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Figure 1.1-1 - SDH Leadership System
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Figure 1.1-1 The MESA Way Enterprise Model
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ability of heahh care |SAD 2) Rediuce supply expensc capacity | Enhancethe | T.0-I0:30-day | Affordability CMS Top

e Sl SC el [ T e ! < T03% | T.0% 400 5700 52 B2 T4 B2 ' -
services SC1, 502 ) Stalf developnwent and training of new workflows and pro- contimmaofcare | Resdmissionmie | Dashbosrd 3% | TA0% | 6A0% | ST0% | 320% | 482% | <48M% Decile
(Finance) Lz for all paticnts t 1 | | 1

. Growth) | 7098 fugy (AMordabllity| o0 | 500 | 206 | 295 | 295 | 295 |<297days | MidsTop
| L 1) Reduce observation sdmissions L: |} Assess capability and capacity for observation admissions (Quality, Growth) | 7.1-9: Length of stay Dashboard =~ = - - =t - 297 days Decile

3. Impeove the effi- 341, SA3,3A4 [5: 1) Improve hosputal throughout 5: 1) Workforee traiming & development o enhance the contin- | | | | | | I I I
ciency of bealth care (502 i off care 752 Wl Cost/OCMI- | Affordability - - OSHIDCA .
rvic delivery . diicharg: Dashboard $6.997 | §6,990 | S6.900 | S6.8%0 | S6880 | S68T0 | <$7433 268 Percentile
(Service, Finance) | L 2)Lean trasing snd deployment IL: ) Evaluate impact of lean deployment o nesoarces | 2. Improve afforda- | ! ! !
4, Srengthen SDH's |SA1, SAY,5A4 |§: 1) Sustain and enbance performance of core 5: 1) Increase woekforce retention bility of health care | 7.5-5: Net Operating | Financial ) . . _ Truven
position as 3 qualiny |5C1 measures and patient expenicnce pi Margin g J06% | 17.9% | 174% | 127N | M2% | 0% | > 100 Top *
ansd clstames srvice ;m . P Hospitals
Jeader L: 1) Evaluste 100 Top Hospital indicators 1o focus on |L- 1) Continue workforee developrient and cngagement (Finance) . I T A0l
{Qualhy, Seriee} 2 tagéova g e ity ek o Tk . 756 Supply Costper | Fimamclal | ¢ 001 | ¢4 593 | <1260 | §1,260 | $1260 | $1260 | $1311 | Nationsl
5. Strengthen SDH's | SAIL SA3 S 1) mprove workforce satifaction and engagement (S: 1) Develap and cvocule work farce action plans CMI Adj Discharge Reparts Ay
position as a besd place SC1
1o work & practice L 1) Develop a systcinatic process o aiscss human (L 1) Identify the resources noodod 1o develop the mode and

(People) resoues capabilities and capacity across workforee |the time impact 1o do o

it | Source : Malcolm Baldrige National Quality Award Application 2013,Sutter Davis Hospitéﬁ'
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" Figure 1.2 Vleeof the Customer (VOC)

(" Ustening,
Interacting, and
Methods, 3.1-1

o g

VOC Quarterly
Report at

Observation | *

sSug ey PEIS WewWPEda (] BN SISQUSW jjEls O] -
uctssS @S Burpe oD B1A Wee | awabeueyy O -

L1 & O Methods

Users

I\'ol-rl: of the Customer (VIC)

Satisfaciion
Surveys

Consumer

Prefirence Sarveys |

Complaints
verhal, written, via
hotline)

Intendisciplinary |

Practice Comneil
Paticot/family post
discharpe interview
Health Education

Clanses

Leadership Round-

g for Outcomes

Pre-admission
thc calk

Discharge Phone

Calls

Social Media and |

Web-based
Technology
HCAHPS [ Core
MEasires

Administmtion,
Managers, Staff, Daily .
Physictans
Markeiing, _ &
Administrtion | ARnily |
Admimstntian, "'“."’"“"
Workfonce Weekly, o
| Quarterly |
Admimsiration,
Managers, Staff, | Monthly '
Physscians
Adminigntion, |
Managers, Saff, Monthly [y
Physicians
Managers,
A istration, Daily .
Physicrans
Suaff ]
Masagers Daily #
Suff
Managers Dhtly .
Physicians
Waorkforce and
Community Dily "
Adminigntion, [
Managers, Staff,
Physicions, Quarterly .

Figure 3.1-1 - Listening , Interacting and Obscrystion Methods

Frequency| MS

_ Actionable Information and Feedback

i -Pn:icm ;:ur’.;:lm goals, managerial action plans, Turtle Times, 1
IPC work teams created and process impeovements deployed,
aggregated for VOU analysis and revicwed at VOO Coaching

Community preferences for SH affiliates compated 10 competi-
| tors assessod. Services ereated/modified because of responses.
Immiediate service recovery, Manager follow-up, weekly review,
]wtd for VOU analysis and review at coaching sessions

Customer feedbacklopportunities for improvement in quality,
safety, and service ane identified and action plans deployed,
aggregated for Voloe of the Customer analysis and review at
VOU Coaching Sescions.

Customer feedback on cxpectations prior i use of svices.

Process improvements (FIT Cew ), action plans created and
deployed, foblow-up communication with patients and physs-
clans, aggregated for Voboe of the Customer analysis and review
at VOU Coaching Sesions,
Customer fcedback on expec

Lations prios b use of sorvices.

| Sutterdavis.org
$00-4-SUTTER physician referral

| Hospital Information Desk

Source : Malcolm Baldrige National Quality Award Application 2013, Sutter Davis Hospital

' 24-Hour House Supervisor

' Administrator on Call

| Direct line to the CEO
Informational brochures
Community Events

' EmailLetters/Phone
Community Educational Classes

" MS = Mcd-Surg/ICU; S = Surgical Services Patient; ED = Emergency
Dept. Patient; BC = Birthing Center Patient; C = Community
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Figure 4.1-2 — Performance Analysis and Review
Methods BOT AT DM MS JAT NL IPC FS VOL Purpose
A f ) i .
2]3_3]—1]’:&5‘}1]13]3_- 5 M W M M BM M M M M | Organizational Performance
SO ACTION PLAN Progress on SO and Action
2.2-1,7.1,7.4-22 M M BM M Plans
DEPARTMENT PROFILES -
. M M M Department Performance
1.1-2, 4. 1a(l)
DEPARTMENT GOALS M M M M Progress on Department Ac-
2.2-1 tion Plans
[PC Action Plan .
N N N - : ,
1.1-3,2.2-1, 3.1b, 5.2a(2) M M M Progress [IPC Action Plan
MEASU S .
CORE i _IBE TR M | M | M | M |[BM| M| M| M Quality Processes
Al “”ff"i]h_’;"i ]]:'“;*]“Sh"ard M | M | M | BM Quality and Finance
Financial R rts . . . , : .
R e M | BW | BW | SA | BM | BW BW Finance and Productivity
Workforce S:ﬂ]&;tuuu OT A A A A A A A A A rEmplu;-f'er:._ P'h;-f"_-;]c:]un.,
Reports 1.1-2, 7.3-11 thru 22 Volunteer Requirements
Performance Management <A | sa M SA SA Stafl unqd Physician
5.2-1,5.2-3 Performance
Patient Sm]'_-;tum_]'nm Reports M W W M BM M M W M Patient un_d Customer
3.1-1,7.2 Reguirements
W=Weekly BW=Birweekly M=Monthly BM=Bimonthly Q=Quarterly 5A= Semi Annual A=Annually
BOT= Board of Trustees AT=A-Team MS= Medical Staff JAT= Joint A-Team DM=Department Manager
IPC= Interdisciplinary Partnership Council FS= Frontline Staff VOL= Volunteers

ray,
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I
PERFORMANCE ANALYSIS & INMPROVEMENT SYSTEM
ORGANIZATIONAL PERFORMANCE
4.1-1-SDH Performance Measurement System KEYPERFORMANGE  PERFORMANGE  INPROVEMENT  DEPLOYMENT
Evabaate & algn 80, Ideriy key Selecthey Evaluate companaive| | Project performance MEASURES REVIEWS 10015 METHODS
MV VOC, | )P nd | L ] dniﬂh;_d:a Lyl lurl:fpm : : L g ersessessesesses
Dashboard [-T. ] massires benchmaris (2.1 Madtured ! ' ., | ! !
Wmn.zz—h {2441 Sep ) a (214,412 a w1z 214, 4142 o Straegic > Modified Action > Eﬂrl'g:ﬂm 5
. — 1 i ;
31, 121 Bl (18 e :
, ) - |1 KiooRegest ;| i
Deteminafubre | | Sweremtiand | | Meorsorpstomarce| | Arlyze a3 pi pees  C i
mrﬂ | bestpractoes | | Inlemnw | posA, PaT (41904 |- effectiveness of B (t i 0 | |
oopertniies 114, &.2a]1) 524, Fnovalien 16149 measaes : |:1 : N :
31, & 1af1) 4.1 822 0 icfi]d u:n ith 0 Pl iy |
Pai LMl MY IIEEE"'E 5
b 0 o :
R N s
5{5 o | | WA
¢ T & DevelopmentPlans © - ¢ Mesage |
1I_J,a:'si_l.lru:}.l;il::l . M|WI|M|M|BM[M|M|M/|M|Omganiztonal Performance I Wskdy e Weakly CEQ SLE Commuricals siabus and shars vents and recogrition
‘i{h;“" o F " i P, SO and E ¢ | Oporatonal Reviews Monihly [Zi5] SLE Frogross review win adjusiments.
‘, ,.’}‘ IT\? ;:;‘ M| M BM | M e Action | ¢ [Grange i Fovews L R el PR 1 pogross VoW
_ - Altompany stalf meetings Branrually | CEQ SLE Coenmuricale straligic direction, sham infomation,
DEPARTMENT PROFILES M u M ment Perf answer questions, address benefitsicompensation
1.1-2,4.1a(1) : ' Degar ormance : P
- illy il dll- :_ Lunch & Leam Periodic CEQ SLE Technical, Baldnge training, general
urr.ur:a:sl'r GOALS M| M M \ Progress on D;Ir“"““'“ Ac- : Totophans Vs Vares SLECS.CM | Ottain and share komation
~ \“'“_ —— flon Tans M i s A Figure 4-1|}?|ppgr§-;n Tl Vaes Vaes SLECS.CM | i and share ifommation
AN ) rOvVem§ yre=yrrem Contn Ak TLECS.OM | Share inormation
113, 2.2+1. 3.1b, 5.23) M MM Progress [PC Action Plan e mﬁ — = — :
CORE MEASURES ) Social media Conliruus_| Sr. Comm SLECS.CM [ Share information
21437 MIM|M|M[(BM M MM Quality Processes Bullstin boards Continuous | Vares SLE Shars information
- L= Salislachon Surveys Amoualy | Presssen SLECS | Ooisn inkomation
’m":""]lig"; mm M| M| M|BM Quality and Finance Conlamncan/Shaws Periodc Varies SLECSCM | Colain and share nlormation
F" - II — Fascerio-lace meelings Periodic Varies 3 Obliin and share lomation
- SR‘P“'“ M [BW |BW | 5A | BM | BW BW Finance and Productivity Employee Beneiis Leti Rty | AR SLE | shre miomation
— - - Suppher Litter Annually Matl Mgr £ Share information, VMV
Worklorce Satisfaction - f 0 1 0 by | ol Al Al a4 Employee, Physician, Suppier Qualfcaton ool | Mal Mg 5 Share niaton. Cartent ats, peroTance
[Reports 1.1-2, 7.3-11 thu 22| ) i Volunteer Requirements Subcaniracior Qualfication Annualy | HR H Obitain information
Pcnum':a:cc .:l:nngmmt aa lsa | M A A hml'l’u?d Physician Empiloyee MAPs Annually HR SLE s"i.:m VMV, stratigic phan, depariment and personal
32.1.5.2-3 Performance LEAN gvents Perlodic Pressdent SLE Improve processes
Patient Satisfaction Reports) | oo [ o [ ot Tane| o | g [ w [ ag | Poticntand Customer [TESA newaers uanedy | Adn SE Commumvcats, share recogize
311,72 : | _ Requirements Deparimental meebngs WilyMlly | Depl Mgrs E Darvelop Bchon plans, fevinw peogress
W=Weekly BW=Biweekly M=Moathly BM=Himonthly Q=Quarterly SA= Semi Annual A=Annually P T T B, T S
BOT= Board of Trustees AT= A-Team MS= Medical Staff JAT= Joint A-Team DM=Department Manager shi, safily. pie.
IPCa Interdisciplinary Pannership Council FS= Frontline Stafl VOL= Volunteers Employes Perfomance Reviews. | Quaredy | Mgrel super. SLE medmmmr?ﬁgmmm recognition,
VISOS Weas of mprovemen
Kty supgier meeting Arualy | Watl My SE Share formaton aned curent sls. goals
Nrw Emaloyes Origriaion Bramnualy | FR e Share vison, values, calure

Source : Malcolm Baldrige National Quality Award Application 2012, MESA PPRTTY oo 2 oo
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SOURCING, ONBOARDING&  STRATEGIC TRAINING WORKFORCE TALENT
RECRUITING, & INDOCTRINATION & DEVELOPMENT KNOWLEDGE MANAGEMENT
HIRING MANAGEMENT
Sourcing: Initial Orientation Leadership training SharePoint Performance
Daleciing Jcb-Apactic pidis, Hiring from within 90-day follow-up Skills training Mentoring Development
wﬂi Employee refemals Mew employee group | Soft Skills training Succession planning Plans
Sourcing orientation Technical training/ Employee Quarterly reviews
; relationships certification satisfaction & Rewards &
Tokaorata via Werkdors engagement recognition
m:‘“ Recruiting & Hiring: Career paths
Deveiopment Behavior-based
mw W"ﬁ“ in?ewn?i:m:g
I o [51!(3“ - ntnﬁMlm Personality profiles
Yos successon planng Background
Annually set goals that Review [5.2¢{3)] : o investigation
mm | workiorce Performance on rack? moniior Figure 5.1-2 Key Work Processes of the PSP
i No  |Just Culture, Learring and
L p| Development System
622 COMMUNICATE PROVIDE FEEDBACK ASSESS MEASURE
' . — : Strategic Plan Quarterly Performance Annual salary review Profit-sharing pool (25% Net, pre-fax
Figure 5.2-2 - Workforce Learning and Development System Standards of Reviewalignedwith | Annual COLA prof
( Inputs \ — Conduct business needs Annual benefits review Individual share based on
e Proriize and Develop Deploy Learning Qualty System | Identfy opportunies for Annual compensation survey performance
(—) Select Needs o MESA Value improvement Profit sharing program Servicetenure awards
PIIT Crew (6.2b[4]) e Moteriols « Classroom Promise |dentify training needs Birthday/anniversary recognition
( EOC(5.1-1) ) - Self-study Figure 5.2-1 Employee Performance Management System
- elearning
)
Performance . Smulotion
Anclysis and Review | | Kicknatrick Methed for Learming and I oloar
- Development Effectiveness (5.2¢(2]) | | rohe-
\_Processss {41-2) - Boodt -« Super-users
Munqe:;u System |( . i W ey - Manitoring
‘ | - l ﬂ i - <hM*’ o
( e [ Teaemens oy T
\ o) e 7 - Results \ -

Source : Malcolm Baldrige National Quality Award Application 2013,Sutter Davis Hospital
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