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Best Outcome, Every Patient, Every Time





Our “Journey to Excellence” begins:
· TRHS Board challenged Senior Team to drive cultural change toward “Best Outcome, Every Patient, Every Time.”

· CEO selected Leaders and sent to Studer Institute
· Leaders empowered to select team participants from leads, managers and directors with consultant and facilitator input and support

Why go on this Journey?

“In early civilizations, fire starters taught others how to keep the flame alive. If they were successful, the tribe lived. If they were not, the tribe died. It was that simple." Quint Studer
Firestarters
· AIM: To implement and sustain a permanent culture of service excellence.

· July 2009 began meeting twice per month for 90-120 min

· Members from all levels of leadership

· Staff engagement through “ad hoc” committees

· Charter: Action/results oriented approach 

· Team Rules 

· Team Roles
· Senior Team communication through Executive Sponsors

Timetable
AIDET

· 2008 Pilot Classroom training with Bettendorf Campus Medical and Surgical Units

· Certification Trial on Rock Island Campus Surgical Unit 
· Not Successful but lesson learned: concepts simple but culture not ready

· AIDET Service Champion Team formed
· “Service Champions” chosen

Hourly Rounding - Patient Centered Communication Bundle
AIDET Initial Results and More Lessons Learned

· Establish Documentation of Classroom and Certification Process in advance

· Assess Manager availability to observe & coach staff to the standard (A3 Analysis)

· Plan for certifying 3rd shift and weekend staff

· Prepare to encounter Task Orientation vs. Patient Centered Orientation

Leadership Rounding

· Firestarters Team recommended rounding days/times for 2010:

· Leads/Managers:  Tuesday, 9AM-11AM

· Directors/VP's:  Thursday, 2pm-4pm.

· Thank You Notes: 30/Quarter Minimum

· Rounding Flowcharts to get process started

· Later developed spreadsheet which incorporates information on these forms and rolls up Rounding, Thank You Note and Stoplight Report issues from Manager to Director to VP
· Leadership Rounding Lessons Learned

 Leadership Development

· Fall Leadership Seminar 
· Interactive… and FUN!
· Format: working sessions & learning sessions
· Seminar = “Studer 201” 

· Studer 101 = “Hardwiring Excellence” prerequisite (quiz results posted during session)

· Table activities: focus on Leadership priorities

· Obstacles: Leadership Turnover, Mistrust, Resistance to Change 
· Things to Add: Teamwork across departments, Front-line staff buy-in, Dealing with Low Performers 
· Follow-up assignments

· Firestarters A3 (High Level)

· Problem Statement “Ideally leadership would be stable, trust would be high and staff would exhibit willingness to change but in this case leadership instability and a lack of accountability/prioritization of activities create a culture of mistrust which directly results in resistance to change (all levels).”
· Firestarters A3 Countermeasures: All 5 independent A3 analyses drew same conclusion: “Lack of Senior Leader prioritization of organizational goals creates leader (Lead, Manager and Director) confusion on daily prioritization of activities.”  
· Current Countermeasures
· Nurse Manager role redesign through Blueprint Unit (6North) 

· Increased Senior Leader clarity around top TRHS Priority Activities (2010 Quality Plan)

HML High/Middle/Low Performers

· All Leads, Managers, Directors and Senior Team required (and desired!) to take HML training

· Prerequisite: Use 2009 Employee evaluations to classify employees as high, middle, or low performers

· Lessons Learned: mismatch with evaluations; issues two years in a row on same staff member
· Post HML Training Actions
· Next Leadership Seminar:  Hiring for Fit

Standards of Behavior

· Objective of the Standards of Behavior Team

· We, Trinity, promise to uphold these Standards of Behavior and exceed expectations ensuring Excellence F.I.R.S.T. and “The best outcome, every patient, every time” by adhering to these A.C.E.S standards.

· What are A.C.E.S?
· ACES Phase I – Internal communications and engagement tools

· ACES Phase II - Accountability Plan 

· Lessons Learned

For more information, contact:

Bobette J. Shay



Kevin M. Soeken, M.S.
RN, MS, BSN, CNOR



Customer Relations Management Coordinator
(563) 742-2616



(309) 779-2995 

ShayB2@ihs.org



soekenkm@ihs.org
Studer Principles in Action 
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