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Integration Across 9 Business Units

4 acute care hospitals
— Henry Ford Hospital staffed by Henry Ford Medical Group

— 3 Community hospitals supported by both employed and
private practitioners

= Henry Ford Medical Group

= Henry Ford Physician Network
= Community Care Services

= Behavioral Health Services

= Health Alliance Plan

—
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HEALTH SYSTEM

“The Henry Ford Experience”:
7 Pillars of Performance

Mission To improve people’s lives through excellence in the science and art of health care and healing

Vision Transforming lives and communities through health and wellness — one person at a time.

People Service Quality & Growth ~ Research& community ~ Finance

Safety Education

THE HENRY FORD EXPERIENCE

System Values Respect for people High Performance Learning & Continuous Improvement Social Conscience Each Patient First

Core Competencies Innovation Care Coordination Collaboration

Strategic Patient/ Performance & Staff Safe & Reliable Accountability
Planning  Customer Focus Knowledge Management Focus Process Focus for Results

Organizational Framework  Leadership




Measurement, Analysis, and
Knowledge Management

= How do you measure,
analyze, and improve
organizational
performance?

= How do you manage
your information,
organizational
knowledge, and
information
technology?
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“Information is important. But it’'s how
we use it that defines us”

Recent Google Ad
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HEALTH SYSTEM

HFHS Leadership System
Y

Transforming | ommunities through
health and we e person at a time.

COLLABORATION

PARTNERING

Malcolm Baldrige
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analyze organizational performance.

= HFHS Analytics department
Measurement and Comparator Selection
Business Intelligence Oversight

Dashboards/Organizational
Performance Review

Knowledge Management

HEALTH'SYSTEM

Measure, Analyze and Improve

= Metrics Committee provides operational, financial, and
pillar leaders who provide oversight and expertise to
pillar teams and the Performance Council on the best
way to define, display (dashboards), compare, and
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Metrics Committee Structure

Performance
Council
Metrics
Committee
_ ] ] Knowledge
Data Stewardship Analytics Delivery Management

HEALTH SYSTEM

Organizational Performance Review

= System-level dashboard and monthly review of A

measures at Performance Council (PC) ﬂﬁ
Dept.

= Continuous search for best measures and
comparators / databases

= Semi-annual review of all pillars and " Individuals
business units at PC
System Dashboard

Service Quality Finance
& Safety

Cust. Engagement .
Engagement (Top Box) No Harm: Acute Harm (AT YIS Net Operating Income
. W ik d 5 Tri-County IP Mkt share
Turnover Likelihood to Recommend Readmissions HAP Membershi Cost Per Unit
HCAHPS embership
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HEALTH SYSTEM
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System Dashboard

; . e : 2010 2011 2011
Pillar Performance Indicator  Freq. e al Ta G
Turnover
5 Tolal Manthly
Pe‘op;e Employee Engagement Annual
Gatlup Q112 ond Pulse Sitrveys SentAnnual
Customer Engagement
Top Box “Likelihood to Recommend” Ll
SEJ_"W"C'B' HEAHPS.
Hospital Consrrners Assessment of Cuarterly
Healthcare Providers amd Systems
5 Hairm — Overall Rate
Quﬂ'."lty Per 1000 patient days Monihy
& Safet , feadmissions to the Hospital
Ly Alf potients hapiy
Tri-County Inpatient Matket Share
Med/Surg only Quarterly
~ 2 Admission Volumes
Growth Hot inchiding BHS Manty
Total HAP Membership Maonthly

Profitability
Net Operating Income

Finance .
Cast Per Unil

Cost per case mix adpst ed admission

Monthly

Maonthly

4 @ > 5% Variance to Target

(Heam SYSTEM)

O < 5% Variance to Target

Current
Status

2012 Metrics Overview

HFHS Harm - Overall

2011 values recalculated to

2012-2014 Metrics Targets

Instructions

(per 1000 patient days)

include Maternal & Infant Harm
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Sample Business Unit:
YTD Performance on Key Metrics

Pillar  Performance Indicator  Freq.  20-0 guit 2k | ourent
Turnover Month 15.62% 9.5% {year end) 111%
Total & 2010 Year End 7.12%(YTD) ¥TD Sept 2011
Employea Engagement Annual 3.99 April - Gallup N/A NfA
| GalupQlZand Fulse Surveys Semi-Annual 3.69 Dec - Pulse 417~ Pulse 3.58 Oct - Pulse
Customer Engagement B1.6% 811%
M -
Top Bax "Likelihood to Recommend” il 2010 Year End Lk ¥TD Sept 2011
Service.  cairs il a0%
Haspital Consumers Assessment of Quarterly :wu 0?_ sﬂ_’ I?. Aug'09=Sep 10
| Healthcare Providers and Systems Conipsphnkleind st
Harm = Overall Rate 4759 4422
il 418
Per 1000 patient days il 2010 Year End 2 YD August 2011
Readmissions to the Hospital Montht 9.22% 8.85%0Q4 9.45%
| All patients L 2010 Year End f0.5%pt L) ¥YTD August 2011
Tri-County Inpatient Market Share 34% 35%
e T8O
Erowth | Med/Surg only LI 042010 a12011
=] iy Admission Volumes Monthi 11,238 13,124 (ywar ondd) 9331
Not including BHS L 2010Year End 9,820(vTD) ¥TD Sept 2011
Profitability ' S{16.2M) 5{4.97M)
e Mottty 2010 Year End YTDSept2011
narce
/e Cost Per Unit Monthly 8,747 58,707 58,309
| Cost per cose mix odjusted odmission 2010 Year End Yearend 2011 ¥TD Sept 2011

O <5% Variance to Target

@ AtorAbove Target

@ > 5% Variance to Target
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Clinical Resources

Financial Resources

Admin and Support

It's Quality Expo Week (Mov. 8 - 11) at Henry
r "

Ford!

POE SRR g P

Customer Engagement

Lomn e sbout

Clinical Quality & safety

Employee Communications

e-News Headlines

Dashboards
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HFWBH OPR: Quality and Safety

YTD Performance

N

ol
Readmissions
Overall PERFORMANCE
INITIATIVES ACTION(S) (RY,G) OKING FORWARD: 2012 UNCIL SUPPORT
21y NEEDED?

*Focused teams tackling root causes and
“baby A3s” including multi-disciplinary
rounds, creation of a unified care plan,

* Launched significant identification of care team members
improvement project around and consult process improvement o Support and
Communication care team communication to the * Implement proposal for Clinical PP

) N ibl
Improvement Project patient System Improvement Team with possible

YELLOW participation from

*Developed Blended dedicated time to advance this effort ey el gy
Communication Press Ganey and develop the front-line expertise to o
N physicians
score as part of strategic goals. problem solve
2012 HFWBH Quality Expo (3/29/12)
will feature presenters from HFWBH
sharing communication improvement
nracracc #n data
*Achieved overall targeted eContinued focus on Med. Harm,
reduction in 2011. Procedural Harm, Employee Harm,
eAchieved a 20% reduction in C ication Failures,
No Harm C ployee harm b 2010 Labeling and CAUTI.
and 2011 largely due active eHost HFWBH Quality Expo featuring
Safety Champions . improvement efforts from all

departments

Measurement, Analysis, and
Knowledge Management

* How do you measure,
analyze, and improve
organizational ——
performance? P ————_ i (i —

= How do you manage
your information,
organizational
knowledge, and
information
technology?

n Measurement, Analysis, and

Knowledge Management (3 pes
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Measurement, Analysis, and Knowledge
Management

= How do you manage
your information,
organizational PR—
knowledge, and =
information —

technology? Information Technology Mission
Information Technology captures, processes and
secures the data with the mission of providing the
right data to the right individual at the right
time, to the right location in the right medium.

ey akcpim Baldrige
HEALTH SYSTEM o

Transforming Care Through
Information Integration

+ Supports metrics-driven management
+ Supports Research Program

+ Supports Accountable Care Strates
orts Clinical Integration (e.g
SErvVICES)

oiding duplicative

S/ Outreach - Patients.
Regulatory Private Practice
(e.g., HIPAA, Physicians + Supports Clinical Quality and Service Goals

ICD-10) (HFPN) (e.g., likely to recommend)
’ / + Supports regulatory requirements and
o CPOE incentives (e.g., Meaningful Use, Value-Based
Revenue Cycle Purchasing)

(Clinicals) « Supports revenue cycle effectiveness

+ Provides 23 Yrs longitudinal
patient clinical information

CarePlus Next Generation
+ Available at all sites of care

Rochester Hills Data Center

IT Infrastructure

+ Increases Employee Engagement by providing staff reliable tools to do their job {e.g., PCs, wireless, remote access)
+ Provides reliability, redundancy and Disaster Recovery
+ Supports growth of the Health System

Hhoenry Malcolm Bairige
HEALTH SYSTEM Aep—




Many Modes of Access for All
Stakeholders

QOutreach — Patients,
Private Practice
Physicians

Epic Clinical & Revenue Cycle

Systems

CarePlus Next Generation

Rochester Hills Data Center IT Infrastructure

Hardened Disaster Recovery
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HEALTH SYSTEM

w Maintained Response Rates above |
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Information Technology
First Call Resolution
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Measurement, Analysis, and
Knowledge Management

= How do you manage
your information,

organizational . w

kn OWI e d g e ’ an d Lé::;;;;':g‘%:;:‘: t.?%:'.‘:.‘:‘;‘;m: e
information
technology?

Knowledge Management Vision
Effectively and efficiently manage and share
knowledge to achieve HFHS goals and enhance |~
overall HFHS performance.
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HEALTH SYSTEM

Knowledge Management Strategy

. Policies, Procedures and Forms

. Job Descriptions, Competency Lists
. Standard Operating Procedures

. Patient Education Materials

. Work Papers, Training Aids

Knowledge to
Do Work

g wWN R

. Strategic Initiatives, Goals, Action Plans
Dashboards, Metrics

. Quality Expos

. Research Forums

. Implementation Tool Kits

Knowledge
Management
Framework

Knowledge to
Improve

AR ONE

. Competitive and Comparative Databases
Knowledge to Health Reform

Value-Based Purchasing
Benchmark

. Economics
. P4P Data, Report Cards

gAWNE
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Knowledge Wall Home Screen

Welcome to the HFHS Knowledge Management Portal |

ACROSS To access the site you are interested In, click on the top or left navigation
Besiness Inteligeace
e The Henry Ford Exps
Enceutrve
anagement
®D 10
Recyele B

#iceL FCE | |QUAITYS | GROWTH | |FESEARCHE ConmasaTy | Fia
PECPLE || SERVCE | |QUALITYA || GROWTH || ESEARCHS co FRANCE

HEALTH SYSTEM

Knowledge Wall Improvement Log

8 Crandackn Wl Ccenglated Priacts i = B = [ & - Pager Selely- Tk~ i

jieicome Swanson, Jula

#d HFHS Knowledge Wall

[T — 3
| s oo el Profects = | Coboraoves =
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T g | ee———
No Harm Camspaign :

mtm

vl Imprvements

L} ey B Safuty; Grosth;
HFHS Knuwedgs bt Comrrarsty; Frigse
Hanagement

Service: Qualty & Safety
Precple; Service; Qualiy b Safety
Sarvice: Gualty & St
Quaity & Zaket
Peogie: Qualty &5akety
5.5an
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No Harm SharePoint Site
H?,,’,"’ Harm Campaign

fisiiarmGampatgny Colsboratves - | Projscts - BusinessUnits - Safety Champions | Risk | Sentinel_Event = Employes Inury

View All Site Content HFHS Knowledge Wall > No Harm Campaign
Lists.

Measurement | Infection Control | System Murse Practice

= o Harm Campaign
Calender
Collaboratives

= Readmission

= NSQIF

= 0B

Projects

= OR/Surgical Services
= Airnay Management
= Icu

= Medications
Business Units
= Macomb

= Wyandotte

= CCs

g = =
e No Harm Campaign: Reduce Harm by 50% in 3 Years

= HEH

« Enhance our Gulture of Safety « Identify Top Causes of Harm

= Warren = Improve the Quality & Clarity of * Redesign Care to Eliminate Harm
= West Bloomfield Clinical Communications

= Behavioral

EAR A ET IS THI 5 million Lives Campaign
sk Managing a Hospital Blog Link
Sentinel_Event Blog by Paul Levy t and CEO of Beth Israel Deaconess Medical Center in Boston
= Document Warkspace National Patient Sa ndation
= Workplace Agency far Healtheare Quality and Research
Employee Injury Documents -
Measurement Type  Name Modificd By
Infection Control C@ 2012 Meeting Summaries Young, Lucy
System Nurse [ ] 2011 Meeting Summaries Anctil, Beth
Practice Council
E3 2011 Action Plans Jordan, Jack
8] Recycle Bin Ea@  Operational Definitions Jordan, Jack
@]  system Culture of Safety Action Plan 2012 Voutt-Goos, Mary
) Accountability Tablel Ancti, Beth
@ 2011 System No Harm Action Plan 2-11 Anctil, Beth

Lessons Learned

= Ensuring linkage across SPP, PC, Action Plans, and Pillar Teams
has fostered new levels of communication, collaboration, internal
exchange of best practices and accountability

= Having the right information available in a timely manner is key to e
performance analysis, process design, standardization, consistency,
and continuity of care across the organization

= Using technology to share documents and results on selected
initiatives (No Harm Campaign, improvement collaboratives, etc.)
= Moving toward a consistent clinical and revenue information and an

updated Enterprise Data Warehouse to combine information and
analyses in one easy-to-access location

SoonryFor — ol Baldrgr
HEALTH SYSTEM Aep—

13



3/26/2012

Panel Discussion

Jim Connelly EVP, Chief Financial Officer
jconnell@hfhs.org

Susan Hawkins SVP, Performance Excellence
shawkinl@hfhs.org

Carole Pritchard Director, Program and Contract
Mgmt, Information Technology
cpritchl@hfhs.org

Julia Swanson Director, HFHS Analytics
[swansol@hfhs.org

14



