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Presentation

• White Plains Hospital Center – Who we Are

• STAR Initiative

• Magnet and STAR



Objectives

• Learn About the Connection Between 
Hardwiring Excellence and the Magnet 
Process

• Understand Strategies and Tactics for 
Improving RN Satisfaction 

• Attain a Return on Investment By 
Reducing Nursing Turnover 



2008 Operating Data

• 115

• $ 260,000,000

• 2000

• 750

• 292

• 16,056

• 88,650

• 45,105

• 17,943

• 91,229

• 150,350

• 2,826,878

• 2,220,214

Years Old

Net Revenue

Employees

Medical Staff Members

Beds

Discharges

Patient Days

ED Visits

Surgical Procedures

Clinic Visits

Radiology Procedures

Lab Tests

Pharmacy Prescriptions



White Plains Hospital Center – Our Success

• Commitment to Quality and Safety

• Financial Discipline

• Invest in technology

• Philanthropy

• Focus on the Community – Health Status

• Invest in Infrastructure

• Remain essentially Union Free



#1 in Westchester County – New York

• Births

• Emergency Visits

• Joint Replacement

• Minimally Invasive Surgery

• Consumer’s Choice Award –Sixth Time

• Prostate, Colon and Breast Cancer Surgery

• Regional Stroke Center





• Established Pillar Goals

• Implemented LDI

• Implemented LEM

• Improved Patient Satisfaction Scores

• Implemented Senior Rounding

• Implemented Staff Rounding

• Implemented Patient Rounding

• Implemented New Behavioral Standards

• Initiated Post Discharge Phone Calls

• Implemented Hourly Rounding

• Carried Out an Internal Customer Survey

• Conducted a Medical Staff Survey

• Implemented a Balance Scorecard to Track Performance 

STAR Initiative Accomplishments (2007-8)



Patient Satisfaction Results



Results:  Reduction in RN Turnover

Total RN FTEs = 400



Financial Impact
Reducing RN Turnover

Item Actual Cost

Advertising 40,000

Open House 35,000

Recruiter Position 80,000

Orientation 103,680

Preceptor 15,000

Total Savings $273,680



Financial Impact of Eliminating Sitters



STAR – Magnet Journey

• Patient Satisfaction outcomes

• Nursing Recruitment and Retention

• Accountability

• Professionalism

• Crossover Tactics

• Quint’s Caution



Evidence -Based Leadership (EBL) SM

Standardization Accelerators
Must 

Haves®

Performance 

Gap

Leader 

Evaluation

Leader 

Development

Foundation

STUDER GROUP:

Must Haves®

Rounding
Thank You Notes
Employee 
Selection
Pre and Post 
Phone Calls
Key Words at 
Key Times

Re-recruit 
high and 
middle 
performers

Move low 
performers 
up or out

Agendas 
by pillar 

Peer 
interviewing

30/90 day 
sessions

Pillar goals

Leader Eval 
MgrTM (LEM)

Staff Eval MgrTM

(SEM)

Discharge Call 
MgrTM (DCM)

Rounding MgrTM

Idea ExpressTM

Aligned Goals Aligned Behavior Aligned Process
Create 
process to 
assist leaders 
in developing 
skills and 
leadership 
competencies 
necessary to 
attain desired 
results

Implement an 
organization-
wide 
leadership 
evaluation 
system to 
hardwire 
objective 
accountability



Evidence -Based Leadership (EBL) SM

Standardization Accelerators
Must 

Haves®

Performance 

Gap

Leader 

Evaluation

Leader 

Development

Foundation

STUDER GROUP:

Aligned Goals Aligned Behavior Aligned Process

Leadership 

Accountability

for Nursing 

Quality 

Indicators

Transformational

Leadership

Skills to create

And sustain the

Culture of 

excellence

Patient/Family

Centered Care

Professional

Practice model

Reward and 

Recognition

Care Delivery

systems

Accountability 

of RNs for unit 

outcomes

Shared decision

making

Accountability

of staff for quality

patient care

Professional

development

Empirical outcomes

demonstrate nursingôs 

contribution to the patient,

profession, and organizational

outcomes



Nursing Leader’s Role

Accountability and Responsibility for unit 
outcomes tied to Pillar Goals

ÅPatient Satisfaction

ÅCore Measures

ÅRN Turnover

ÅFalls, Decubiti, HAI

ÅOvertime



Create your own flywheel!

Nursing 
Excellence

Tactics to
Provide quality
Patient care

RN Satisfaction

Purpose, 

worthwhile 

work

and making

a difference



Connect to Purpose

Successful outcomes = Nursing Excellence

RNs want to work in an organization 

Where they are valued and they know 

they provide quality patient care



Rounding on Staff

• Communicate Division and Organization 
goals

• Create an positive work environment

• Building relationships

• Engage staff to become an active 
participant in achieving goals and 
celebrating successes



Rounding for Outcomes

• CNO/CEO Town meetings

• Senior Staff Rounding

• CNO Rounding

• Nurse Leader Rounding on Staff

• Nurse Leader Rounding on Patients

• CNO Luncheons



30 and 90 day meetings

• Retention of Nurses

• Support and mentor novice nurses

• Learn how we can make improvements 
in orienting/precepting staff

• Engage staff early 

• Approachability

• Part of team



30 and 90 day meetings

• New hire meeting at 30 days

• Meeting at 90 days

• Who participates in meeting?

• Use meeting template

• Follow up 

CEO 90 meetings with all new hires



Discharge phone calls

• Patient Safety

• Reward and Recognition of Staff

• Discover opportunities for improvement



High-Middle-Low

• Identify HML nurses

• High performers are great messengers

• High Performers ready to participate

• Middles follow

• Lows hang back





Thank You! 

Jon B. Schandler, President and CEO 

White Plains Hospital Center, White Plains , NY

Leigh Anne McMahon, RN

Vice President/Chief Nursing Officer

White Plains Hospital Center, White Plains , NY


