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Presentation Objectives

Å Describe one systemôs journey of 
implementation of the Nursing Bundle  

Å Discuss the tools implemented to help 
drive accountability through -out a large, 
diverse system     

Å Share opportunities to prevent pitfalls 
and lessons learned
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CHW Key Statistics
Hospitals & Medical Centers: 41

Acute Care Beds: 8,539

Skilled Nursing Beds: 982

8th Largest not-for-profit system in nation

Largest hospital provider in California

Full-time Equivalent Employees: 42,845

Physicians: 9,688

General Acute Patient Care Days FY07: 1.7 million

Community Benefits and Care of the Poor FY2007: 

$922 million



FY 02 - FY 04 Patient Satisfaction
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Three-Year Goal: Achieve a 3% Improvement in Patient Satisfaction Score

Journey to Excellence (wrong direction)
FY 02 - 04 



FY 05- FY 07 Goal 
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FY 05- FY 07 Goal 
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Organizational Turning Point



Patient Satisfaction

"Willing to Recommend CHW Hospital If Care Were Needed"
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in percentile

Made a Difference 





Key Events

ÅSenior Operations Team Meeting and 
COO ñah haò moment

ÅSeptember 2006 Operations Cycle 
Meeting ïPresident Accountability and 
Ownership 

ÅEvidence on Nurse Model from Studer 
Group

ÅChanging System Level Approach



The Operations Cycle Meeting



System Level Key Strategies

ÅLeadership Commitment

ÅEngage Employees & Physicians

ÅFocus on Behaviors of Service

ÅImprove Processes that Matter

ÅData for Improvement



Hospital Level Key Tactics

ÅLeadership Rounding (all levels)

ÅRelentless Accountability

ÅUse of key words/scripting

ÅRecognition of 4 Star and 5 Star Service

ÅFocused efforts in the patient care 
bundle

ïHourly Rounding

ïBedside Shift Report

ïIndividualized Care

ïDischarge Phone calls



Hourly Rounding

Bedside Shift Report

Individualized Care

Discharge Phone Calls
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