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What does it take to be highWhat does it take to be highWhat does it take to be highWhat does it take to be high
performance?performance?performance?performance?

Talent?Talent?Talent?Talent?
Strategy?Strategy?
Consistency of Consistency of 
Deployment?Deployment?Deployment?Deployment?
Tools?Tools?
Persistence?Persistence?

…Maybe, but is there more to it?…Maybe, but is there more to it?



High Performance Health Care High Performance Health Care 

Note: Diagram is the Baldrige Health Care Criteria for Performance Excellence Framework: A Systems PerspectiveNote: Diagram is the Baldrige Health Care Criteria for Performance Excellence Framework: A Systems Perspective

What’s LeadershipWhat’s LeadershipWhat s Leadership…What s Leadership…
How Do You Lead?How Do You Lead?How Do You Lead?How Do You Lead?

Set communicate and deploy organizationalSet communicate and deploy organizationalSet, communicate and deploy organizationalSet, communicate and deploy organizational
direction and valuesdirection and values
Balance value for stakeholdersBalance value for stakeholders
Create a focus on actionCreate a focus on actionCreate a focus on actionCreate a focus on action
Engage the workforce & promote learningEngage the workforce & promote learning
Ensure societal responsibility, legal & ethical Ensure societal responsibility, legal & ethical 
behavior above minimum standardsbehavior above minimum standards



More simply… Know the GoalMore simply… Know the Goal

What Are We Striving For?What Are We Striving For?

SSM Health Care MissionSSM Health Care Mission

Through our exceptional
health care services,

l thwe reveal the
healing presence of Godhealing presence of God.



Mission Defined: Characteristics ofMission Defined: Characteristics ofMission Defined: Characteristics ofMission Defined: Characteristics of
Exceptional Health Care ServicesExceptional Health Care Services

Exceptional Patient Carep
Clinical: Clinical Composite Indicators

Patient Satisfaction: Likelihood to 
Recommend

Safety: Patient Serious Event Rate

Exceptional Commitment
Employee Engagement

Physician Overall Satisfaction

Exceptional Financial 
Performance/GrowthPerformance/Growth
Financial: Operating Margin

Growth: Net Patient RevenueGrowth: Net Patient Revenue

Translating Mission into Translating Mission into gg
Strategy and ActionsStrategy and Actions

MissionMissionMissionMission

Strategic PlanningStrategic Planning

Operational & Operational & 
Department PlanningDepartment Planning

OperatingOperating
PlanPlanPlanPlan

DepartmentDepartment
PlanPlan

DepartmentDepartment
PostersPosters

90 Day 90 Day 
ActionAction

EmployeeEmployee
PassportsPassports

PlansPlans



Improving Financial Performance… a Framework for ImplementationImproving Financial Performance… a Framework for Implementation

Organizational LevelOrganizational Level Department/EmployeesDepartment/Employees

Actions to Achieve Goal:Department Goal: Actions to Achieve Goal:

Daily Staffing Huddles 
at end of each shift

W kl

Department Goal:
Reduce worked hours

per day 
from

Entity Goal:
Improve

Weekly
review of Productivity

Reports
Implement

17.73 in 2010
To

15.21 in 2011

Improve
Financial

Performance

Improve
operating margin  

from
3.9% in 2010

Department Goal:
Reduce supply 

p e e t
Unit-based care team 

redesign

ImplementTo 
5.9% in 2011

Expenses/mo
from

$3,200 in 2010
to

Implement
VAT team 

Recommendations
to

$2,800 in 2011 CQI Waste Walk

HOWHOWWHATWHATWHYWHY

Defines what is  Why we do what we do Developed by employees
important to 
network/entity

Standardized Planning Templates Standardized Planning Templates 
Ensure ConsistencyEnsure Consistency

Enter Entity Enter Entity 
GoalGoal

EnterEnter

CalculatesCalculates
variance from variance from 

goalgoal
DepartmentDepartment

GoalGoal

SelectSelect
C tiC ti

EnterEnter
Champion andChampion andComparativeComparative

Data SourceData Source

Update Actual Update Actual 
PerformancePerformance

Champion andChampion and
Due DatesDue Dates

Enter status of Enter status of 
Actions toActions toPerformancePerformance

Monthly or Monthly or 
QuarterlyQuarterly

Enter ActionsEnter Actions
Define Next Define Next 

Steps orSteps or

Actions toActions to
Achieve GoalsAchieve Goals

Enter ActionsEnter Actions
to Achieve to Achieve 

GoalsGoals

Steps orSteps or
Follow UpFollow Up



Sample GraphSample Graphp pp p
SMART Goal

What we will
do Alignment to

the Entity 
Goal

ComparativeComparative
Data Source

SSMHC Department Goal PosterSSMHC Department Goal PosterSSMHC Department Goal PosterSSMHC Department Goal Poster

Nursing

A 36”x48” Poster 
that incorporates 
the Graphs within 
the body of the 
posterp



Connecting the WorkConnecting the Work

What “I” will do to support 
the Department’s 

Improvement Goals

What “we” will do as a 
department to improve 

f pperformance

Prioritization: Bringing Clarity out of Chaos &Prioritization: Bringing Clarity out of Chaos &Prioritization: Bringing Clarity out of Chaos &Prioritization: Bringing Clarity out of Chaos &
Creating a deeply integrated Creating a deeply integrated cultureculture ofof
performance improvementperformance improvementperformance improvementperformance improvement



We Use We Use CQI Plus to CQI Plus to ImproveImprove

The Science Behind Becoming Exceptional

Science in a ToolboxScience in a ToolboxScience in a ToolboxScience in a Toolbox

Team Facilitation Tools

Lean Tools

Six Sigma ToolsSix Sigma Tools

Change Management ToolsChange Management Tools

CQIplus is a set of tools techniques and training to improveCQIplus is a set of tools, techniques and training to improve
processes.  Depending on the problem or opportunity 
identified teams use the appropriate mix of tools to achieveidentified, teams use the appropriate mix of tools to achieve
the project objectives. This “Mix” is the Methodology



Teaching ScienceTeaching ScienceTeaching ScienceTeaching Science
inin a Toolboxa Toolboxinin a Toolboxa Toolbox

Team FacilitationTeam Facilitation •Lean Tools
–– Relying in the power of teamsRelying in the power of teams
–– Knowledge, skills, experience and Knowledge, skills, experience and 

perspectives of those who do theperspectives of those who do the

•Eliminate non-value added activities (waste) 
•Make value flow from beginning to end
•Maximize employee involvement on the value perspectives of those who do theperspectives of those who do the

work.work.
–– Improving team meetings process Improving team meetings process 

to enhance effective improvementto enhance effective improvement

creation stream

to enhance effective improvementto enhance effective improvement
actions.actions.

Change ManagementChange Management •Six-Sigma Tools
–– Addressing people’s fears, Addressing people’s fears, 

concerns, complacency, concerns, complacency, 
excitement or motivation to changeexcitement or motivation to change

•Applying the power of statistics in a practical 
format, enabling team members to identifying root 
causes of problems and implementing effective 

–– Creating a climate for Creating a climate for 
implementing and sustaining implementing and sustaining 
change.change.

process improvements.
•Fundamental purpose is reduction of variation, 
so process consistently meets or exceeds 

t ti–– Inspire desire to change by Inspire desire to change by 
speaking to people’s minds and speaking to people’s minds and 
heartshearts..

expectations

The Basic Improvement MetricsThe Basic Improvement MetricsThe Basic Improvement MetricsThe Basic Improvement Metrics

•• In any process improvement endeavor, the In any process improvement endeavor, the 
ultimate objective is to make the process:ultimate objective is to make the process:ultimate objective is to make the process:ultimate objective is to make the process:
–– BetterBetter
–– FasterFaster
–– CheaperCheaperCheaperCheaper

•• Eliminating Waste & Reducing Variation=Key Eliminating Waste & Reducing Variation=Key 
to Better & Fasterto Better & Fasterto Better & Fasterto Better & Faster

•• Better & Faster=CheaperBetter & Faster=Cheaper



Why Focus on Variation?Why Focus on Variation?Why Focus on Variation?Why Focus on Variation?

Our patients and other customers don’t feel the Our patients and other customers don’t feel the 
averageaverage they feel the they feel the variationvariation !!

SSSS
PP
RR AverageAverage
EEEE
AA
DDDD

Why Focus on Waste?Why Focus on Waste?Why Focus on Waste?Why Focus on Waste?

Increased productivity and value creation

Before Spaghetti Diagram After Spaghetti Diagram



Process ImprovementProcess Improvement

Capacity = WorkCapacity = Work WasteWaste VariationVariationCapacity = WorkCapacity = Work -- WasteWaste -- VariationVariation

By removing the waste, and minimizing or 
eliminating variation we have the ability to geteliminating variation we have the ability to get
more accomplished with the same resources.

Thi i ’t b tThi i ’t b tThis isn’t aboutThis isn’t about moremore
work….it’swork….it’s howhow we do we do 
our workour work



How Do We Know We AreHow Do We Know We AreHow Do We Know We AreHow Do We Know We Are
Effective?Effective?Effective?Effective?

W R l l E l t P fW R l l E l t P fWe Regularly Evaluate PerformanceWe Regularly Evaluate Performance

Sample Data :  For illustration only



We Require Year to Year ImprovementWe Require Year to Year ImprovementWe Require Year to Year ImprovementWe Require Year to Year Improvement

74%

Sample Data:  for illustration only

We Establish Measurable Stretch GoalsWe Establish Measurable Stretch Goalse stab s easu ab e St etc Goa se stab s easu ab e St etc Goa s

35%



We Take Corrective ActionWe Take Corrective ActionWe Take Corrective ActionWe Take Corrective Action
When NeededWhen NeededWhen NeededWhen Needed

Effective Leaders Know How ToEffective Leaders Know How ToEffective Leaders Know How ToEffective Leaders Know How To
“Connect the Dots”“Connect the Dots”

Mission & Strategic DirectionMission & Strategic DirectionMission & Strategic DirectionMission & Strategic Direction
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How are we going to improve?How are we going to improve?



O C it t TO C it t TOur Commitment ToOur Commitment To
Exceptional ServiceExceptional ServiceExceptional ServiceExceptional Service
““I understand the trust placed in me as anI understand the trust placed in me as anI understand the trust placed in me as anI understand the trust placed in me as an

employee of this organization. employee of this organization. 
I promise to treat patients, their loved ones, I promise to treat patients, their loved ones, 

and all persons with whom I come in and all persons with whom I come in pp
contact with great respect and contact with great respect and 
compassion.compassion.compassion.compassion.

I will be kind to all people here. I will be kind to all people here. 
I will provide the kind of care that touches I will provide the kind of care that touches 

peoplepeople’’s souls.s souls.””p pp p

Achieving Exceptional PatientAchieving Exceptional PatientAchieving Exceptional PatientAchieving Exceptional Patient
Care…Is Good…Good Enough?Care…Is Good…Good Enough?gg



Achieving ExceptionalAchieving ExceptionalAchieving ExceptionalAchieving Exceptional
Patient CarePatient CarePatient CarePatient Care

It’ t j tIt’s not just
about caringabout caring
for patients…p
it’s about 
caring about

ti tpatients



Performance Results

Our Mission calls usOur Mission calls usOur Mission calls usOur Mission calls us
to provide to provide 
exceptional health exceptional health 
care services…care services…
so we need so we need 
indicators toindicators toindicators toindicators to
evidenceevidence
exceptionalexceptionalexceptionalexceptional
performanceperformance

Key SSM Health Care ResultsKey SSM Health Care Results
Clinical  & Service ExcellenceClinical  & Service Excellence

–– Top Quartile or above in Clinical Outcomes, PatientTop Quartile or above in Clinical Outcomes, PatientTop Quartile or above in Clinical Outcomes, PatientTop Quartile or above in Clinical Outcomes, Patient
Satisfaction, Employee and Physician Commitment; Satisfaction, Employee and Physician Commitment; 
Recognized as Top 100 Best Places to WorkRecognized as Top 100 Best Places to Work

–– Health GradesHealth Grades: Several Distinguished Hospitals for : Several Distinguished Hospitals for 
Clinical Excellence representing the top 5% of Clinical Excellence representing the top 5% of p g pp g p
hospitals nationwide for high performance in 26 hospitals nationwide for high performance in 26 
diagnoses and proceduresdiagnoses and procedures

–– Recognized as a Premier High Performing Recognized as a Premier High Performing 
Hospital:Hospital: attaining performance goals in cost, quality attaining performance goals in cost, quality 

d idd id b d d lib d d liand evidenceand evidence--based care deliverybased care delivery
Financially Solid Financially Solid 
–– At or near Composite AA Standard At or near Composite AA Standard 

f h l 10f h l 10for the last 10 years for the last 10 years 
–– AA bond rating for  more than 10 AA bond rating for  more than 10 

years.years.yy
Prepared for the FuturePrepared for the Future
–– HIMSS Analytics Stage 6+ (Top 2.5% HIMSS Analytics Stage 6+ (Top 2.5% 

in US)in US)in US)in US)



Back to the beginning…Back to the beginning…
What does it take to be high What does it take to be high 

f i ?f i ?performing?performing?

As a Leader How do I ContributeAs a Leader How do I ContributeAs a Leader….How do I ContributeAs a Leader….How do I Contribute
to High Performance Health Care?to High Performance Health Care?gg

Note: Diagram is the Baldrige Health Care Criteria for Performance Excellence Framework: A Systems Perspective



Why We Do What We DoWhy We Do What We Do

“Every day we have an“Every day we have anEvery day, we have anEvery day, we have an
opportunity to make a opportunity to make a 
difference in people’s lives. difference in people’s lives. p pp p
We must care for people in We must care for people in 
a way that touches their a way that touches their 

l th tl th tsouls, so that everyone souls, so that everyone ----
including ourselves including ourselves ---- is in is in 
some way healedsome way healedsome way healed.some way healed.

“What we do is more than a“What we do is more than a“What we do is more than a“What we do is more than a
job, more than a career.  It job, more than a career.  It 
is a sacred trust.”is a sacred trust.”is a sacred trust.is a sacred trust.

----Sister Mary Jean Ryan, FSMSister Mary Jean Ryan, FSM


