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Presentation Objectives

A Describe one systemos |
Implementation of the Nursing Bundle

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

A 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 FYQ07: 1.7 million

Community Benefits'and Care of the Poor FY2007:
$922 million
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Journey to Excellence (wrong direction)
FYO02 - 04

Three-Year Goal: Achieve a 3% Improvement in Patient Satisfaction Score
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Flat Lined FY05 - 07

WHAT’S &¥g#el INHEALTH CARE” StuderGroupY



Organizational Turning Point
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Made a Difference

4 pt increase in raw
score = 5 decile jump
in percentile
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Key Events

A Senior Operations Team Meeting and
COO nah hao moment

A September 2006 Operations Cycle
Meeting T President Accountability and
Ownership

A Evidence on Nurse Model from Studer
Group

A Changing System Level Approach
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The Operations Cycle Meeting

The Staff Meeting
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System Level Key Strategies

A Leadership Commitment

A Engage Employees & Physicians
A Focus on Behaviors of Service

A Improve Processes that Matter

A Data for Improvement
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Hospital Level Key Tactics

A Leadership Rounding (all levels)

A Relentless Accountability

A Use of key words/scripting

A Recognition of 4 Star and 5 Star Service

A Focused efforts in the patient care
bundle

I Hourly Rounding

| Bedside Shift Report
I Individualized Care

I Discharge Phone calls
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Discharge Phone Calls
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