more vibrant and livable city. These supportive partnerships with community
health centers, schools, community organizations, and city-sponsored initiatives include:
programs in the hospital’s core commitment health areas and other areas aimed at improving
child health more broadly; support for the city’s infrastructure for the delivery of health and
social services; employment and workforce development; and acknowledging and acting on the
hospital’s civic role and responsibilities. This is what we mean by supporting community
pariners.

In pursuit of this extensive community benefits mission, the hospital’s reach is broad and deep.
In FY08, Children’s provided an estimated 166,000 patient visits through hospital and
community-based clinical services. In addition, Children’s has served an estimated 7,000
children and youth along with their parents and caregivers through community initiatives;
countless more have been impacted by the results of the hospital’s advocacy efforts, civic
leadership and active participation in community events.




Providing a Patient Care Safety Net

Children’s Hospital Boston is the leading provider of health care to low-income and uninsured
children in Massachusetts. For thousands of patients and families in this region, there literally is
- nowhere else to turn for the kind of care Children’s provides. The hospital is committed to
treating all pediatric patients from Massachusetts regardless of their ability to pay.

Children’s is the safety net provider for the children of Boston. More than half of all Boston
children hospitalized come to Children’s; nearly one-third of the hospital’s outpatients come
from Boston and immediately neighboring towns. Beyond the provision of care, a major
institutional priority for Children’s is ensuring that care is available to patients regardless of their
ability to pay and ensuring that needed care is accessible.

This safety net is both a financial and programmatic. It is financial in that the hospital provides
free care, subsidizes care for Medicaid patients, and incurs bad debt for patient families who
cannot or do not pay for the care they receive. It is programmatic in that as the community
hospital for the city of Boston, Children’s offers vital, hospital-subsidized services that either are
unavailable elsewhere or are available only in very limited capacity, such as primary care, mental
health services, dental care, or child protection services.

The, hospital makes aggressive efforts to help enroll children in health coverage through the
Medicaid program, provides free care to qualified families who are ineligible for state assistance,
and offers discounts to self-pay patients, regardless of income. In 2006, Children’s reaffirmed
this commitment by reviewing and updating financial and operational policies. At the same time,
it ensured that clinicians, billing specialists, and front line staff were knowledgeable about these
policies so that eligible families could be enrolled in health coverage programs and are identified
when eligible for self-pay and discount programs. Children’s continues to address this issue and
works to identify eligible patients for self-pay and discount programs.

Providing Family-Centered Services.

For a pediatric hospital, health care means caring for entire families, not just the children in the
family. Children’s focuses on providing culturally sensitive, family-centered care to help ensure
the health of children and to see that families are supported as they address their child’s health
needs.

Families with a sick child and few resources must have their basic needs met — everything from
housing assistance or food vouchers for out-of-town families who must stay in Boston for
extended periods to transportation for needy local families whose child must be seen regularly.
The hospital maintains an Extraordinary Needs Fund for these and other safety-net purposes.

Because of its dual role as community hospital to children from surrounding neighborhoods and
as a national and international referral center, Children’s patients represent a large, variety of
ethnicities and cultures. To help patients and families who do not speak or have limited English
proficiency, the staff of the Interpreter Services Department provides interpreting services in
American Sign Language, Cantonese and Mandarin Chinese, Cape Verdean, Portuguese,
Russian, and Spanish. Other languages are served by a pool of more than 100 freelance
professional medical interpreters at Children’s and its satellites. Interpreter services are provided
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24 hours a day, 7 days a week. In 2008, the Interpreter Services Department supported more than
121,000 interpreting encounters in more than 80 languages and dialects.

Children’s seeks to enhance the capacity of parents to care for sick children in many ways. The
hospital maintains extensive family support services, including social work, specially trained
Child Life staff and a Center for Families that serves as a resource hub for the patient
community. These formal services “wrap around” the hospital’s clinical programs to provide
families with resources, counseling, advocacy, and support. In addition to more formal family
services, the hospital also maintains several important targeted programs for families that need
additional emotional and parenting supports. Through all these encounters, hospital employees
and staff seek to ensure that programs and services for patients and families are respectful and
accommodating to differences in language, culture, and religious beliefs.

For families who are just learning about the diagnosis of their child, the hospital coordinates a
Family to Family Program, in which parents whose child already has the same diagnosis are
trained to pair and connect with the families of newly diagnosed patients. Recognizing that some
parents need additional family-like support, the hospital coordinates a Foster Grandparent
Program, which trains older volunteers to spend time with young patients, offering services
ranging from rocking babies to reading a book with a toddler.

Providing Essential Health Care Services.

Given the nation’s fragmented health care system, access to needed services is not assured. This
is particularly true in urban areas, where services may be unavailable, incomplete, or
uncoordinated. To improve access to care for urban children and families, Children’s provides
and subsidizes an array of primary care and specialty care services on its campus and in
community-based settings, services that might not be available otherwise or are available only in
very limited capacity. Children’s supports other community-based providers in their efforts to
provide these important services to their patients and families.

Primary care services.
Through the Martha Eliot Health Center (MEHC), the hospital’s community health center in
Jamaica Plain, and the hospital-based Children’s Hospital Primary Care Center (CHPCC) and
Adolescent/Young Adult Medicine Program, the hospital provides a number of avenues for
access to primary care services, which are a cornerstone of Children’s community health efforts.
In total, these programs provided more than 110,000 patient visits in 2008 for traditional primary
care as well as a wide range of services to address the health and social welfare needs of patients
and families, Programs range from optometry, nutrition, and substance abuse to home visiting
services, HIV education counseling and testing, and a youth street outreach program.

For more detailed information on the Martha Eliot Health Center, Children’s Hospital Primary
Care Clinic, and the Adolescent/Young Adult Medicine Program, see Appendices A, B, and C,
respectively.

Psychiatric and Mental Health Services.
Children’s Department of Psychiatry, one of the leading providers of mental health services in
Massachusetts, is working to expand access to mental health care for all children and families.
Through hospital-based initiatives and partnerships with schools, community health centers, and




several community-bésed organizations, the Department of Psychiatry is changing the
environment of mental health care to ensure a brighter future for all children.

While the Department of Psychiatry provides nearly 15,000 outpatient visits, more than 800
inpatient consultations and 200 inpatient admissions on the hospital campus and through MEHC,
the hospital recognizes that it cannot reach all children and families in need. Because lack of
access to community-based mental health services is a significant barrier to needed care,
Children’s has provided funding and placed bilingual and multicultural child and adolescent
psychiatrists in five community health centers. The addition of this level of expertise improves
local access to child and adolescent mental health services and shortens waiting times for an
appointment. The hospital also delivers care through prevention and wellness initiatives based in
community health centers, in the schools, and in other community organizations, and funds and
supports the Boston Public Health Commission’s Child and Adolescent Mental Health Coalition,
which addresses the stigma of mental health care.

For more information about the hospital’s community-based mental health services, see page 18
and Appendix G.

Child Protection Services. ,
Through its Child Protection Clinical Services Program, Children’s has a long history of
prevention and treatment for victims of abuse and neglect. This program provides outpatient
medical and psychosocial clinical assessment services to children who have been or are
maltreated. The program’s multidisciplinary team includes social workers, physicians, nurse
practitioners, and psychologists. The team also offers highly specialized training to identify child
abuse for other community agencies. The team’s caseload is an estimated 1,800 per year,
resulting in the annual filing of approximately 400 suspected child abuse or neglect reports to the
Massachusetts Department of Children and Famulies.

For more information on Child Protection Services, see Appendix D.

: Dental Care and Oral Health Services.

The Department of Dentistry at Children’s is dedicated to providing exceptional and
comprehensive oral health care to infants, children, and adolescents while promoting and
advocating for their optimal oral health. The hospital also serves those with special health care
needs. For example, Children’s serves as an important safety net for children with developmental
disabilities who frequently must receive even routine dental treatment in an operating room.
environment under general anesthesia. Overall, the department records approximately 24,000
patient visits per year, including surgical procedures.

Poison Control Services.
The Regional Center for Poison Control and Prevention, a not-for-profit organization based at
Children’s Hospital, offers treatment and advice to health care professionals and the public on
the medical diagnosis, management, and prevention of poisonings involving the people of
Massachusetts and Rhode Island. Poisoning-related issues range from medication errors,
ingestion of household products, and bites and stings to exposure to biologic and chemical
substances. Doctors, nurses, and pharmacists work to educate the public, collaborate with other
professionals, and extend the reach of its poison prevention message.
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The center handles more than 65,000 calls a year through its Poison Help Hotline, which is
staffed around the clock. Calls originate primarily from homes, with others coming from health
care facilities and medical professionals. In addition to the hotline, the center provides
emergency care and treatment, follow-up services, seminars on toxicology and poisoning
prevention, educational resources and materials, expert consultation for complex poisoning
cases, patient referral resources, and assistance in locating regional antidotes and unusual lab
assays. ‘

Community Health Center Services.
Community health centers are key allies in improving access to care and developing and
implementing community health initiatives. While Children’s provides a wide range of services
to improve child health, the hospital is by no means alone in engaging in this task. Community
health centers play a vital role in the broader system of health care in Boston. In both the spirit
and the reality of “it takes a village to raise a healthy child,” the hospital supports the work of
these centers.

The hospital relies on the expertise of providers and staff from community health centers to
inform its programming and its outreach efforts. Children’s gains valuable input from its
relationship with Martha Eliot Health Center and its affiliation with 11 other Boston community
health centers:

Bowdoin Street South Cove

Brookside South End

Dimock Southern Jamaica Plain
Joseph M. Smith Uphams Corner
Roxbury Comprehensive ' Whittier Street

Sidney Borum

See the section on “Supporting Essential Community Partners” beginning on page 24 for
information on community health centers as well as Appendix E.
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A Core Commitment to Community Health
Asthma, Mental Health, Injury Prevention, Fitness and Nutrition

Children’s Hospital Boston’s commitment to helping children and families, particularly the
underserved and vulnerable, stay healthy and safe goes far beyond the hospital’s walls.
Chuldren’s believes that when children are healthy — with access to culturally and linguistically
appropriate services, policies that promote good health, and programs that focus on prevention
and treatment — the community will be healthier too. Children’s is partnering with the
community — health centers, schools, community-based organizations, city and state agencies,
and others ~ to merge a traditional medical model of care (patient care, research, and teaching)
with a public health model of care (prevention, education, and advocacy), providing a continuum
of needed programs. At the same time, Children’s is expanding advocacy efforts to ensure that
children can access the services and programs they need. Using data and information generated
from successful programs, Children’s is working with decision-makers such as legislators,
insurers, and public health officials to “make the case” for broader acceptance and adoption of
proven interventions and approaches.

Improving Quality and Effectiveness: Community Engagement, Measurement and
Evaluation, and Accountability.

The first step in meeting community health needs is “taking the pulse” of the community to
discover what local health and health-related issues are most important, To that end, the hospital
uses both formal and informal methods to listen and learn.

Every three years, the hospital conducts a comprehensive “audit” that includes interviews with a
broad range of community leaders and residents. The most recent formal assessment was
conducted in 2006. It reaffirmed the areas of most concern to the community — asthma, mental
health (Children’s works from an expanded definition of mental health that includes
developmental, behavioral, learning issues, and violence as well as traditional mental health
issues such as depression or anxiety), obesity, and prevention of injuries, including violence —
while pointing to specific needs within these four core programs. These problems are particularly
relevant to the neighborhoods of Jamaica Plain and Roxbury, which are the primary areas served
by the Martha Eliot Health Center.

In the intervening years, ongoing yet less formal means of assessment regarding community
bealth programs are employed ~ annual reviews of public health data, community forums, and
feedback from patients and families received by clinicians and staff. Children’s also gets
feedback and input on community needs from Community Advisory Board members, who
represent the communities served by the hospital’s initiatives, and from program-specific groups
such as a Family Advisory Board which provides the family perspective on asthma. In 2008, the
hospital continued to build its programming around the results of the 2006 assessment, with
plans for another needs assessment process in 2009. The 2009 assessment will concentrate on
met and unmet health needs and help develop approaches to enhance collaborative efforts to fill
gaps and address emerging health concerns. It will include reviews of: existing programs;
professional literature to identify best practices; and recent cuts in community programs that
expose gaps in service. The assessment also will include focus groups and interviews with
stakeholders to determine how the hospital’s programming impacts the community. The point is
continued engagement — seeking community input and feedback that becomes an ongoing
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